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Research Purpose and Context
This study investigates the impact of food safety and hygiene practices on service quality in an airport hotel, focusing on the Hampton by Hilton London Luton Airport. The study also seeks to investigate the influence of operational pressures, employee behaviour, and internal quality of service and management of back-of-house (BOH) on the compliance of hygiene and perception of service by guests. For the investigation, qualitative approach was taken. Thematic analysis was used to determine trends in hygiene behaviours, staff attitudes, operational strains, communication and how hygiene indirectly affects the experience of the guests.
Findings
The findings indicate that under routine operating conditions, formal hygiene measures were consistently followed. These included compliance with HACCP guidelines, accurate temperature monitoring and record-keeping, prevention of cross-contamination, and regular handwashing and cleaning procedures. Nevertheless, when peak seasons were experienced, especially in breakfast service concurrent with early flights, adherence was declining. Employees were more concerned with speed and service delivery than with compliance to the procedures and had functional compliance but not full compliance. The permanent and supervisory employees had better hygienic standards than the temporary and agency employees, indicating that training and experience can affect behaviour and performance.
Back-of-house limitations such as staffing issues, kitchen size, and large number of guests also posed a challenge to the hygiene compliance in a consistent manner. Information silos were created by communication barriers between BOH and front of house (FOH) teams. The FOH employees were usually handling guest requests, without comprehensive knowledge of the running of the kitchen. Nonetheless, hygiene indirectly affected the relationship between the guest perceptions of the service quality and such observable factors as the availability of food, service pace, and the cleanliness of eating areas.
Recommendations
Based on the findings, it is recommended that the structured workflow and pre-preparation should optimise peak service operations. Also, hygiene compliance is to be enhanced by real-time monitoring, availability of resources, and visual reminders. Moreover, systematic channel and joint feedback should be enhanced in terms of internal communication. In addition, the effective workforce management policies and staff training are to be applied to ensure the consistent quality of standards under high pressure conditions. 
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[bookmark: _Toc222672431]Research Context and the Airport Hospitality Landscape 
The operational sustainability and specialisation of service quality become an indispensable feature of the global hospitality industry (Al-Gasawneh et al., 2022). The UK has seen the FS industry become an essential part of a transport hub infrastructure, in which the effectiveness of the Servicescape directly influences passenger reaction and stay satisfaction (Antwi et al., 2022). London Luton Airport is massively expanding, rendering it a booming market of focused-service brands that do not focus on full-service luxuries, but instead on basic amenities (Travel Weekly, 2026). This project investigates the effects of such a localised environment on the provision of a global brand promise.
[bookmark: _Toc222672432]The Case Study: Hampton by Hilton London Luton Airport
The Hampton by Hilton has a particular organisational culture called Hamptonality, focusing on service proactivity and a standardised brand image of Inclusion Hot Breakfast (Hilton Worldwide, 2024). London Luton Airport hotel is used as a major case study to analyse how brand integrity is upheld during global expansion (Hilton, 2024). The placement was mainly in the kitchen where one could have a first-hand experience of the pressure that comes along with the production of a large volume of food, and a short-lived experience in the reception area to experience the loop of guest feedback. The strategic growth of this particular "airport corridor" is a recent topic in the industry reports, where the performance of these hotels is becoming connected to their capacity to handle the inter-departmental synergy (Hospitality Net, 2025).
[bookmark: _Toc222672433]Problem Statement and Operational Challenges
Although the Hilton brand is highly prestigious, the UK hospitality industry is now in an unprecedented staffing crisis, especially in the kitchen departments, which will jeopardise service ratings and overall operational stability (The Guardian, 2024). The information silos contribute to this crisis as the absence of cooperation between BOH and FOH prevents effective communication (Jeleel-Ojuade, 2024). In cases of delays or a shortage of resources in the kitchen (BOH), the reception (FOH) is the scapegoat of guest dissatisfaction (Laemmli, 2023). This study explores the areas of friction between these departments within a time-tight airport environment.
[bookmark: _Toc222672434]Research Aim and Objectives
The aim of the study is to examine the impact of food safety and hygiene measures in the hotel kitchen of the airport, and Hampton by Hilton London Luton Airport is selected as the study case. The following are the objectives of the study:
· To examine the impact of food safety and hygiene laws that will pertain to the hotel kitchen in UK.
· To analyze the best practice in food safety management in hotels in airports.
· To examine the literature available on hygiene compliance and behaviour of staff in hotel kitchen.
· To establish general obstacles to ensuring food safety standards in high-pressure settings, in airport hotels.
· To determine how hygiene practices are related to perceived service quality.
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[bookmark: _Toc222672436]Service Quality and the Modern Hospitality Paradigm
It takes a paradigm shift into service-oriented models that value both the well-being of its guests and operational ethics in a post-pandemic environment to pursue "Tourism and Hospitality for Humanity" (Alrawadieh and Altinay, 2025). Central to this initiative is the intensive measurement of the quality of services, which has been rather developed in terms of SERVQUAL metrics into the marketing performance sustainability and long-term relationship management (Al-Gasawneh et al., 2022). Although in the old model, the main focus was on general consumer perception (Seingo et al., 2025), a more recent study claims that now Service Warmth, a subtle human factor, can have a significant impact on service quality, but it can be measured using big data and machine learning solutions (Liu et al., 2023).
Moreover, the perceptions of service quality are no longer confined to the hospitality sector; such as the high level of technological hygiene demanded by electric vehicle dealerships or the quick-paced innovations of e-banking service quality (Wang et al., 2021). The ideal balance of the "Servicescape" in the particular situation of an airport is how passengers react to the physical and digital space determines the perceived quality of the overall travel experience (Antwi et al., 2022). This means that hotels such as the Hampton by Hilton not only have to compete with other hotels, but with the high hygiene service standards of other service industries of the time.
[bookmark: _Toc222672437]The Service-Profit Chain and Internal Service Quality (ISQ) 
The primary theory of explaining the success of hotels is the Service-Profit Chain that assumes that internal quality results to employee satisfaction, which in turn causes external value and loyalty (Heskett et al., 1994). Nevertheless, according to the recent revisions of this model, the chain is no longer a straightforward linear progression but an intricate, unconventional web of interactions that compel organisations to rethink sustainability accomplishment (Hogreve et al., 2022. Another important connection in this chain that has received little attention is known as the Job Involvement, which serves as a crucial mediator between job satisfaction of the academic and practitioner and the final quality of the service that he or she delivers to the end-user (Üngüren and Arslan, 2021).
Internal Service Quality (ISQ) is a term used in the hotel industry to refer to the quality of service that surrounds the interactions between the individual departments such as the kitchen (BOH) offering the necessary assistance to guests that the reception (FOH) serves (Mo et al., 2021). It is proven that ISQ has a significant effect on the job performance of three-star and focused-service hotels employees because the quality of healthcare and hospitality outcomes directly depends on internal quality (Yuniarto and Setiawan, 2024). The lack of high ISQ by BOH departments negatively affects the entire profit chain, causing an external guest dissatisfaction that is noticeable.
[bookmark: _Toc222672438]Back-of-House (BOH) Hygiene and Operational Management
Food and beverage operational management needs systematic and continuous inspection, hygiene enhancement to keep abreast with competition (Geminarqi and Purnomo, 2023; Mohsin, 2023). In a particular case of such international chains as Doubletree or Hampton by Hilton, the perceived quality of food and the equitable price point of the room services are the main factors influencing the overall satisfaction of guests (Ze et al., 2024). Such complex BOH operations necessitate the use of advanced Hospitality Management Accounting to reconcile the increasing cost of labour with the non-negotiable requirement of brand consistency (Robina-Ramírez et al., 2025).
Additionally, supply chain management strategies must be incorporated into the marketing value chain to ensure that the kitchen is ready with physical resources and inventory to address the volatile guest needs in an airport restaurant (Jawabreh et al., 2023). In the case of Hampton hotels in particular, an apparent foundation of a course of action should entail matching the pace and quality of kitchen production with the Hamptonality service promise to allow the brand to expand globally without weakening its internal core (Yizhong, 2024; Hilton Worldwide, 2024).
[bookmark: _Toc222672439]Human Resources, Leadership, and the UK Staffing Crisis
Hospitality is now grappling with a drastic re-assessment of work, wages, and work conditions, with systemic labour shortages that have hit an all-time low (Baum et al., 2023; The Guardian, 2024). Leadership is crucial in overcoming this crisis; transformational leadership styles are proven as the means of improving employee performance and scale validation in times of great stress of operations (Hakro and Siddiqui, 2022; Çakır and Göde, 2025). In addition, diversity, equity, and inclusion (DEI) management are not a minor issue anymore, but a necessity to create a resilient and sustainable hospitality workforce (Manoharan et al., 2024).
Employees who feel fit to work in their particular roles are much more prone to delivering high-end service that will keep the brand strength of hospitality industries overseas (Hariandja and Vincent, 2022; Yuniarto and Setiawan, 2024). On the other hand, customer and employee satisfaction plummet when the kitchen is understaffed, with employees feeling that they are now the scapegoats to faults in the operations beyond their control (Baquero, 2022; Laemmli, 2023). This triggers a service failure cycle that is hard to overcome without major structural intervention in the HR practises.
[bookmark: _Toc222672440]Food Safety and Hygiene in the Hospitality Sector
In hospitality, food safety has been one of the major issues of concern particularly in high demand settings such as airport hotels (Mastilović et al., 2024). Some articles have indicated the importance of food safety practices as a decisive factor in determining the health of guests as well as preserving the brand guest of hospitality establishments (Segbedzi et al., 2025). The Hazard Analysis Critical Control Point (HACCP) system is one of the most important frameworks of the food safety maintenance in such high-pressure environment, as it provides the focus on the exclusion of food safety hazards instead of the end-product screening (Jesus et al., 2026). Strict adherence to HACCP lowers chances of food poisoning, thus making food offered to the customers safe and of high quality (Rodríguez and Samaniego Puertas, 2023).
The training aspect is central in the application and observation of successful food safety standards (Wen et al., 2023). Studies have indicated that the knowledge of food safety among the employees, especially those in the back of house operations is essential in countering risks (Segbedzi et al., 2024). Nevertheless, in understaffed kitchens, where the employees become overworked during the busiest hours, the tendency to conform to these food safety measures is reduced and results in functional rather than complete compliance (De Freitas and Stedefeldt, 2022). This points out the valuable contribution of staffing shortages to the food safety outcomes. 
[bookmark: _Toc222672441]Technology, Innovation, and Information Silos
The industry of hospitality is in a radical shift toward digitalisation, and artificial intelligence (AI) starts influencing marketing themes to direct interaction with guests (Bulchand-Gidumal et al., 2024). The emerging technology trends (i.e., the virtual ecosystem model and machine learning to measure warmth) are being investigated in order to simplify service delivery and customise the guest experience (Saud et al., 2026; Costin and Eslava, 2022; Liu et al., 2023). Nonetheless, technology does not resolve the longstanding issue of Information Silos that persist in posing obstacles to efficient communication and collaboration between the kitchen and the reception (Jeleel-Ojuade, 2024).
Innovation and creativity are required not only to apply to guest-facing technology, but also to management standards applied to break these internal silos (Kabangire and Korir, 2023). The integration of technological innovations with the human services aspect has a significant impact on the digital platform through which hotels are rated in modern hotel management, especially in the UK and the V4 states (Kolesárová et al., 2025). Qualified service has become an output of a new approach to the creation of operational management standards that are as efficient as the transport hubs to which they belong (Kharenko et al., 2023).
[bookmark: _Toc222672442]Sustainability, CSR, and Future Trends
The ability of sustainable tourism to develop successfully is increasingly associated with Corporate Social Responsibility (CSR) in the hospitality sector (Achmad and Yulianah, 2022; Akanmu et al., 2023). In the case of airport hotels, interactions with international guests necessitate an in-depth, evidence-based view of the global trends in airport management and passenger traffic (Graham, 2023). There is a clear trend with the development of hospitality management education to produce so-called knowing researchers who are able to use innovative methodologies to address localised operational issues.
This is especially so with focused-service brands in the growing hubs such as Luton Airport, where growth is a major boom to the industry. Finally, the achievements of hotels in bigger brand constructs are determined by discovering key success drivers, including supply chain resilience and interior service quality at the initial stage of planning (Gumel and Bardai, 2023; Hilton, 2024). Through a serious research approach, the management can step out of the orthodoxies to achieve long-term sustainability in a fluctuating market (Waziri and Kyari, 2023; Hospitality Net, 2025).
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[bookmark: _Toc222672444]Research Philosophy and Approach
This paper will use a qualitative research philosophy to obtain a detailed insight into social and operational dynamics within the Hampton by Hilton London Luton Airport. Management sciences most appropriately employ a qualitative approach when the researcher aims to produce an adequate guide to help solve complex organisation issues (Waziri and Kyari, 2023). Comparing the two methods, it was established that a qualitative focus can be used to provide a deeper analysis of human interactions and behaviours in silos that cannot be reflected by statistics alone.
[bookmark: _Toc222672445]Research Strategy: Case Study
The study design is a Case Study, which is a core approach to the social sciences that research modern phenomena in the real-life scenario (Rule, 2024). The method of using the case study to find solutions to a business issue has a long history of applying particular methods to localised applications (Sena, 2023). The Hampton by Hilton London Luton Airport is the unit of analysis, where the researcher can analyse the dynamics of a particular Service-Profit Chain and ISQ dynamics that occurred during the placement.
[bookmark: _Toc222672446]Data Collection: Participant Observation
Primary data was gathered using Participant Observation. During most of the placement, the researcher was placed in the kitchen department and had one week in the reception department. This dual view enabled the establishment of communication gaps that personnel in a single department may miss. The approach is in line with the fact that hospitality managers must have the lived experience of their employees in order to enhance performance.
[bookmark: _Toc222672447]Analysis: Thematic Analysis
Thematic Analysis will be used to analyse the data obtained in the observation logs and internal brand reports. It includes identifying, analysing, and reporting patterns (themes) in the data (Braun and Clarke, 2023). Food safety audit scores can prevent typical traps to achieve good practice because a knowingly researcher will remain connected with the data but use the theories presented in Chapter 2 (Braun and Clarke, 2023).
[bookmark: _Toc222672448]Ethical Considerations
All research was performed under the strict adherence to the UWTSD Ethics Policy and Procedures of Research Projects (UWTSD, 2025). The intention to use the placement in the academic purpose was shared with the hotel management before the data collection. No particular names of staff or guests are involved to protect anonymity, and any personal financial information of the hotel internal accounting (Jagels and Coltman, 2025) has been mentioned in the general observed hygiene breaches.
[bookmark: _Toc222672449]Limitations of the Study
The main limitation of this study is that it is a single case study on BOH hygiene, which might restrict the extrapolation of the results to non-airport hotels. Also, the researcher spent less time in reception (one week) than in the kitchen, which might result in a BOH bias in the observations. Nevertheless, through the high volume of literature used (airport services cape to supply chain strategies) this project can be triangulated HACCP standards between personal observation and worldwide industry standards to achieve rigorous and high-quality scholarly research.
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[bookmark: _Toc222672451]Introduction to Chapter 4
This chapter outlines and discusses the results that were established after the placement-based research was carried out at Hampton by Hilton London Luton Airport, and the special attention was paid to food safety and hygiene practises in the hotel kitchen setting. The general purpose of the research is to investigate the efficacy of food safety and hygiene practises in an airport hotel kitchen and to understand how the practises can affect the service quality in a high-pressure operation environment. To facilitate this objective, the chapter considers the research objectives associated with compliance in hygiene, staff behaviour, operations and nexus between kitchen hygiene and service quality perceived.
The results of this chapter are grounded on the primary qualitative data collected due to the observation of the participant during the placement period and with the help of internal hygiene documentation where it is available. The analysis of the data occurred through a thematic analysis method, which made it possible to determine recurrent patterns and operation themes that occurred on the basis of the daily practises in the kitchen and communication between departments.
The chapter is divided into two significant sections. The former part is the presentation of the findings which is presented in a thematic manner according to the research objectives. This is then succeeded by a discussion section where the findings are critically discussed and they are associated with the academic literature that was reviewed in Chapter 2. Such a systematic manner guarantees the methodological consistency, and offers a clear way of taking the results of empirical observation and putting it into analytical interpretation.
[bookmark: _Toc222672452]Findings
[bookmark: _Toc222672453]Theme 1: Food Safety and Hygiene Compliance in a High-Pressure Airport Kitchen
The placement observations revealed that food safety and hygiene practises in the kitchen were mainly based on set procedures especially when operations were conducted on routine service periods. Hand hygiene was mostly monitored at crucial operation stages like before preparing food and after touching raw food (Oliveira et al., 2021). Employees were observed washing their hands in special washing stations and sanitising solutions were at various points of preparation. The procedure of temperature control was observed, such as the usage of refrigerated storage, blast chillers, and hot holding devices, and temperature logs were filled in at specific time of the day. The supervisory staff would normally sign off such records meaning that compliance was formally accountable.
Cross-contamination control measures e.g. the segregation of raw and cooked food products, labelled storage containers, colour-coded chopping boards and utensils were invariably available during the normal operation hours (Holah, 2023). Cleaning plans were posted in the kitchen room, and the sanitisation of the surfaces on a regular basis was carried out between the food preparation sessions.
There was, however, a significant variation in the compliance in peak service intervals especially the provision of breakfast service in the early mornings in line with the flights take-offs. In these peak seasons, compliance with hygiene practises seemed to be less stable with less frequent handwashing between successive operations and increased use of speed to handle guest numbers (Haenen et al., 2022). It was noted that HACCP practises were formally incorporated into the kitchen operations that were backed by planned audits and internal hygiene inspections (Okpala and Korzeniowska, 2023). However, these procedures, as applied in practise, seemed to vary with the intensity of workload implying that hygiene discipline in the airport kitchen setting was directly affected by the operational pressure.
[bookmark: _Toc222672454]Theme 2: Staff Behaviour, Training, and Hygiene Awareness
The results indicated that employee hygiene behaviour had a strong association with the nature and the intensity of training undertaken. Formal food safety and hygiene training were mostly offered to permanent staff members especially to those staffs in the supervisory or senior kitchen positions (Jevšnik and Raspor, 2022). These employees were more conversant with hygiene practises and were more active in corrective measures to poor practises as they were witnessed. Conversely, the agency and recently hired employees depended more on informal and on-the-job training by their colleagues and thus had differences in hygiene consciousness and procedural habits.
In the regular service time, the staffs were generally conscious of the most basic hygienic conditions, such as personal hygiene, proper glove use, and regular cleaning of workstations (Tamene et al., 2022). But since the time was a factor, behaviour change was noticeable, as the staff started focusing on completing their tasks and serving faster than paying attention to hygiene habits. In the above cases, shortcuts included a lack of surface sanitisation between tasks or slower handwashing. These behavioural tendencies were not confined to individual employees but were observed over time at the highest periods of service and this indicated that it was a collective reaction to pressure in the operation rather than the individual non-conformity.
[bookmark: _Toc222672455]Theme 3: Back-of-House Constraints and Operational Pressures
This was because operational constraints in the back-of-house setting were found to be a major factor that dictated hygiene practises. The shortage of staff was noted on a regular basis especially in the high-demand seasons attributed to early cheque-ins, late flights, and sudden surges in the number of guests. The low staffing reduced workload per person leading to staff working on food preparation, service replenishment, cleaning and waste management tasks in a narrowed time span (Rajan, 2022).
The physical design of the kitchen also posed a challenge, and there was a limited space that influenced the satisfaction of the work processes during peak service hours. Traffic between cleaning, preparation, and cleaning areas was further crowded during rush hours, which caused a high probability of disruptions in the workflow (Shearston et al., 2021). Availability of equipment is usually adequate during regular service but in some instances, it has been a bottleneck when there are many preparation tasks that need to be done at the same time as the same appliances. These limitations were increased in the early morning services and disruptions of flights, which meant that the preparation time was cut, and chances to conduct comprehensive hygiene procedures were impaired. This led to maintenance of hygiene at a functional level though constant increase in operational demands continuously challenged it.
[bookmark: _Toc222672456]Theme 4: Internal Service Quality (ISQ) and BOH–FOH Communication
It was observed that there were common communication failures between the kitchen (back-of-house) and reception (front-of-house) staffs, specifically with delays, shortages, or operational changes with food service (Afifi et al., 2023). There was a lack of communication of information to front of house staff on reduced food supply, longer preparation time and temporary alteration to breakfast service. This restricted their capacity in reporting the right updates to guests and setting the expectations in a proper way.
Front of house employees were often witnessed resolving customer dissatisfaction concerning breakfast service without having a first-hand experience of the difficulties that the kitchen was going through (Einola and Khoreva, 2023). The hygiene-based work in the kitchen such as cleaning, temperature cheques and food safety inspections on the other hand were not openly seen by the guests or front of the house workers. This invisibility helped in poor appreciation of the operations of the back of the house. These results show that there are information silos and limited flow of information between departments is one of the causes of poor internal service delivery and served as a factor towards disjointed service delivery at peak periods.
[bookmark: _Toc222672457]Theme 5: Perceived Impact of Kitchen Hygiene on Guest Service Quality
Though the kitchen hygiene could hardly be observed directly by the guests, the results indicate that the indirect but measurable influence of the kitchen operations on the perceived service quality was apparent. Feedback provided by guests via front of house employees was often regarding the efficiency of breakfast services, food supply, wait time and perceived cleanliness of dining and service spaces (Das, 2025). These impressions were directly associated with the kitchen capacity to ensure hygienic standards and at the same time handle large volumes of services.
The front-of-the-house staff perceptions revealed that there were discrepancies in kitchen routines in the peak seasons that led to reputational risk especially where there was delay in service or insufficient food (Mac Con Iomaire et al., 2021). These problems were seen as the issues that negated the Hampton by Hilton brand promise of consistency and reliability. Although overall hygiene practises were mostly adhered to, their effectiveness in helping guests have positive perceptions of the hotel seemed to be reliant on the ability of the kitchen to balance hygiene discipline with operational needs and expectations of the brand service.
[bookmark: _Toc222672458]Discussion 
The findings reported in the previous section are critically interpreted in this discussion section in the context of the available academic literature regarding the food safety, operational management, and service quality in hospitality sectors. This discussion is aimed at getting past descriptive reporting and why the trends were observed in the placement hotel. The same five themes of the findings have been used to organise the discussion so as to ensure a coherent and congruity to the objectives of the research. Each of the themes is discussed based on the corresponding theories and empirical studies discussed in Chapter 2 and a critical assessment of how the food safety and hygiene practises can work under the complex, high-pressure environment of an airport hotel kitchen. This thematic framework makes it possible to conduct a systematic study of the realities of operation, human forces, and organisational dynamics that have an effect on the compliance of hygiene and the quality of service.
The results indicate that there is a great difference between the formal food safety policies and their actual application during the seasons at maximum operational time. Regulatively, the food safety laws and HACCP models in the UK provide that there should be a regular observation of hygiene practises irrespective of the business operation circumstances. Nevertheless, the compliance disparity that was obtained in the high-pressure breakfast service implies that there is a disconnect between policy intent and operating reality. This aligns with the available literature that suggests that the compliance of food safety in food hospitality contexts is very sensitive to the pressures of context especially in contexts where time and changing demand are dominant (Hu et al., 2021).
The literature on the back-of-house operational management points out that hygiene systems are usually created in an ideal environment, where the staffing level is constant, and the workflow should be predictable. Conversely, hotels at the airports have to work in an unstable environment which is influenced by flights, early cheque-ins and unexpected fluctuation of guests. The results based on this study indicate that formal controls like temperature logs and auditing are operational, however, their success relies on the ability of the organisation to endure compliance during periods of pressure.
The identified decrease in the frequency of hand hygiene and the lack of the procedural shortcuts during the peak periods represent what Geminarqi and Purnomo (2023) refer to as functional compliance, i.e., the minimum standards are observed, yet no better practise is maintained to ensure the continuity of the service. This poses a conflict between integrity and food safety and operation performance. In this respect, compliance does not necessarily become weak, but it tends to be inconsistent, which raises the question of the strength of hygiene systems in high-pressure airport hospitality environments.
The results associated with the staff behaviour and training emphasise a key role of human factors to influence the outcomes of food safety. This dependence on informal, on-the-job training of temporary or newly recruited employees can be interpreted as the structural issues that the UK hospitality sector is experiencing in a wider context. Baum et al. (2023) mention labour shortages and elevated turnover rates as the major obstacles to long-term investment in training, which, perhaps, serves to explain the difference in hygiene awareness between permanent and temporary employees.
In terms of leadership and organisational approach, the literature in question focuses on the fact that the quality of training and the managerial support have a direct impact on both employee behaviour and compliance. During times of operational stress, transformational leadership is found to increase the level of employee engagement and the followership of standards (Hakro and Siddiqui, 2022). The results indicate that supervisors were more hygienically aware, although the awareness did not necessarily trickle down to the rest of the wider staff during peak service. This implies a constraint to the dissemination of the food safety culture as opposed to deficiency of the formal policy.
Job involvement also is relevant in explaining the behavioural changes during times of pressure. According to Al-Refaei et al. (2024), more job involved employees tend to be able to keep the standards of service quality even when working in difficult circumstances. But in cases where employees are overworked or not well trained, compliance takes back seat as tasks are accomplished. This point can be justified by the fact that the same hygiene shortcuts are routinely witnessed during peak times, so it is possible to assume that the behaviour of staff is not influenced by ignorance as much as it is influenced by the situational constraints.
Notably, these behavioural tendencies are systemic, and not personal laxity. This goes hand in hand with the results of Yuniarto and Setiawan (2024) that internal service quality and organisational support have a major impact on job performance. Regarding this case study, the results show that the food safety culture exists, but it is weak especially when the demands of operations are beyond the human resource capacity of the organisation.
The shortages in staffing experienced in the placement must be seen in the wider context of the UK hospitality staffing crisis. Reportedly, there is a disproportionate impact on labour shortages in the kitchen departments, which have contributed to the intensifying workload and role compression (The Guardian, 2024; Baum et al., 2023). The results of this research can be used to empirically substantiate these claims because it illustrates the direct relationships between hygiene risk and reduced staffing levels due to multitasking, fatigue, and time compression.
As an operational issue, the service failure cycle outlined by Baquero (2022) comes into play especially. Understaffing means that employees have to focus on speed in service delivery and the procedure may be compromised, which makes the chances of hygiene failures more probable. These omissions might be minor, but when combined might lead to reputational and safety hazards, especially in the food service setting where a mistake can be a critical factor.
Ethically, the findings create issues of sustainability of the existing operations. Frequent pressure and demands on the frontline staff to ensure full compliance with food safety standards under reduced teams is disproportionately on-topping of frontline staff. According to Laemmli (2023), these conditions add to a scapegoating dynamic, in which employees are made responsible of structural constraint-based failures but not personal performance. The placement observations confirm this argument, as the issue of hygiene was strongly correlated with the level of staffing, and not with the staff attitude.
These findings, in terms of sustainability, imply that the current practises might not be sustainable in the long-term. According to Gumel and Bardai (2023), the success of an organisation is based on the capacity to match the operational capacity with performance expectation. In the hospitality sector (airport hotels), the inability to respond to the problem of staffing will inevitably compromise the quality of food safety and branding, especially since the number of passengers remains on the rise.
The Service-Profit Chain proposes that internal service failures have a direct negative effect on the performance of the employees, and therefore on the guest satisfaction (Heskett et al., 1994). But in modern reiterations of this model, the focus is on non-linear relationships in which internal breakdown in coordination can swiftly boost to reputational risks, especially when handling high-pressure settings like an airport hotel (Hogreve et al., 2022). The results reveal that cleaning cycles and safety checks, which BOH employees refer to as hygiene-related activities, were mostly not noticed by FOH employees, which supports the existence of information silos that Jeleel-Ojuade (2024) describes. This invisibility created low levels of empathy between departments and poor collaboration internally.
Although this resulted in heavy investment on technologies that face visitors, the results reflect prior studies which claim that technology, by itself, cannot overcome systemic communication challenges (Bulchand-Gidumal et al., 2024). Rather, internal workflows, shared information systems, and cross-functional information communication protocols should also be approached (Kabangire and Korir, 2023). This has led to inconsistent service provision and an unnecessary amount of emotional labour on the part of the FOH employees, who had to address their dissatisfaction with the guests without enough operational context. 
Even though the practices related to kitchen hygiene are not very noticeable to the hotel clients, the results indicate that the concept of hygiene contributes somewhat extensively to the perception of the quality of services in an indirect manner. The perceptions of guests were directly connected to such observable results like speed of service, availability of food, and sanitary condition of dining spaces all of which depend on the potential of hygiene operations in the back of the house. This can be supported by literature that holds that service quality ratings tend to be based on physical indicators that indicate operational competence (Das, 2025). 
In focused-service hotel brands, like Hampton by Hilton, the emphasis on consistency and reliability in brand trust and guest satisfaction is proposed in the literature as a core element of brand trust (Fairliantina et al., 2025). The results have indicated that disruptions caused by hygiene during peak time, such as less preparation capacity and slower replenishment due to sanitation needs had negative impacts on flow of services. This is in line with the arguments put forth by Mac Con Iomaire et al. (2021) who opine that failure in food service operations, though not immediately apparent, give rise to reputational risk due to the perception of inefficiency and inconsistency in the delivery of services.
The guests unconsciously equate cleanliness and order and the fast efficiency of service to overall quality, even when they cannot witness food safety processes (Antwi et al., 2022). Loss of hygiene discipline during operation pressure, due to the resulting delays and shortages, undermined the confidence of the guests in the reliability of the services. This observation is indicative of prior studies that characterize the complexity of balancing the hygiene compliance and high-volume service demands in the airport and transit-based hospitality setting (Haenen et al., 2022). Moreover, the results support the fact that hygiene may be not only considered as a regulating need but also a service quality driver. Due to the growing similarity of service quality expectations in the various industries, hotels will be required to work on high standards of hygiene without interfering with efficiency (Teng et al., 2023). 

[bookmark: _Toc222672459]Chapter 5 Conclusion and Recommendations
[bookmark: _Toc222672460]Conclusion 
The study aimed to investigate food safety and hygiene practices in the kitchen undertakings of the Hampton by Hilton London Luton Airport. Also, the study assesses the role of food safety and hygiene practices in the service provision in a high-pressure environment of a hotel within an airport set up. The study involved a qualitative case study method that was guided by the participant observation, and it investigated the relationship between hygiene compliance, staff behaviour, operational constraints, and Internal Service Quality (ISQ). The results are a helpful insight into the realities of the application of the food safety systems in the fast-paced resource-constrained hospitality setting as well as indicate the indirect and yet crucial role of the kitchen hygiene in influencing the perception of service quality in the eyes of the guests.
The study concluded that Hampton by Hilton London Luton Airport was rather in line with the formal standards in its food safety and hygiene practices during day-to-day activities. Organized processes like temperature check, cross-contamination, HACCP documents, and a regular cleaning schedule were always monitored on off-peak hours. Such practices point to the fact that the hotel possessed strong formal food safety systems and hygiene compliance was institutionally internalised and ingrained into operations. This shows the significance that international hotel brands give to regulatory compliance and brand protection mostly in the field of food and beverage.
Nevertheless, the research also has shown that the compliance with hygiene was not always at peak periods, especially during morning breakfast service in line with the flight schedule. When the time pressure was higher, and the number of guests increased, the hygiene behaviours became less predictable. Also, the level of handwashing, delay of surface sanitisation, and focus on completing tasks with speed were lower. 
The behaviour and training of staff was highlighted as a dominant factor that affected hygiene. The permanent and supervisory personnel undergoing formal food safety training were more aware of the hygiene standards and exhibited a more proactive attitude towards lack of compliance. Conversely, agency employees and new seasonal employees were subjected to informal on-job learning, which created differences in the hygiene awareness and practices. The behavioural shortcuts were observed amongst the groups of staff during peak service periods, and this means that it was not due to individual carelessness but the collective behaviour of staff to respond to work pressure. This observation reminds that regularly trained staff is critical and emphasizes the susceptibility of hygiene systems in the locations with high staff turnover and labour shortage. These difficulties were augmented by operational constraints in the back-of-house setting. 
Employees were often tasked to do multiple activities in the food preparation, replenishing, cleaning, and garbage handling within their limited time span. Such limitations minimized the possibility to stick to detailed hygiene protocols, especially in case of sudden peaks of demand due to flight inconveniences. This extended to ensure the level of hygiene practice was kept to a utilitarian level and not an optimum one, which brought into question the future sustainability of such a working model within the airport hospitality environment. Other significant weaknesses of the research were noted in Internal Service Quality (ISQ) especially around communication between back-of-house (BOH) and front-of-house (FOH) departments. 
The data on food shortages, delays to prepare meals and operations were not always shared with FOH employees, which restricted them in informing the guests about it and handling their perceptions of it. The employees at FOH were often caught handling the problems of guests’ dissatisfaction without fully understanding the pressure to operate experienced by the kitchen. Hygiene-related work was also unseen, which also contributed to the lack of interdepartmental sympathy and supported information silos. These results indicate that internal communication breakdowns may increase the extent of service breakdown and service coherence within the context of peak demand.
Even though the aspect of kitchen hygiene is not directly perceived by the guest, the results that were obtained clearly indicated that this aspect has significant indirect influence on the perception of the quality of service that is provided. The customer reviews were majorly on the speed of service, availability of foods, cleanliness of dining places, and on overall breakfast experience results which are directly determined by the performance of kitchen hygiene operations. The guests believed that service (delays in replenishment or a slow service at busy times) indicated some inconsistency in service delivery, which was a reputation threat to the Hampton by Hilton brand promise of consistency and uniformity. This validates the fact that hygiene cannot merely be considered as a regulatory measure but as a strategic part of service quality services provision.
The results indicate that the human factors, the capacity of operations, and the organisational structures all play a complex role in the determination of the food safety outcomes. The study supports the applicability of the Service-Profit Chain by showing how the breakdown of internal services, especially in BOH operation and ISQ, has the potential to trigger strains on employees and reduced guest satisfaction. Though, the findings are also consistent with the modern interpretation of the model, focusing on the non-linear nature of relationships and the system vulnerabilities of the high-pressure settings, such as hotel lobby in airlines.
The study also adds to the knowledge in sustainability in hospitality operations. The ethical and administrative issue concerning the understaffing and the pressures of operations hindering full hygienic compliance must rely on the staff to assure full hygienic compliance. The results indicate that the existing practices might not be sustainable over time, especially with the number of the passengers using the transport hubs on the increase. Unless structural changes in the staffing and workflow design, as well as the internal communication system, the threat of hygiene lapses and the decreased quality of delivered services, might be deemed higher.
[bookmark: _Toc222672461]Recommendations 
[bookmark: _Toc222672462]Optimising Peak Service Operations
Throughout the findings, it becomes clear that, at the time of the day, the breakfast service was the most under pressure because of the early time schedule of flights, the large number of guests, and the low time timeframe of preparing breakfast. According to Ghosh (2022), employees can be seen to hurry up with work and this caused variance in the hygienic work and sometimes there were delays in services. To solve this, the hotel should engage a designed plan in its operations that is specific to the peak operational times. This plan must clearly state the roles and responsibilities of each team member such as preparation of food, its replenishment, cleaning, and disposal to enhance an easier flow of work. 
Moreover, arranging kitchen stations that help to reduce congestion, clear lines between cooking, plating and cleaning zones can be beneficial to the workflow and help improve operational pressure (Lee et al., 2025). The supervisors are advised to offer real-time advice to employees to avoid any areas of bottlenecks and ensure that they deliver high standards of food safety with the maximum level of operational efficiency. The hotel can therefore maintain its brand promise of reliable and constant services even during peak times using this method.
[bookmark: _Toc222672463]Strengthening Hygiene Compliance
Even though formal hygiene measures, i.e., HACCP logs, temperature monitoring, and surface cleaning were in place, compliance tended to reduce when operations were at peak. Reduced frequency of handwashing and omission of cleaning surfaces to avoid contamination were noticed as shortcuts of the staff. To overcome this, active hygiene practice monitoring should be adopted in the hotel. The supervisors will be able to monitor the procedures at the moment and correct staff right away, helping them follow through. Providing handwashing zones, sanitising agents, and cleaning materials placed easily all over the kitchen can eliminate friction and promote compliance (Wang et al., 2025; Bloomfield and Ackerley, 2024). Even such basic visual indicators like station-specific reminders or checklists could help to support the key hygiene practices and practice them regularly in the acute conditions. Well organised monitoring does not just increase food safety, it also improves staff confidence and accountability, which assists in achieving operational excellence and reducing the possibility of reputational risk.
[bookmark: _Toc222672464]Enhancing Internal Communication Between BOH and FOH
One of the main obstacles that were experienced during the placement was poor communication between back-of-house (BOH) and front-of-house (FOH) employees. Orders, delays, or modification in services were not reported to the receiving staff so they cannot in a better position to manage the expectations of guests (Chan et al., 2021). This helped spearhead operational pressure and the resultant customer dissatisfaction. Bridging the information gaps between these two should be introduced in the hotel through the adoption of systematic channels of communication. FOH personnel can be updated on what is to be expected through pre-service briefings and real-time updates through shared digital platforms can be used to notify the staff on any changes to the menu, any delays, or operational limitations. 
Promoting cross-departmental awareness contributes to the effect of empathy between the teams and allows them to provide their guests with correct information. Moreover, there can be feedback loops between BOH and FOH conducted regularly with an aim to recognize the recurrent operational problems and effectively gather the problem and ameliorate the quality of internal services. They can also improve communication to motivate both teams to cooperate and increase the level of guest satisfaction and efficiency, at the same time.
[bookmark: _Toc222672465]Comprehensive Staff Training and Workforce Management
The installation of the differences in hygiene awareness between permanent and temporary staff members was noted, with newer employees usually relying on the informal on-job training. Such differences may lead to haphazard operations particularly when stressed. To overcome this, the hotel must enhance a well-patterned training programme that aims at all the levels of the staff including the agency and temporary employees. The programme will be a combination of practical demonstration of the hygiene practices, articulate presentation of the procedure standards, and practicum guided learning sessions to consolidate the learning. To keep the staff in line with the expected standards these regular refresher training is carried out especially before the peak service periods are recorded. Also, mentoring of less experience staff can be further employed in knowledge transfer and accountability. 
In addition to the training, the workforce management should be streamlined to avoid work overload and exhaustion. Stress can be eliminated by flexible rotating schedules, more on-demand personnel at peak times, and the close correlation of staffing content with activity demand will enhance compliance (Idrus, 2023; Karaferis et al., 2025). Empowering training and staffing also makes sure that the hotel remains under high standards of hygiene and service even under the pressure of an airport hospitality environment.
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