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[bookmark: _Toc222752257]Abstract
This paper is a critical discussion of the significance of quality of services and efficiency in catering and events success in Leonardo Hotel. It was a placement research project and this research was supposed to measure operation problems, their perception of the service quality and to examine the relationship between internal efficiencies and the customer satisfaction levels.
The method employed was mixed-method case study. Data on the main information were collected through the methods of structured customer survey (n = 15) and semi-structured interview with the representatives of the staff in the catering and events section (n = 4). The survey was designed based on the parameters of the service quality, and interviews were conducted on the parameters of the operational processes, staffing factors, and sustainability practices.
The findings were that the performance regarding the quality of services was mainly good. The reliability rating, professionalism rating, attentiveness and food quality rating were very high and 93 percent of the respondents indicated that they were satisfied and 94 percent said that they will attend future events. This and similar findings affirm that the quality of service to customers is one of the most important incentive in the catering and events service market.
Nevertheless, in the interview, operational limitations were also found such as staffing during the peak periods, manual scheduling shifts and communication breakdowns during last-minute changes. Even though the challenges did not have a substantial impact on the level of satisfaction, they affected the responsiveness of the services and the distribution of internal workloads. The research, therefore, affirms that operational efficiency offers a structural basis of consistent service quality delivery.
The practices of sustainability were informal and not formal. In addition to portion control and flexibility of the menu, which helped to decrease the waste, there were no formal control systems. The study found sustainability as one of the strategic opportunities of long-term competitive differentiation.
There were four key recommendations, which were made based on the results:
1. Malicious use of pre-event planning conferences and the deployment of the AI-supported scheduling systems to improve the efficiency of operations.
2. Introduction of service recovery protocol and formal emotional intelligence training to enhance consistency in service quality.
3. Implementation of online food waste management systems to enhance the sustainability performance.
4. Construction of a balanced scorecard model to track the performance of catering and events.
The study has added value to the body of knowledge in the hospitality industry by giving a catering-based understanding of how operational systems relate to the service quality outcome. It shows that operational efficiency and provision of services are reliant factors especially in the event-based hospitality settings.
In the case of Leonardo Hotel, enhancing scheduling mechanisms, enhancing communication procedures and integration of sustainability plans will boost the short term performance and competitive positioning in the long run in the catering and events market.
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[bookmark: _Toc222752258]Chapter 1 – Introduction
[bookmark: _Toc222752259]1.1 Background to the Hospitality Industry
The post-pandemic world has witnessed a radical change in the hospitality industry, where organisations reconsidered the service models, operational practices, and approach to customer interactions (Zhou et al., 2024). The hotels have been forced to adjust to evolving consumer demands, a rise in health consciousness and demand that is more experience-based (Sampaio, Sebastiao and Farinha, 2024). Moreover, the pace of technological changes has increased, and smart service systems, artificial intelligence-based guest interaction and data-driven decision-making are becoming more widespread in the work of hotels (Ali et al., 2026; Gajić, Vukolić and Veljović, 2026; Tavanxhiu et al., 2026).
Sustainability has now become a major priority alongside a digital transformation. Hospitality enterprises can no longer afford environmental degradation, they must improve their food sourcing practices and increase their resilience to the operations in the long run (Blanco-Moreno et al., 2025; Hjálmarsdottir and 0skarsdottir, 2025). The field of technology innovation and sustainable practices is attaching more relationship in the development of the modern hospitality strategy (Song and Chen, 2025). Service quality and operational efficiency have been revealed as important factors influencing competitive advantage in this changing environment (Asgeirsson, Gudlaugsson and Jotahjarnason, 2024; Li and Ma, 2025).
[bookmark: _Toc222752260]1.2 Catering and Events in Hotel Operation
Catering and events divisions can serve as an important source of income to most hotels with urban and business-oriented hotels being the most common (Rodrigues and Magano, 2025). Conferences, marriage, corporate meetings, and personal celebrations are some of the events that will not only generate direct income but also brand image and frequent visits. Nonetheless, the operations of the events are very intricate and need efficient organisation of the endeavours of kitchen personnel, services and the event managers and suppliers (Rodrigues and Magano, 2025).
This area has performance that is affected by structured performance measurement systems and management systems. On the one hand, according to Dolasinski, Roberts and Young (2025), sustainability and balanced scorecard methods should be implemented in event tourism management. The ability to operate, the distribution of resources and interdepartmental communication is thus the focus of successful event delivery (Kim and Lin, 2024; Li et al., 2025). Meanwhile, customer satisfaction and intentions to behave with future can be greatly impaired in case of service failures during events (Tseng and Yong, 2025; Tran et al., 2025). This underscores the importance of taking a closer look at the nature of interaction between operational efficiency and service quality in catering and events situations (Hariyani et al., 2024).
[bookmark: _Toc222752261]1.3 Case Study: Leonardo Hotel
The present research has been based on Leonardo Hotel as the main case study, as per the placement research requirements. Leonardo Hotel competes in the urban hotel market in a competitive environment and establishes a modern and customer-oriented brand that offers good accommodation and event services. Catering and event department handles business meetings, conferences, personal dining and celebration parties. Operationally, the department depends on the coordination between the kitchen operations, front of house service personnel and event planners. Since technological advancement in the hospitality sector is increasingly innovative (Ali et al., 2026; Gajić, Vukolić and Veljović, 2026) and sustainability is becoming increasingly more expected (Blanco-Moreno et al., 2025), a study into this department offers important practical and scholarly understanding.
[bookmark: _Toc222752262]1.4 Aim and Objectives of the research
Aim
To analyse how service quality and operational efficiency influence the success of catering and events within Leonardo Hotel.
Objectives
1. To evaluate operational challenges faced by the catering and events organisation
2. To analyse customer perceptions of service quality at catered events.
3. To recommend strategies to improve catering and events performance based on feedback.
Collectively, these goals seek to make contributions both to academic knowledge and upgrading in the area of hotel event operation.
[bookmark: _Toc222752263]Chapter 2 - Literature Review
This chapter critically reviews available literature which has been applied in the field of service quality, customer satisfaction, operational efficiency and sustainability in the hospitality industry and in more specific terms, implications in catering and events operation.
[bookmark: _Toc222752264]2.1 Quality of Services in Hospitality
The quality of service continues to be one of the most studied constructs in hospitality management. The historic SERVQUAL model has been in existence as a model for measuring gaps between the customer expectations and perceptions. Recent studies, however, postulate that the model needs to be refined to capture modern features of the hospitality context. Liu et al. (2025) believe that the measurement of service quality should be adjusted to accommodate new types of accommodation and online spaces, which suggest changes that would help to also embrace the experience of interactions via technology. Likewise, Leutwiler-Lee et al. (2023) also note the multidimensionality and situationality of service quality perceptions, especially in a specialised hotel setting (Chotisarn and Phuthong, 2025).
In addition to measurement models, organisational reputation and the performance outcomes are closely associated with service quality (Liu et al., 2025; Wu et al., 2023). Asgeirsson, Gudlaugsson and Johannesson (2024) reveal that the perceived service quality is directly correlated with the hotel reputation that has a positive impact on financial and operational performance (Kim, Seo and Song, 2025). This is a relationship which supports the strategic value of providing uniform services. Service outcomes are also largely determined by emotional intelligence among employees. Sanz-Garcaga et al. (2024) concluded that emotional intelligence has a strong impact on service performance and the perception of the quality of the service by the guests. Similarly, Wu et al. (2023) highlight that the positive impact of frontline service behaviour is related to the passion and inner motivation of employees (Dordai, Becze and Roman, 2026).
However, SERVQUAL is flawed in modern smart hospitality. As Ayvaz-Çavdaroğlu, Iyanna and Foster (2024) state, the traditional dimensions of service quality may not be adequate when it comes to smart service contexts, when the digital interfaces and automation are what define the experience of guests (Nguyen, Manh and Kim, 2024). Makivic et al. (2024) also assume that AI-based personalised services can be a significant factor in the overall rise of satisfaction in guests than the conventional way of service quality that a human offers. Bluher et al. (2026) caution though that excessive reliance on AI may imply reduced human touch that has also been one of the main components of hospitality. Therefore, the quality of services in the modern world is a complex set of human skills, emotional and technological fusion (Ivanović et al., 2025).
[bookmark: _Toc222752265]2.2 Customer Behavioural Intentions and Satisfaction.
Customer satisfaction is also thought to generally provide loyalty and long term performance in the hospitality industry. Baquero (2023) notes that perceived value and experience are what generate satisfaction which is not the principle of pure facilities. This is in line with the findings of Croitoru et al. (2024) who emphasise that the perceived value mediates the relationship between the delivered service and the loyalty intentions. Satisfaction is not a one-dimensional outcome but is, in fact, a cumulative score, which is influenced by a range of service dimensions.
Recent literature has further examined the relationship that exists between satisfaction and behavioural intentions. Respati et al. (2025) show that the level of satisfaction is a strong predictor of revisit intention and positive word-of-mouth in tourism situations. Similar findings by Tran et al. (2025) determine that responsiveness and effective communication can affect potential customers with regard to their perceived quality of service and intention to remain. Brand image is also a moderating variable, as it is reported by Tahir, Adnan and Saeed (2024), who find that the effectiveness of service satisfaction on loyalty is increased by a strong brand perception (El-Said et al., 2024).
Recovery mechanisms and service gaps are also quite crucial (Baquero, 2023; Respati et al., 2025). Tseng and Yong (2025) focus on the fact that service recovery activities play a very important role in repurchase intention especially in the cases when customers feel that there is fairness and responsiveness. In addition, complaint analysis with advanced data techniques shows that the negative customer ratings often have operational failures as a root (Xu et al., 2025). All these studies tend to indicate that the concept of satisfaction is multidimensional and it greatly depends on the quality of operational delivery processes, rather than frontline interaction (Elshaer et al., 2024).
[bookmark: _Toc222752266]2.3 Hotel operation efficiency
The focus of obtaining the consistent service quality and a competitive advantage lies in operational efficiency. Kim and Lin (2024) illustrate that the differences in productivity in between rooms and food and beverage departments have a significant impact on the overall profits of the hotel. This is more so applicable in terms of catering and events business, both of which involve a high level of labour intensity and resource coordination (Ferreira et al., 2023).
Recent studies note that advanced systems of scheduling and resource optimisation processes play a vital role in enhancing operations. The idea of intelligent staff scheduling systems that can forecast demand and enhance the workforce allocation is suggested by Li, Zheng and Lin (2026). Pitakaso et al. (2025) also say that dynamic scheduling that is powered by AI is able to increase the flexibility of operations and customer satisfaction. Turčinović, Vujko and Mircevetic (2025) however caution that algorithmic management has the risk of damaging the attitudes of employees and work-life balance which can be detrimental in service delivery.
Competitiveness is based on operational capability as well. Li et al. (2025) confirm that operational capabilities, especially strategic, are the motivators to performance of hotels, especially in the volatile economic environment (Hjálmarsdóttir and Óskarsson, 2025). Otto, Schutte and Kennon (2024) propose the concept of Total Productivity Management as a tool of enhancing efficiency in the operations of resorts. In the meantime, Nguyen et al. (2023) emphasise the problems of environmental and operational efficiency in food service facilities, which proves the need to integrate operational systems (Han, Mingying and Peng, 2025).
Although such improvements have been made, the improvements in operations do not necessarily lead to customer satisfaction. According to Huang and Anuar (2026), energy efficient operation frameworks enhance the cost performance but might not have a direct impact on the perceptions of the guest unless the quality of services is not compromised. It means that to create value to customers, operational efficiency has to be correlated with service delivery quality (N. et al., 2025).
[bookmark: _Toc222752267]2.4 Catering, Events and Sustainability
The concept of sustainability has found its way into the research of the hospitality and event management. According to Dolasinski, Roberts and Young (2025), it is suggested to incorporate sustainability measures in the framework of event performance evaluation and to connect the environmental performance with the overall strategic objectives. Food waste minimisation is a significant issue of operation in the catering setting. Sigala et al. (2025) prove a substantial decrease in the level of food waste in the HORECA industry due to AI-based waste-tracking systems, and Nand et al. (2025) focus on the social and behavioural aspects of food waste management (Matias, Dias and Pereira, 2026).
Sustainable development of menu has attracted interest (Li et al., 2025; Dolasinski, Roberts and Young, 2025). Prencipe et al. (2026) present a grading system of menu scoring to assess the environmental performance in mass catering. Green service quality also has an impact on the engagement and behavioural results in the case of the guests, as shown by Ru-Zhue et al. (2026). Also, Orea-Giner et al. (2026) note the social sustainability of food-related tourism events.
Nevertheless, they are very few studies that specifically investigate the relationship between operational efficiency in the hotel event departments and sustainability and quality of service offered at the same time (Laesser, Reinhold and Beritelli, 2025). This implies that there exists a critical gap in practical hospitality studies (Koufodontis, Gaki and Zounta, 2025).
[bookmark: _Toc222752268]2.5 Research Gap Identified
The available literature offers a significant amount of information regarding the quality of services, customer satisfaction, operational efficiency and sustainability in the hospitality industry more generally (Olawuyi and Kleynhans, 2025; Shrestha and KC, 2026). Nevertheless, the majority of the researches are concentrated on general hotel operations or accommodation services, but not specifically catering and events departments. Although the studies have investigated AI-enabled services (Makivic et al., 2024; Bluher et al., 2026), operational capacity (Li et al., 2025) and sustainability behaviours (Sigala et al., 2025; Prencipe et al., 2026), not many studies have combined these dimensions into one hotel event.
Moreover, the relationship between operational efficiency and perceived service quality in the catering settings is a poorly studied area. Essentially, case-based and operationally based studies are required to investigate the role of internal activities in determining customer satisfaction in hotel events (Hsu et al., 2024). This paper aims to fill this gap by critically examining the operations of catering and events at Leonardo Hotel by connecting the operational practices with service quality perceptions and performance outcomes (Kukanja and Planinc, 2025).
[bookmark: _Toc222752269]Chapter 3 - Methods
This chapter describes the research design and methodology that will be used to examine the connection between the quality of services offered and the level of operational efficiency in the catering and events department of Leonardo Hotel.
[bookmark: _Toc222752270]3.1 Research Philosophy
This research is a mixed method one, which combines a positivistic and an interpretivistic approach. The rationale behind the use of structured customer surveys is based on the positivist approach to the measurement of perceptions of service quality and satisfaction along the dimensions that are established (Liu et al., 2025). Using this method makes it possible to have measurable data and objective comparison between respondents (Manhas, Sharma and Quintela, 2025). Meanwhile, the semi-structured staff interviews are guided by the interpretivist point of view which acknowledges that service delivery experiences and operational challenges are socially constructed and specific to their context. Since the attitudes of employees and behavioural factors determine the outcomes of services (Wu et al., 2023; Sanz-Garcasia et al., 2024), a combination of the two philosophies allows a better insight into organisational performance.
[bookmark: _Toc222752271]3.2 Case Study Approach
Case study approach was chosen because it permits an in-depth exploration in a real organisational environment. The Catering and events department of Leonardo Hotel presents an environment that has got a contextual boundary within which both operational systems and service interactions can be observed at the same time. Case studies are an especially suitable approach to the study of complicated associations between operational mechanisms and service outcomes because they observe organisational dynamics that are not readily apparent in large-scale quantitative studies (Li et al., 2025).
The latter method also allows to gain experience in making managerial decisions, scheduling practices and systems, service coordination practices (Li, Zheng and Lin, 2026). Moreover, research in the field of hospitality often takes the case-based analysis approach to investigate the operational transformation, the integration of technologies and the performance of services in the particular hotel setting (Makivić et al., 2024; Rodrigues and Magano, 2025). Accordingly, case study design augers well with an applied and focused research in the context of placement-based research objectives (Nguyen, Hoang and Luu, 2023).
[bookmark: _Toc222752272]3.3 Data Collection
Customer survey and semi-structured staff interviews (interviews) were used to collect primary data. The questionnaire was aimed at the 10-20 customers who participated in catered events in Leonardo Hotel. The structured questions were based on the refined service quality dimensions modified to fit the context of Liu et al. (2025) that comprised reliability, responsiveness, assurance, empathy and tangibles. Other items gauged the overall satisfaction and revisit intention, which are conventional satisfaction models (Baquero, 2023; Respati et al., 2025).
Three to five employees working in the catering and events operations were interviewed, which included supervisors as well as operational employees, in semi-structured interviews. The interview questions covered such areas of operation as problems with coordination, staffing, and schedule (Nand et al., 2025). Specific focus was on the workforce allocation and resource management practices based on the research on the scheduling optimisation (Li, Zheng and Lin, 2026). This two data collection strategy was used to ensure that both customer and internal organisational views were taken.
[bookmark: _Toc222752273]3.4 Data Analysis
Using descriptive statistics, frequency distribution and the mean scores were used to analyse survey data to determine trends in perceived service quality and satisfaction. This method makes it possible to compare the dimensions of services in a structured way (Liu et al., 2025). Thematic analysis was done in order to process the data of the interview and this enabled recurring patterns to be identified such as operation efficiency, communication and staffing. Themes were subsequently attributed to the literature on operation capability and service performance that was available (Li et al., 2025; Asgeirsson, Gudlaugsson and Jóhannesson, 2024). The combination of quantitative and qualitative results helped to enhance the general interpretation and secure the consistency between the empirical findings and theoretical models.
[bookmark: _Toc222752274]3.5 Ethical considerations
Data collection was done after acquiring an ethical approval as required by the university. Their participation was voluntary, and the respondents were advised that they could pull out anytime. All answers have been anonymised, and no personal information was present in the final analysis as it could be identified.
[bookmark: _Toc222752275]3.6 Limitations
The research could not be generalized because the sample size is quite small, and the research was conducted in one case of a hotel. The results might thus not be applicable in the broader hospitality industry. Also, the study was performed in the period of the placement period, which did not allow longitudinal analysis.
[bookmark: _Toc222752276]Chapter 4 - Findings
The chapter is a presentation of the results of the customer survey (n = 15) and semi-structured interviews with the staff (n = 4) that were carried out in the catering and events department at Leonardo Hotel. The findings have been arranged in line with the research goals and the thematic arrangement made in the methodology chapter. The quantitative survey data is represented by frequency and percentage data, whereas qualitative data of interviews is summarised in key operational themes (Olawuyi and Kleynhans, 2025). The data in this chapter is introduced in a descriptive manner without critical description, which will be conveyed in Chapter 5.
[bookmark: _Toc222752277]4.1 Participant profile
The survey was conducted with a total of 15 customers who attended the catered events of Leonardo Hotel. These were corporate meetings, personal parties, networking parties and business gatherings. The entire questionnaire was duly filled by all the participants which gave an overall 100 percent response rate on the eight questions of the survey.
The sample will be a representation of guests who have had direct experience with the process of catering and service delivery at live events. The answers thus are individual ratings of the quality of food, quality of services, organisational efficiency and satisfaction.

Moreover, four members of staff were interviewed in semi-structured interviews. These included:
· One Events Manager
· One Banqueting Supervisor
· A single Senior Catering Staff.
· A single Front-of-House employee.
Each of the interviewees was engaged in event planning, coordination or service delivery. Such a mix of the guest and staff views facilitated gathering of both external performance and internal operational information in terms of catering and events management.
[bookmark: _Toc222752278]4.2 Perceptions of the Service Quality
The results of service qualities are organized based on the five SERVQUAL dimensions that include reliability, responsiveness, assurance, empathy and tangibles (Liu et al., 2025).
Reliability

The participants were requested to evaluate the credibility of the catering service i.e. whether the foods were served at the right time and as anticipated. The results show:
· 7 respondents (47%) selected Good
· 6 respondents (40 percent) chose Excellent.
· 2 respondents (13%) chose Average.
· 0 of the respondents chose Poor or Very Poor.
This shows that 87 percent of the people who were surveyed rated the reliability favorably. A very low percentage (13%), gave a neutral rating. There were no negative responses. These results show that guests who were staying at the hotel were mostly satisfied with the catering service that was performed in the manner they expected.

Responsiveness
To make staff responsive in the course of the event:
· 6 respondents (40%), chose Very responsive.
· Responsive was chosen by 6 respondents (40%).
· There were 3 (20) respondents who chose Neutral.
· 0 respondents chose Slow or Very slow.
Although the positive respondents were 80% the fact that 20% of respondents recorded neutral perceptions indicates that there was a slight difference in the speed of service perception. Responsiveness also presented a slightly lower percentage of highly positive responses than reliability.

Assurance (Professionalism)
The participants were requested to state how professionally catering staff was:
· Professional was chosen by 8 respondents (53%).
· 6 members (40%) picked Extremely professional.
· 1 respondent (7%), chose Acceptable.
· 0 respondents picked negative answers.
This implies that ninety three percent of the guests rated professionalism as positive. Catering department seems to have good areas in terms of professional conduct as well as the competence of staff in terms of service delivery.

Empathy (Attentiveness)
Concerning attentiveness and caring behaviour:
· Attentive was chosen by 7 respondents (47%).
· 6 respondents (40%), chose Very attentive.
· 2 respondents (13%) chose Neutral.
· No respondents chose negative answers.
Attentiveness was rated positively by 87% guests. The number of neutral responses is small which shows that there is slight difference in how the guests perceive personal attention.
Tangibles (Food Quality and Presentation)
The rating on food quality and presentation was as follows:
· Satisfied was chosen by 7 respondents (47%).
· Very satisfied was chosen by 7 (47) respondents.
· 1 respondent (6%), chose Neutral.
· None of the respondents chose Dissatisfied or Very dissatisfied.
Ninety-four percent were overall satisfied with the quality of food. The dimension was among those that received the most positive responses in the survey data.

The overall service quality ratings on all five dimensions were very positive as professionalism and food quality had the highest number of favourable answers.
[bookmark: _Toc222752279]4.3 Results of Operational Efficiency
The results of the operational efficiency are obtained based on the survey Question 6 (organisation) and the interview findings. Themes found are the level of staffing, the process of scheduling, communication practices and resource allocation.
Event Organisation (Survey Data)
On a scale of one to ten (10) how well was the overall event organised:
· 7 respondents (47%) chose Well organised.
· 6 respondents (40%)- Extremely well organised.
· 13% of respondents (2) chose Moderately organised.
· 0 respondents could not choose Poorly organised or Very poorly organised.
This means that 87 percent of the guests rated the event as well or very well organised. The percentage of moderate rating was only 13% with no negative rating.

Staffing Levels
Interview responses were also found to emphasise pressure in staffing at peak demand. The Events Manager mentioned that events presented back to back or even overlapping cause an operational strain. The Banqueting Supervisor explained that there was intensity of work during rush times. Employees reported that due to high staffing, service speed might be compromised when several events are taking place at the same time.
Scheduling Issues
The practices of scheduling were stated to be effective in general but not automated. The Events Manager provided information that it is common to make adjustments in the rota because of unexpected absences. The Banqueting Supervisor proposed better forecasting tools that would work better in workforce planning. The employees also complained that, occasionally, there were inequalities in work distribution when there were big events.
Communication Gaps
Efficiency as an operational factor was found to be the communication between kitchen and service/event coordination teams. According to interviewees, changes in clients that happen on the last minute are not immediately communicated across departments. Pre-event briefing was reported to have been helpful in enhancing coherence and coordination.
Resource Allocation
Senior Catering Staff pointed out that the common preparation space and equipment can lead to short-term limitations in the case of simultaneous events. Front of house employees remarked that service can drag when there is no complete synchronisation of kitchen preparation and front of house time.
In general, the perceived organisation as viewed by the guests is high in the survey responses, but the interview results showed internal operation struggles pertaining to staffing, scheduling, and coordination.
[bookmark: _Toc222752280]4.4 Customer Satisfaction and Behaviour
Questions 7 and 8 measured customer satisfaction and behavioural intention.
Overall Satisfaction
Findings regarding overall satisfaction were:
· Satisfied were chosen by 8 respondents (53%).
· 6 (40 percent) respondents indicated Very satisfied.
· 1 respondent (7) chose Neutral.
· 0 participants chose Dissatisfied or very dissatisfied.
This implies that 93 percent of the respondents reported to be satisfied with their experience. Most people gave the answer as Satisfied and not as Very satisfied implying strong but inconsistent approval.

Revisit Intention
Concerning intention to attend other event at the hotel:
· 7 of the respondents (47%), chose Definitely yes.
· 7 out of 16 (47) chose Probably yes.
· 1 respondent (6%), answered Not sure.
· None of the respondents chose negative answers.
Ninety-four percent of them indicated that they planned to come back. The balance between the responses of Definitely yes and Probably yes depicts a high behavioural intention of the guests.
Word-of-Mouth Potential
Even though no separate question was used to measure the direct recommendation behaviour, high levels of satisfaction and revisit intention indicate that there is a high potential of positive word-of-mouth. The fact that the satisfaction ratings and the intentions to revisit are favourable is a positive sign of behavioural results.
[bookmark: _Toc222752281]4.5 Catering Events Sustainability
The findings of sustainability were mainly based on the interview information.
Food Waste
Personnel indicated that food waste is tracked by use of portion control and menu planning by events. The Senior Catering Staff member informed me that the amounts of preparation is adjusted according to the number of guests. But there was a lack of sophisticated system of waste-tracking at the moment.
Menu Flexibility
The Events Manager told that menus can be more adjusted to the needs of clients: diet and specific preferences. The design of flexible menu was also said to reduce overproduction and reduce food that was not used.
Sustainable Practices
Front-of-House staff proposed that technology based tracking systems should be used to enhance monitoring of the environment. Employees also cited supplier decisions and sourcing behavior as having a contribution to the sustainability performance.
The measures of sustainability were mentioned as being there but being informally organized. No formal measurement framework or structured system of scoring sustainability was mentioned. Sustainability as an aspect was recognized as part of the operational decision, but it is not at the centre part of the operational decisions in the department.
[bookmark: _Toc222752282]Chapter 5 - Discussion
It is in this chapter that the findings on empirical evidence in Chapter 4 are critically analyzed vis-a-vis the research purpose:
To critically examine the role of service quality and operational efficiency in determining the success of catering and events at Leonardo Hotel.
The discussion combines survey findings and interview information with the existing academic sources. All these sections are directly connected to the research purpose and assess the influence of the internal working practices on the perception of the external customers.
[bookmark: _Toc222752283]5.1 Connecting the Service Quality to the Operational Efficiency
The results indicate a direct correlation between the internal working ability and the perceived service quality by the outside in the catering and events department. According to the survey results, the rating was very high in reliability (87% positive), professionalism (93% positive), attentiveness (87% positive) and food quality (94% positive). Such results indicate that the standards of service delivery are high. Nonetheless, the results are confirmed in the interview according to the complex operational coordination of the staffing management, scheduling changes and interdepartmental communication.
Li et al. (2025) claim that operational capability is the base of hotel competitiveness and the consistency of service. This can be evidenced by the data of Leonardo Hotel. The rates of guests rating the event organisation (87% positive) show that the structured planning and coordination systems are properly operating. But, according to the interview answers, such efficiency depends more on the management control and adjustment of manual rotas instead of automated forecasting tools. This implies that active human coordination is used to ensure operational performance as opposed to high system optimisation.
Asgeirsson, Gudlaugsson and Jóhannesson (2024) support the relevance of relationship between quality of service and organisational reputation by pointing out that perceived service quality directly determines hotel reputation and results of performance. In the present research, the level of satisfaction (93% satisfied or most satisfied) and good revisit intention (94% positive intention) indicate good reputational implications. The results thus show the contribution of operational efficiency in the indirect enhancement of organisational performance via the provision of superior services.
Nonetheless, the balance between the technological efficiency and the human interaction should be also discussed. Bluher et al. (2026) note that although AI-enabled services may help to improve operational processes, over-automation may eliminate the human touch that is vital in the hospitality industry. The findings of the interview highly stressed on teamwork, professionalism and interaction with the guest as the sources of satisfaction. Communication and collaboration are critical success factors identified by staff at all times.
[bookmark: _Toc222752284]5.2 Service Gaps and Internal Constraints
Though the general level of service quality was rated highly, the information showed slight yet significant differences, especially when it comes to responsiveness and scheduling procedures. One out of five respondents gave the rating of neutral to the question of responsiveness, and the interviewees cited time pressure, workload imbalance, and last minute schedule changes as recurring operations issues.
Tseng and Yong (2025) claim that service gaps are usually created when operational restrictions come to play with customer-facing performance. Responsiveness seems to be the aspect of operational strain that is the most sensitive in this study. The reliability and professionalism was also at a good level, but the responsiveness was more variable. This substantiates the fact that speed of service is more susceptible to staffing strain and coordination problems.
This can also be seen in findings of the interview. Banqueting Supervisor explained that there is time pressure when the event is very busy, whereas in the case of Events Manager, issues appeared due to the consecutive booking. These working conditions might not be of much importance to the general service results but can be applied to the uniformity of responsiveness.
Another explanatory variable is emotional intelligence. Sanz-García et al. (2024) point to the fact that employees with a high level of emotional intelligence can sustain service quality during stressful situations. Professionalism and proactive behaviour were identified in the interview responses and indicated that staff offset operational strain in the form of interpersonal competence. This could be the reason why overall satisfaction was high despite the internal pressure that was reported.
Nevertheless, the welfare of the employees should not be neglected. As emphasized by Saito, Brozovic and Baum (2025), the prolonged work load pressure can influence the quality of services in the long-term and the morale of the staff. It was found that the even distribution of workload and rota alterations at the last minute was uneven, which may lead to fatigue or stress in the long run as it was identified in the interview. Although the existing standards of service seem to be steady, long-term sustainability of operations implies the necessity of close workforce management (Blüher et al., 2026).
Thus, the results show that service weak spots are minor and are not associated with service weaknesses, but with internal resource strains. A solution to the staffing forecast and communication systems can make the services consistent even more.
[bookmark: _Toc222752285]5.3 AI and Smart Operations in Events
The empirical evidence indicates that the operational systems in the catering department are mainly based on the manual scheduling and traditional waste management procedures. The participants of the interview also directly mentioned a possibility of improvement in scheduling technology and waste monitoring.
Li, Zheng and Lin (2026) show how AI-based scheduling systems may forecast the changes in demand and how to optimise the workforce. Such systems would help directly respond to the last minute rota changes that were found during the interviews. Better forecasting can help to decrease the pressure of staffing during the peak events and to balance the workload.
On the same note, food waste management was outlined to be grounded on the portion control and manual planning as opposed to the digital monitoring systems. Sigala et al. (2025) demonstrate that AI-waste tracking is a major enhancement in the sustainability performance of hospitality operations. Lack of organised waste-tracking systems in the Leonardo Hotel is an indication of presence of an opportunity of operational innovation.
Nonetheless, the integration of the technologies should be considered. According to Ali et al. (2026), smart service experiences help to increase guest engagement when technology supplants in place of human communication. Bluher et al. (2026) also warn on the over-automation that undermines the perceived authenticity within hospitality settings.
The application of AI in Leonardo Hotel seems to be best suited to be implemented in the back-end processes of operations, including operations that involve the optimisation of schedules and monitoring waste. The frontline service delivery must be human-friendly to maintain attentiveness and professionalism which were rated as important to the guests.
Thus, AI adoption is possible, and would ensure efficiency in operations without decreasing the quality of interpersonal services. Hybrid approach seems to be the best fit to the activities of catering and events.
5.4 Sustainability and Competitive Advantage
The sustainability results show that the existing practices are in a non-strategic form and are informal and constructive in the nature of their operations. Although it helps minimize waste through portion size and flexibility of menus, there is no official sustainability system and performance measurement (Vašaničová and Melnyk, 2025).
Ru-Zhue et al. (2026) postulate that sustainable service quality has positive impacts on the engagement and behavioural results of guests. Sustainability was not explicitly measured during the survey, but the presence of high satisfaction and intention to revisit the restaurant indicates that the quality of the services is the key factor in the formation of positive perceptions. Nonetheless, organized sustainability programs can be used to increase the value perception of guests.
Li and Ma (2025) emphasize the aspects of competitive differentiation as they play a critical role in the changing markets of hospitality. Brand positioning could be enhanced by the introduction of visible sustainability movements, including waste management systems or responsible restaurant menu scoring systems. This is especially true in light of the evolving tourism demand trends identified by Sampaio, Sebastião and Farinha (2024) who report that consumers are more demanding in relation to environmental responsibility.
The results imply that sustainability is recognized internally without being placed in the strategic planning. Formulation of official sustainability indicators and reporting to guests on the environment can be important, as it may improve the competitive strength and operational sustainability in the long run (Yiğitoğlu et al., 2025).
[bookmark: _Toc222752286]5.5 Limitations and Theoretical Contribution
The current study has weaknesses in the form of its small sample size and single-case design. Having 15 respondents to the survey and four interview respondents, the results represent a particular area of operation and are not applicable in the hospitality industry. Also, the study captures the performance within a specific time frame of placement and does not entail the operational trend in the long term (Toboso-Gómez et al., 2025).
Nevertheless, the study remains of value to the academic literature by offering a combination of service quality theory and operational capability frameworks into a catering and events industry. Current researches emphasize accommodation services significantly, and little is done on event departments. Connecting SERVQUAL dimensions (Liu et al., 2025) with the operational capability theory (Li et al., 2025), this study is able to show the role that internal efficiency structures play in external satisfaction results.
Another practical value added by the study is that it determines the operational bases of service quality performance in events. It emphasizes the role of coordination of the workforce, communication and possible technological integration in maintaining excellence of services.
Overall, the paper contributes to the information about the existence of the dynamic relationship between operational effectiveness and service quality in the hotel catering environments.
[bookmark: _Toc222752287]Chapter 6 - Conclusion
The chapter concludes the research with the summary of the key findings, evaluation of the achievement of the research objective, and making the contribution to the knowledge and reflex about the strategic implications to the Leonardo Hotel.
[bookmark: _Toc222752288]6.1 Generalisation on significant Findings
This research was set out to evaluate the impact of service quality and operational efficiency on the success of catering and events in Leonardo Hotel critically. The outcomes confirm that both factors are highly reliant on one another and complementary to each other (Bachert, Schmid and Woidasky, 2025).
To begin with, the findings show that the operational inefficiencies can influence the service delivery performance. Though survey findings indicated high rates of satisfaction and favorable perceptions of service quality, interview findings indicated internal issues pertaining to staffing pressure, scheduling changes and gaps in communication when it is in peak seasons. Although these limitations did not play a major role in the overall level of guest satisfaction, they still played a part in the level of responsiveness and workload allocation. This implies that stability in operations is a prerequisite in a constant service provision (Bai, Othman and Osrof, 2026).
Secondly, the study establishes the fact that customer satisfaction is largely driven by the quality of service. The professionalism, attentiveness, reliability and food quality had high ratings. They are the factors that led to good overall satisfaction rates (93% satisfied or very satisfied) as well as a great revisit intention (94% positive). The results confirm that the service delivery performance is still a key point of positive behaviour outcomes. The most significant response was made by the guests towards professionalism and food quality, which means that technical and interpersonal levels of service help in event success (Sousa, Cardoso and Dias, 2024).
Thirdly, the concept of sustainability became a strategic concern. Although other practices like portion control and menu flexibility were applied in its sustainability, it was not integrated into formal monitoring systems (Zhao et al., 2025). The results show that sustainability programs are conducted on an informal basis and not a strategic one. Nevertheless, there is literature that organised sustainability practices may improve competitive positioning and customer value perception. Thus, there is a sustainability opportunity of long-term operational and reputational benefit (Ahmad et al., 2026).
On the whole, the analysis confirms that operational efficiency has a structural basis on service quality that subsequently induces customer satisfaction and behavioural intention. Competitive differentiation in the catering and events market can be improved with the introduction of sustainability, which, in its turn, can be strategically implemented.
[bookmark: _Toc222752289]6.2 Objectives Achievement
These research objectives were met:
Goal 1: To assess the operational issues of the performance of catering and events.
This was done by interviewing the staff and analyzing survey data. The study revealed that the main operational issues such as staffing strain during busy times, manual adjustment of schedules, communication disconnect and common resource limitation are the main problem. The results were a good understanding of internal efficiency constraints.
Objective 2: To determine the perception by customers on service quality in the events department.
The analysis of the surveys based on SERVQUAL dimensions was used to achieve this goal. The information showed that there were high scores in reliability, responsiveness, professionalism, attentiveness and food quality. The results were in support of high perceived service performance with a slight difference in responsiveness.
Objective 3: To examine the findings of the correlation between the customer satisfaction and operational efficiency.
This was done through the connection of survey and interview results. Events were ranked as well-organised by the guests whereas internal statistics showed that even efficiency depends on manual coordination. The connection between the operational consistency and the service consistency were also evidently illustrated.
Objective 4: To suggest effective and evidence-based solutions that would enhance the performance in catering and events.
Based on the findings and literature analysis, it was revealed that there are definite areas of improvement such as improved scheduling systems, better communication processes and better-organized sustainability integration.
[bookmark: _Toc222752290]6.3 Contribution to Knowledge
It is a study that has added value to the body of research in hospitality management, by offering a catering oriented research in a hotel case study environment. To a large extent, much of the available research focuses on the extent of accommodation services as compared to catering and events operations which are rather underrepresented with empirical studies.
This paper combines the theory of service quality with the operational capability models to illustrate how the workforce internal management, scheduling and coordination systems, directly impact the perception of the guests. The study presents the practical evidence in terms of case-based findings of interdependence between operational performance and service quality performance in event settings (Alsiehemy, 2023).
Moreover, the paper presents the new strategic value of sustainability in catering business. The study extends the current knowledge on operation-sustainability integration in the hospitality by recognizing informal sustainability practices and making them related to competitive potential.
Altogether, the research has provided theoretical as well as practical contributions to the area of hotel catering and events management.
[bookmark: _Toc222752291]6.4 Final Reflection
In the case of Leonardo Hotel, the strategic significance of operational system reinforcement and maintenance of high service standards are emphasized in this research. The performance of the catering and events department in terms of service is high, but active working planning of the workforce, better scheduling programs and organized sustainability efforts would help to increase the resilience in the long term.
With the ever-growing competitive situation in the hospitality sector, the need to keep the operations streamlined and to offer personalised high-quality service will be a necessity. By integrating internal operations and customer requirements and value of sustainability, Leonardo Hotel will achieve sustainable presence in the market and guarantee further prosperity in its business related to catering and event services.


[bookmark: _Toc222752292]Chapter 7 – Recommendations
The recommendations will be made based on the findings of the research itself and will be practical, realistic and measurable in the working system of the catering and events department of Leonardo Hotel.
[bookmark: _Toc222752293]7.1 Improvement in operations
1. Implement Pre-event Planning Seasonal Meetings.
Though the general rating of the events was found to be well organised, the interview results showed a lack of communication when making last minute adjustments. It is suggested that mandatory structured pre-event briefing meetings should be established in all medium and large scale events. The meetings ought to have the presence of kitchen, front-of-house and event coordination teams representatives.
Based on a standardised briefing checklist is required, which is:
· Finalised event schedule
· Staffing allocation
· Menu confirmation
· Special nutritional needs.
· Contingency planning
This would help eliminate miscommunication and improve the level of coordination.
2. Use Structured Scheduling System.
Adjustments in rotas, which were carried out manually, were found to be one of the causes of operational strain. They propose that Leonardo Hotel should fly a planned scheduling strategy guided by demand forecasting theories, which are proposed by Li, Zheng and Lin (2026). It may include software that forecasts the staffing levels according to the size of the event and past booking trends (Ali et al., 2026).
A measurable target could be:
· Lessening of last minute rota amendments by a third in half a year.
3. Obvious Role Division in the Event.
The workload distribution between the two nurses can be avoided by giving out clear sheets of duties to be performed prior to each event. There will be clear roles of service zones, guest liaison and coordination roles which will enhance efficiency and accountability.
[bookmark: _Toc222752294]7.2 Improvement on service quality
1. Training of Emotional Intelligence.
Although professionalism was considered to be one of the most important ones, emotional resilience can affect service under pressure. Training programmes based on the principles mentioned by Sanz-Garcia et al. (2024) should be implemented when it comes to catering and events staff to train them in terms of emotional intelligence.
Training should focus on:
· Guest expectations management.
· Time-stressed communication.
· Conflict resolution
· Skills in service recovery communication.
The effectiveness of training may be assessed by:
· After-event guest comments review.
· Neutral responsiveness rating decreases.
2. Critical procedures of recovery of a service.
Though major dissatisfaction was not noted, slight variation of responsiveness implies existing service recovery prospects. This should be followed by a formulated service recovery protocol that is in accordance with Tseng and Yong (2025). This protocol is expected to detail:
· Short-term recognition of problems.
· The managerial escalation processes.
· Follow-up communication
· Paying policies should they be necessary.
This would have guaranteed similar management of service gaps and guarantee levels of guest satisfaction.
[bookmark: _Toc222752295]7.3 Integration of technology
1. AI-Based Scheduling Pilot
Leonardo Hotel will need to pilot an AI-assisted scheduling tool over a period of six months. The system must be able to analyse the volume of events, booking trends and staffing record to enhance the efficiency of the rota.
Expected outcomes:
· Improved workload balance
· Reduced staff fatigue
· Greater predictability of operations.
2. Food Waste Tracking System
Food waste management is currently being done manually based on portion control. The hotel is suggested to implement an electronic waste management system, as talked over by Sigala et al. (2025). This may include tracking food preparation wastage and food left after the event.
Measurable goal:
· Cut down on the food waste of catering by 20% in 12 months.
This project would enhance efficiency in operations and sustainability performance.
[bookmark: _Toc222752296]7.4 Sustainability Strategy
1. Menu Scoring System
An organized scoring system and menu sustainability should be realized, according to the method proposed by Prencipe et al. (2026). In this system menus would be rated on:
· Environmental impact
· Ingredient sourcing
· Seasonal availability
· Waste generation risk
This would enable the management to make informed decisions on design of menu.
2. Food Waste Reduction Plan
A formal food waste reduction program must be put up, which shall include:
· Guidelines of portion optimisation.
· Surplus food donation alliances.
· Staff awareness training
Clients should also be communicated clear sustainability which helps to build brand reputation and differentiate itself in a competitive world.
[bookmark: _Toc222752297]7.5 Performance Monitoring
The implementation of a catering and events balanced scorecard should be done in line with Dolasinski, Roberts and Young (2025). The following are some of the key performance indicators:
· Service quality ratings
· Efficiency measures of staffing.
· Waste reduction data
· The level of customer satisfaction.
This will guarantee the presence of a consistent performance assessment and enhancement.
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Section A – Service Quality
Q1. How would you rate the reliability of the catering service (food served on time and as expected)?
A. Excellent
B. Good
C. Average
D. Poor
E. Very Poor
Q2. How responsive were staff to your requests during the event?
A. Very responsive
B. Responsive
C. Neutral
D. Slow
E. Very slow
Q3. How would you describe the professionalism of the catering staff?
A. Extremely professional
B. Professional
C. Acceptable
D. Unprofessional
E. Very unprofessional
Q4. How attentive and caring did staff appear during the event?
A. Very attentive
B. Attentive
C. Neutral
D. Not very attentive
E. Not attentive at all
Q5. How satisfied were you with the quality and presentation of the food?
A. Very satisfied
B. Satisfied
C. Neutral
D. Dissatisfied
E. Very dissatisfied
Section B – Operational Efficiency & Satisfaction
Q6. How well organised did the event appear overall?
A. Extremely well organised
B. Well organised
C. Moderately organised
D. Poorly organised
E. Very poorly organised
Q7. Overall, how satisfied are you with your experience at this event?
A. Very satisfied
B. Satisfied
C. Neutral
D. Dissatisfied
E. Very dissatisfied
Q8. Would you attend another event at this hotel in the future?
A. Definitely yes
B. Probably yes
C. Not sure
D. Probably no
E. Definitely no

Professionalism




Total	Acceptable	Extremely professional	Professional	1	6	8	

Attentiveness




Total	Attentive	Neutral	Very attentive	7	2	6	

Food Quality




Total	Neutral	Satisfied	Very satisfied	1	7	7	



Organisation




Total	Extremely well organised	Moderately organised	Well organised	6	2	7	



Overall Satisfaction




Total	Neutral	Satisfied	Very satisfied	1	8	6	



Revisit Intention




Total	Definitely yes	Not sure	Probably yes	7	1	7	



Reliability




Total	Average	Excellent	Good	2	6	7	



Responsiveness




Total	Neutral	Responsive	Very responsive	3	6	6	
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