







STAGE 1 - Placement Project Proposal – 
Initial Ideas Form

Student name: Simona-Elena Mezo
Cours:BMIH6008


PROJECT FOCUS AREA
Managing Food and Beverage Operations

PROJECT AIM 
The aim of this project is to analyse the impact of Managing Food and Beverage so that it has a positive influence on the success and business performance of Delta Hotel by Marriott Northampton.
It would examine other aspects like consumer satisfaction, operational efficiency or sustainability practices implemented by the hotel to improve their customer satisfaction and operational performance.
WHAT are you trying to achieve/find out?
· To analyse the effectiveness of managing proper food and beverages management strategies.
· To evaluate consumer satisfaction levels.
· To critically investigate sustainability initiatives in Food and beverages that helps attract eco-conscious clients.
· To recommend strategies for optimising operational management and ensure quality standards.
WHY? 
This topic has been chosen for the hotel named Delta Hotel by Marriott Northampton has been facing issues in keeping up with the quality standards of their food and beverage options. Delta Hotel by Marriott Northampton is one of the well-known family and business hotels located near the M1 Motorway that offers fully renovated, well-equipped and comfortable rooms with outstanding amenities to guests (Marriott, 2024). However, after researching its food and beverage section, I got to know that there are various customers who have faced issues in their food. TripAdvisor (2024), has a review from a guest who planned a stay at this reputed hotel and was disappointed to find the food to be diabolical, overpriced and not fresh at all. The steak that they ordered was for £35 and moreover, they had to pay £3.50 for a sauce which is not something any hotel does. Even after charging a substantial price for its food, they were not fresh and were only warmed up in microwaves. The customer reviewed it as the worst meal and directed other individuals to avoid eating in this hotel. There are other customers also who have reviewed their food and beverages to be of mediocre quality and this marks the rationale of choosing this area as the project topic. I believe a hotel must maintain their standards of food to attract diverse guests and that would result in the overall efficiency of the hotel too.
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Figure 1: Bad food review of guests at Delta Hotel by Marriott Northampton
(Source: TripAdvisor, 2024)
How? (Research Methods)
I would intend to opt for a mixed research method in which I would collect pertinent information about the hotel's disrupted quality and service standards from newspapers, review boards, industry reports, and articles. On the other hand, primary qualitative data would be collected by conducting interviews wherein different stakeholders of the hotel like consumers, staff and even managers would be interviewed by asking open-ended questions. This would enable in getting reliable first-hand information of the experiences and perspectives of them regarding Delta Hotel by Marriott Northampton.
WHO?
I would ask questions to guests who have already visited the hotel along with managers and food and beverage staff.
WHAT resources?
For secondary research, I need to get access to a pertinent academic database and for conducting interviews, I need recording equipment, interview guides and Google Form where I would form open-ended questions to the interviewees.
WHEN? 
By the end of my placement 
IDEAS – 
Your strengths and interests
Your previous modules
Past studies/projects
Lecturer ideas
Literature
Media/news- what’s current/topical/controversial industry stories?
Hospitality industry of the UK is growing at 5.9% rate which is almost double of the rate of the UK economy (UK Hospitality, 2024). With regards to this growth, food and beverage operations hold a significant place in driving this tremendous development. 
Fit in with career ambitions?
I wish to see myself as an efficient Food and Beverage Manager of this eminent hotel where I have my placement.
NEEDS ACADEMIC ROOTS (THEORY) ALSO
· Pick a subject area and organisation you are interested in researching. 
· Consider previous research – ok to adapt it to different circumstances.
· Has your placement organisation got a particular area that it needs help with? Can you provide a new angle/approach on an issue? Department Topic / Agenda Item / Theme?
· Clear, succinct title: 
‘An analysis of the impact of Managing Food and Beverage Operations: a case study of Delta Hotel by Marriott Northampton, NN4 7HW’ (evaluate/synthesise/analyse)
PROJECT TITLE / FOCUS:
Keep your initial title broad-your supervisor will help you to ‘shape’ this.
Project Title: ‘An analysis of the impact of Managing Food and Beverage Operations: a case study of Delta Hotel by Marriott Northampton, NN4 7HW’.
PROJECT AIM:
The main aim of this project would be to analyse the impact of Managing Food and beverage operations at the Delta Hotel by Marriott Northampton, NN4 7HW so that their customer experience can be enhanced, thus resulting in positive brand image and consumer loyalty.
PROJECT OBJECTIVES:
	Objectives 
	Specific 
	Measurable 
	Achievable 
	Realistic 
	Time-Bound

	Objective 1: To analyse the effectiveness of managing proper food and beverages management strategies.

	Monitoring the ways food and beverage management practices are implemented at this hotel 
	Analyse its effectiveness with the implementation of KPIs like customer positive reviews, revenue growth, improved performance, etc.
	Organise interviews with the stakeholders of this hotel to get insights 
	Create realistic reports and actionable steps based on industry's best practices
	1 month

	Objective 2:
To evaluate consumer satisfaction levels

	Analyse the ways by which improved food and beverage can improve customer satisfaction levels. It would also analyse service standards and food quality for enriching consumer's satisfaction
	Using interview that would help quantifying satisfaction levels or identify those areas which needs improvement
	Feedback analysis with customers, staff, and managers of the hotel via structured interviews
	Devising strategies based on the collected feedback in order to maximise customer loyalty and satisfaction. 
	1 month

	Objective 3:
To recommend strategies for optimising operational management and ensure quality standards.


	Identifying key areas of the hotel brand that requires improvement in terms of quality and management standards 
	Compare its current and most recent operational or quality control measures undertaken along with the recommended strategies. This would help in analysing the most effective strategy.
Performance metrics would also help in gathering information regarding improved services
	Gaining insights from interview along with secondary research
	Form personalised action plans do that the hotel can adopt some of the best practices of the industry to manage its food and beverage operations
	1 month


Table 1: SMART Objectives
(Source: Self-Developed)
RATIONALE (reasons):
Who: The hotel staff, guests, and managers of Delta Hotel by Marriott Northampton.
Why: The hotel has been condemned for bad food and beverages by the customers. In order to help it improve its efficiency and quality standards, this project would be conducted.
What: It focuses on developing viable strategies so that this hotel can improve its food and beverages operations.
Where: The research delves upon analysing Delta Hotel by Marriott Northampton in NN4 7HW. Furthermore, the interview would be conducted online, hence, no such location is required primarily for it.
When: A minimum of 3 months would be required to conduct this project.
How: The research would be conducted by a mixed method approach in which secondary data would be collected from relevant industry reports, hotel's official page, articles, and journals. Primary qualitative research would be collected by conducting interviews online which would help in gathering customer's feedback regarding issues they have faced while dining at this hotel.
LITERATURE RESEARCH:
1. According to Mahafzah et al. (2020), business organisations (hotels) must continually improve their services so that they can experience customer experience and retention. One of the main intentions to involve in improving services is to tie down their guests so that they cannot go to that hotel's competitors. This study has underpinned the significance of Customer Relationship Management (CRM) in this hotel sector that helps in providing customer satisfaction to clients by solving their issues in an innovative manner. For the food and beverage operations in a hotel, the employees must be sincere enough in practising unwavering commitment to the guests and try innovative strategies to enhance their food or beverages and tailor those so that it caters to diverse clients having diverse tastes or dietary requirements.
2. The study by Bandara and Dahanayake (2020), has stated that the hotel sector can be attributed as the most integral constituents for a flourishing tourism industry. Service quality holds a profound place in maintaining the standards of a hotel within the competitive industry. An efficient, sustainable, and best service sector needs good service quality standards. However, monitoring service quality gets challenging at times as compared to the quality of physical items because of the intangible nature of service goods. Thus, the results of the study have critically identified that reliability, assurance of best service quality of food and beverage has a positive impact on consumer satisfaction in star graded hotel brands.
3. According to Truong et al. (2020), service innovation has come into existence due to its development of new services. The authors have highlighted the vitality of hospitableness which revolves primarily around excellent quality food, drink, or accommodation. ‘Taste Perception’ is one of the prominent players of this operation which transcends the culture values by the authentic taste of food and beverages. This study has also accentuated the importance that ‘quality’ holds in food and beverages services. 
BENEFITS:
1. The first benefit would be the improved operational efficiency of the food and beverage department. 
2. Secondly, positive customer satisfaction in terms of positive reviews, repeat visits and high feedback ratings can help measure the project's success.
3. Devising innovative yet relevant strategies that would lead to an optimised operational management and improved quality standards of this hospitality brand.
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Fantastic staff but not enough to make me
stay again

On arrival fast and efficient check in, friendly
staff and first impressions looked promising. On
route to the room you pass the very nice
conference room, then you pass the rooms.
Then you notice the quality of the reception
and conference rooms slip.

Heaters hanging off the walls, a musty smell
and the feeling of a very old chain hotel sets in.
The room was very big, but it’s been a while
since I've had the shower of the bath set up, or
the yellow stained bathroom tiles. The constant
low level noise is the extraction fan all night was
clearly not great if you are a light sleeper.
Overall the room was tired, bed was 2 singles
pushed together which caused a ridge that
you rolled over or up against. The food was
diabolical , over priced and clearly warmed up
in a microwave . My steak was £35 , £4 for chips
and £3.50 for a sauce ?? It was the worst meal |
have consumed in a hotel , avoid eating here.




