An Investigation of the Factors Influencing Guests' Dining Preferences and Satisfaction with Food and Beverage Offerings: A Case Study of Luton Town Centre Hotel
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[bookmark: _Toc138288803]Research Questions
The research questions for the project are given below:
1. When deciding where to eat at the Luton Town Centre Hotel, how important are things like menu variety, item worth, appearance, price, special dietary needs accommodations, and ambiance?
2. When it comes to flavor, freshness, look, consistency in service, cost, and overall dining experience, how do guests rate the food and drink options at the Luton Town Centre Hotel?
3. What elements are most important in determining whether or not customers are satisfied with these offerings, and how well do visitors' dietary choices predict their level of satisfaction with the food and beverage options at Luton Town Centre Hotel?
[bookmark: _Toc138288804]Research Aim Determine the key determinants of visitor eating choices, which includes menus diversity, component value, appearance, cost, and dietary alternatives.
[bookmark: _Toc138288805]Objectives of the Study
Specific- To find out what factors influence guests' food and drink choices at the Luton Town Centre Hotel.
Measurable- Check in with customers to see how they feel about the menu and service.
Achievable- Collect information from a large sample of hotel visitors to guarantee that your results are representative of the population as a whole.
Realistic- I intend to use acceptable statistical procedures on the data I want to gather and draw conclusions from my analysis of those data.
Time- All phases of the research project, from data collection and analysis to report writing, must be completed within the allotted time frame.
[bookmark: _Toc138288806]Rationale of the Study
Hotels in Luton Town Centre would do well to pay attention to their guests' dietary needs and levels of satisfaction. Using the SERVQUAL method, which takes a holistic stance on service quality, this research hopes to shed light on the factors that impact customers' satisfaction. If these problems are resolved, the hotel will be in a better position to provide its guests with more satisfying meals and drinks. The selection of this project's aim was motivated by the dining preferences and overall happiness of hotel guests staying at a location in Luton Town Centre. With the aid of this research, we will get a better understanding of the aspects of the hotel's food and beverage (F&B) services that are significant to our visitors as well as the areas in which we can improve.





[bookmark: _Toc138288807]Literature Review
Customers have a right to assume that the food they purchase, regardless of whether it is served in a school cafeteria or a Michelin-starred restaurant, is safe to eat. The restaurant industry maintains this standard. It's a common misconception among customers that restaurants must meet fewer standards to guarantee the quality of their food than the agricultural, industrial, distribution, and retail sectors (Foroughi et al., 2023). Commercial eateries and restaurants in particular, have taken the rap for an inflated share of reported cases of food-borne illness due to a lack of food safety competence among foodservice operators and the implementation of lax food hygiene laws (Pezenka & Weismayer, 2020). The two together explain why this is the case. The United States of America is the archetype example of this trend. Restaurant goers have a wide variety of criteria by which they judge the cleanliness of a kitchen, the taste of the cuisine, and the security of the ingredients used (Park, Lee & Back, 2020). The effectiveness of the company's advertising, recommendations, and facilities; the knowledge and friendliness of the staff; the quality of the food and drink provided; the cleanliness of the surrounding area; and the level of the establishment's general look and management are all factors (Assaker, 2020). Customers put a high value on restaurants that provide a wide variety of tempting menu items from which to pick. Customers are better satisfied with a business's service when it can accommodate their specialized dietary needs, such as those of vegans, vegetarians, or those with celiac disease (Hwang, Wang & Guchait, 2022). The mood of a restaurant has a major influence on what customers order to drink and eat. Lighting, music, comfy seating, and interior design all contribute to the complete experience that diners have at the restaurant (Kim et al., 2020). Service that is both timely and attentive is crucial to the success of any restaurant. How pleasant, helpful, and receptive the wait staff is to offering recommendations may have a major impact on a customer's dining experience as a whole. Customer satisfaction with the value they get at a restaurant may play a key role in their final decision. A higher percentage of satisfied diners also felt that the price of their meal and the quality of the service they got was reasonable. How much you enjoy your dinner at a restaurant might vary greatly depending on the quality and taste of the cuisine you order (Cai et al., 2021). A diner's sense of satisfaction is related to how much they enjoyed their meal in terms of its freshness, presentation, flavor, and consistency. Garnishing, plating, and general presentation are some ways to increase the food's visual appeal and, in turn, the guests' enjoyment of the meal (Han et al., 2022). How a food is served may have a major impact on the diner's impression and enjoyment of it. Customers want their purchases to be processed quickly and correctly. When there are holdups in service or when customers have to wait for an excessive amount of time, customer satisfaction drops (Ding, Jiang & Qu, 2022). Because of this, efficient kitchen operations and coordinated service delivery are essential. If a customer has to wait too long, they are less likely to be satisfied (Ghosh, Jhamb & Dhiman, 2023). Customers want their purchases to be processed quickly and correctly. When there are holdups in service or when customers have to wait for an excessive amount of time, customer satisfaction drops. Because of this, efficient kitchen operations and coordinated service delivery are essential (Wahab et al., 2022). If a customer has to wait too long, they are less likely to be satisfied. The likelihood that your guests will have a great time at your event increases dramatically if you can meet or exceed their expectations. Guest satisfaction with their hotel stay as a whole is more likely if they get individualized attention throughout their stay (Kim et al., 2022). The guests like the cleanliness of the common areas and the efficiency of the kitchen workers. Improving the tidiness of dining areas, using safe food handling procedures, and keeping lines of communication open with customers about what's on the menu and how their food was prepared all lead to satisfied diners (Hahm, Kwun & Kang, 2023). More thought has to go into designing menus that provide a variety of dishes, each of which is aimed at a certain kind of consumer. Lighting, music, design, and seating arrangement all contribute to a restaurant's ambiance, which in turn affects customer satisfaction and repeat business (Hasan, 2022). Providing prompt service that is also polite and competent might increase the likelihood that a customer will return. When deciding whether or not a restaurant is worthwhile, diners weigh the price of their meal against how satisfied they felt after leaving the place (Zhu, 2022). The freshness of the meal, the presentation, the consistency of the flavor, and the uniformity of the serving size are all factors that might influence a diner's overall pleasure (Choi et al., 2022). It's more likely that a client will like their meal or drink if they are served quickly and courteously. One of the most essential variables in evaluating customer satisfaction is the capacity to accommodate a range of dietary choices (Cai, Leung & Chi, 2022). If customers feel a business values their health and safety and is honest about the conditions under which its food is produced and stored, that business is more likely to get repeat business (Hwang, Kim, & Kim, 2023). Because of this, there is a greater possibility that clients will buy from the company again. According to (Ryu et al.,2012), a customer's likelihood of returning to a fast food restaurant is heavily influenced by factors such as the business's aesthetic appeal, the quality of the food supplied, and the friendliness of the staff. These results prove without a reasonable doubt the importance of researching and accommodating a wide variety of consumer tastes.
[bookmark: _Toc138288808]Project Methodology
In order to provide a comprehensive picture of diners' preferences and experiences, this study will combine quantitative and qualitative data collection techniques. Primary data will be used in this project. The hotel's visitors and employees will be surveyed, interviewed, and observed to get this data. Therefore, it will be built a well-structured survey by using the SERVQUAL model's five-factor framework of dependability, timeliness, certainty, empathy, and concretes. The data for this study will be acquired utilizing both quantitative and qualitative methodologies. Using random sample methods, we'll choose a diverse group of hotel foodies and drinkers.To evaluate how satisfied visitors are with the service they received, a survey based on the SERVQUAL criteria will be designed. In order to understand more, we will conduct in-depth interviews with a limited number of the visitors. The major issues of the evaluation will be the tangibles and service standards at each restaurant. By graphing, charting, and diagramming interview data, it will be feasible to detect themes and patterns in customers' choices and levels of satisfaction.
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