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[bookmark: _Toc213112309]Abstract
The research is an analysis of the performance and hotel operations of the four-star hotel Ashford International Hotel and Spa (member of QHotels group). It pays attention to front-desk work, technology, communication, and leadership and how these aspects influence guest satisfaction. The study is based on the qualitative case study, which merely examines available information such as academic publications, industry reports, and guest reviews. The findings indicate that the first and last impressions to guests are highly influenced by the front desk. Managing with property-management software can make teams organise, and this requires much training to be used effectively by the staff. 
Quality service relies on good communication among the departments and supportive leaders particularly during heavy traffic or when the staff numbers are limited. When applying the SERVQUAL model, the hotel excels in physical items, trust, and nurturing however its reliability and responsiveness would be weak when the demand is high. The paper concludes by stating that maintaining a healthy balance of interactions with people, effective technology and solid leadership is the best route in remaining exceptional and keeping visitors satisfied in mid-market hotels.
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[bookmark: _Toc213112310]CHAPTER 1: INTRODUCTION
[bookmark: _Toc213112311]1.1 Background to the Research
The hospitality business is highly competitive right now. The core secret to success of this industry lies in efficient running and providing good service. Hotels need to provide the visitors with an excellent experience and at the same time maintain operations without major complications to remain profitable. Front office work is significant as it is the primary place where the guests get into contact with the hotel (Hayes and Ninemeier, 2004). The reception area is the first and last thing what guests typically experience in hotels, and it makes a big difference as to how much they are satisfied with the first impression.
According to VIQAL (2024) the overall satisfaction changes by 20 to 40 percent when front desk experience changes. Hotels are currently coping with emerging technology, ineffective communication and increased expectation of guests. These are aggravated by the fact that workers in the entire industry are reduced. Indeed, staffing issues are reported by 76 percent of hotels (American Hotel and Lodging Association, 2024).
[bookmark: _Toc213112312]1.2 Case Study Overview
Ashford International Hotel and Spa is situated in Ashford, Kent. This hotel/spa is a perfect example to learn how to operate a hotel and serve its guests. It is a 4-star hotel and is a part of The QHotels Collection. It has 179 modern rooms and all the amenities, including an ELEMIS spa, 20-metre swimming pool, state-of-the-art gym, Horizon Restaurant and the Quench Bar (Ashford International Hotel and Spa, 2025). Its position is close to the Eurostar station and the Channel tunnel. This allows it to receive different categories of customers such as businesspersons and individuals seeking spa services (The QHotels Collection, 2025).
With 18 meeting rooms and a championship golf course, the hotel has to handle complex needs, and it needs a coordinated approach among multiple departments (Business Focus Magazine, 2024). Being a part of The QHotels Collection, including 19 various four-star hotels and resorts throughout the UK, Ashford International also functions under pre-existing standards of services and brand expectations (The QHotels Collection, 2025).
[bookmark: _Toc213112313]1.3 Research Aims and Objectives
This research project aims to takes a closer look to the level of effectiveness of the hotel management and its service to the customers at Ashford International Hotel and Spa with specific attention to the front office and reception where the first and contact between the customer and the hotel occurs.
The specific objectives are:
1. To establish how the procedures involved in reception influence the degree of guest satisfaction.
2. To identify the problems that are happening in the operation of the guest service delivery, particularly the ones that revolve around the software programmes and the time management.
3. To determine the role played by communication among staff and leadership as well as technology in influencing the guests.
[bookmark: _Toc213112314]1.4 Research Question
What influence does the work of front office, technology systems, communication among staff members and leadership practises in Ashford international hotel and spa have on the satisfaction of guests? How can operations be made to run more smoothly?
[bookmark: _Toc213112315]1.5 Significance of the Study
This research has been essential in more than a single example of hotel industry. With the increased level of technological use and the way the operations of the hotels change following the pandemic, it is important to comprehend the interaction between technology, staff, and customer service (Hospitalityinsights.ehl.edu, 2025). This study contributes to the field of literature on hotel operation management and provides practical recommendations to managers in 4-star hotels and, in particular, chains that have similar operational issues.


[bookmark: _Toc213109469][bookmark: _Toc213112316]CHAPTER 2: LITERATURE REVIEW
[bookmark: _Toc213109470][bookmark: _Toc213112317]2.1 Introduction
This literature review prepares the fundamental concepts to examine how the Ashford International Hotel and Spa operates and serves its clientele. It examines four related areas, including how to measure service quality, the impact of front-office work on guest happiness, how property-management systems can enable operations to run efficiently, and how staff communication and leadership influences service. This chapter does provide the framework to comprehend the issues of managing a modern 4-star hotel by integrating research and industry perspectives.
[bookmark: _Toc213109471][bookmark: _Toc213112318]2.2 Service Quality in the Hospitality Industry
Quality of services is one of the reasons why a hotel or any other business in the hospitality industry has an upper hand in competition. It is traditionally defined as the gap between expectations and the appearance of the customers when they are served (UKDiss.com, 2025). The service quality in hotels is composed of several aspects that influence the satisfaction of the customers that return to the hotel. Service quality can most frequently be measured using SERVQUAL model, which examines five key areas: tangibles, reliability, responsiveness, assurance, and empathy (UKDiss.com, 2025). 
The physical locations, equipment, and appearance of the staff are termed tangibles; the ability to provide what is promised when it is due is referred to as reliability, willingness, and willingness to assist customers, through speed is referred to as responsiveness; staff knowledge and behaviour create trust which is referred to as assurance; and taking care of each customer by paying attention to their needs is referred to as empathy.
Research has indicated that the quality of services offered really influences the retention of customers to a hotel. Each of the five SERVQUAL domains forecasts the perception of the total quality of service (Emerald Insight, 2022). Brady and Cronin Jr (2001) enhanced the notion of quality of service through the development of a layered view, which revealed that the notion of service quality has numerous levels in hospitality businesses. This multidimensional perspective comes in particularly handy in considering the complex operations in the hotel industry where numerous departments are required to coordinate with each other to provide a smooth customer experience.
[bookmark: _Toc213109472][bookmark: _Toc213112319]2.3 Front Office Operations and Guest Satisfaction
The front office is where guests and hotel operations meet. It is also significant in ensuring the satisfaction of the guests (Hayes and Ninemeier, 2004). Research indicates that the quality of front desk performance contributes to the satisfaction of the guests by 20-40 percent (VIQAL, 2024). It is important as it leaves the initial impression during cheque-in and the long-term memories during cheque-out. Service, particularly when the staff is well trained, friendly and with a positive attitude, has a great influence on how the guest perceives the hotel (Alhassan et al., 2024; Kanwar et al., 2023).
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Figure 1: Enhancing Guest Satisfaction in Front Office Operations (Self Made)
Yet issues usually occur in the treatment of guests on equal terms, the attentiveness of the details, and the mastery of staff of the language of the guests. To overcome this, hotels need to recruit employees who are motivated and provide them with training that makes them more responsive and guest-centred.
Satisfaction is also reduced by other operational issues such as long lines, long wait time, and slow systems (Wilson, 2025). Since the hotel performs numerous tasks, the front desk has to collaborate effectively with other departments. The service may disintegrate in the event that the communication fails (Hospitalityinsights.ehl.educ, 2025).
[bookmark: _Toc213109473][bookmark: _Toc213112320]2.4 Technology in Hotel Operations: Property Management Systems
Hotels need to use Property Management Systems in the modern world. Reservations, guest cheque-in and cheque-out, billing, and housekeeping coordination and reporting are part of their work (Oracle Hospitality, 2024). Cloud-based PMS particularly provide real-time data, automation, and some of them can be connected to channel managers, booking engines, and payment systems (Hotel Tech Report, 2025). These features allow hotels to minimise errors, operate more efficiently and be more effective.
[image: All you need to know about Property Management System - CiHMS]
Figure 2: Property Management System (Oracle Hospitality, 2024)
Research indicates that the efficiency of hotels that implement current cloud PMS increases by 20-30 percent, and within three months, profitability may increase by 15 percent (RoomRaccoon, 2024). Automation PMS prevents expensive overbookings, assists in directing managers, and enables front-desk employees to access all guest and hotel information with just a single log-in (Hotelogix, 2025). Flexibility is also included by mobile access, which allows the staff to respond to guest requests even when they are not at the desk (Planet, 2025).
However installing new technology in hotels is not simple. Studies indicate that it can take the front-desk employees over four months to become comfortable with a new PMS and 73 percent of the hotels utilise face-to-face training (Hotel Tech Report, 2025). The fact that learning is slow slows efficiency and customer service until the system is rolled out. Hotels also have to consider automation against the possibility of reducing the feeling of personal to guests. To enhance rather than replace human interaction, technology must be used (Oracle Hospitality, 2024).
[bookmark: _Toc213109474][bookmark: _Toc213112321]2.5 Staff Communication and Leadership in Hotel Operations
Hotels need clear communication and effective leadership. They assist various departments of the hotel, such as front desk, housekeeping, food service, and maintenance pull together (Hospitalityinsights.ehl.edu, 2025). Lack of communication, particularly in the case of one shift handing over to another, may decrease the quality of services and unhappy guests. Minimal guidelines to speak like short briefings, standardised protocols reduce errors, and make the team collaborate successfully (Traininghotels.com, 2025).
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Figure 3: Communication and Leadership Impact Hotel Operations (Self Made)
Good leadership also assures smooth operations and makes the service good. According to Wilson (2025), the primary causes of loyalty in guests are providing power to staff, employing effective technology, and a personalised service, all of which are made by effective leadership. Some of the essential hospitality leadership competencies include understanding emotions, flexibility, trust-building, and strategic communication (SiteMinder, 2024).
Employees should make choices on the ground level as this will make the hotel work more effectively and react more quickly to consumer demands (Mews, 2024). Information being shared openly builds up trust, keeps all of them on the same page, and boosts morale at all levels of the company (TheHotelGM, 2024).
Successful managers should be good at organising, motivating individuals, and solving problems to ensure that service stays consistent and guests are satisfied (Canary Technologies, 2024). Since 76 percent of hotels are short-staffed, strong leadership and straightforward communication are needed to retain staff, allow them to develop, and ensure smooth operations in the hotel in the long term (American Hotel and Lodging Association, 2024).
[bookmark: _Toc213109475][bookmark: _Toc213112322]2.6 Gaps in Current Research
Present studies provide detailed models of service quality, front-office operation, use of technology, and leadership. Not many studies, however, examine the interactions of all these components within real-life hotels. There are hardly any studies that target UK 4-star hotels, particularly belonging to major hotel chains (HospitalityNet, 2024). There is also a necessity to study more how hotels have adapted following the pandemic and how they cope with the demands of contemporary technologies (Cornell University, 2025).
This research addresses those gaps by examining how front-office activity, technology systems, staff communication, and leadership come together at Ashford International Hotel and Spa. It has viable concepts that other comparable hotels, can adopt.


[bookmark: _Toc213109548][bookmark: _Toc213112323]CHAPTER 3: METHODS
[bookmark: _Toc213109549][bookmark: _Toc213112324]3.1 Research Methodology Overview
This is a qualitative research. It helps to find out the way Ashford International Hotel and Spa operates. Interpretive philosophy guides this reseach. This is a helpful method for this research specially in hospitality research because the number of variables is very large and related in different aspects that influence the outcomes of a service. 
Secondary data is affordable, so we used secondary data only.  This includes available information and prevents the ethical concerns that may arise in the collection of new information about people.
[bookmark: _Toc213109550][bookmark: _Toc213112325]3.2 Case Study Approach
The study is based on a single case study design. It considers Ashford International Hotel and Spa as the primary research subject. This approach allows us to examine real-life conditions in detail particularly when one can hardly distinguish between the event and its context (Yin, 2018). It makes us realise completely how front office work, technology and staff communication and leadership combine to create the guest service. According to Johansson (2007), case studies provide much background hence they are helpful when addressing complex business processes.
The selection of Ashford International Hotel and Spa can be explained by a number of reasons. It is a 4 star hotel within the QHotels Company, thus it reflects common obstacles that hotels in the middle-income UK category experience (Ashford International Hotel and Spa, 2025). There is an abundance of public data hotel, brand papers, and reviews of guests, so an in-depth analysis can be conducted without personal data ( The QHotels Collection, 2025). Heale and Twycross (2018) indicate that case studies are particularly effective in answering how and why questions regarding recent events that researchers cannot control, which also suits this study.
[bookmark: _Toc213109551][bookmark: _Toc213112326]3.3 Secondary Data Sources and Collection
This paper relies on secondary data provided by numerous sources only. Theory and facts regarding service quality, front-office work, technology, and front office leadership can be found in academic papers. Articles published by organisations such as the American Hotel and Lodging Association (2024) and technology firms provide updated information on the state of how things work. Hotel information is provided on official websites including the Ashford International Hotel webpage and QHotels collection reports (Ashford International Hotel and Spa, 2025; The QHotels Collection, 2025). TripAdvisor (2025) and Spabreaks.com (2025) include outside opinions regarding the quality of service as guests comments.
Secondary analysis is quicker, less expensive and it provides acceptable data sets (Vartanian, 2010). It also avoids the ethical issues that may arise due to the gathering of new data (Morrow et al., 2014) and allows us to integrate the academic, industrial, and customer perspectives. However, the secondary data does not have to align itself with the research objectives (Jol and Stommel, 2016). 
[bookmark: _Toc213109552][bookmark: _Toc213112327]3.4 Data Analysis Procedures
We employed the thematic analysis to identify trends within the existing studies. Terry et al. (2017) point out that a thematic analysis is a versatile method of identifying, analysing, and interpreting patterns in qualitative data. In our research, we organised the data through our research objectives and identified recurring themes regarding front office activities, technology issues, unmet communication, and leadership practises, and applied the SERVQUAL model to synthesise these results in the context of service quality theory.
To ensure the work was reliable, we considered peer-reviewed academic articles, verified facts with multiple sources, reviewed primarily only recently published works (2020-2025), and maintained proper records of all sources. The combination of scholarly research, industry reports and guest reviews provides us with a greater confidence as it demonstrates the various ways of perception of how things really work.
[bookmark: _Toc213109553][bookmark: _Toc213112328]3.5 Ethical Considerations
This research is based on secondary information that can be found in the open. Involvement of no people was necessary hence no institutional ethical consent was required. All references are cited appropriately and no confidential or proprietary information was accessed. The approach is ethical concerning the analysis of secondary data by emphasising the necessity to document any source used and adhere to intellectual property (Morrow et al., 2014).

[bookmark: _Toc213109741][bookmark: _Toc213112329]CHAPTER 4: FINDINGS AND DISCUSSION
[bookmark: _Toc213109742][bookmark: _Toc213112330]4.1 FINDINGS
[bookmark: _Toc213109743][bookmark: _Toc213112331]4.1.1 Front Office Operations at Ashford International Hotel and Spa
Ashford International Hotel and Spa is a 4-star hotel in QHotels Collection. It consists of 179 modernised rooms and numerous facilities: ELEMIS spa, 20-metre swimming pool, fitness centre, Horizon Restaurant, Quench Bar, and a golf course of championship level (2025). There are also 18 meeting rooms at the hotel where numerous events are held. Due to this fact, the front office appears to be one of the primary locations where various groups of guests are organised (2024).
The desk at the reception manages a lot of different things simultaneously. It aids casual visitors to make reservations at the spa, business people requiring conference services and individuals attending weddings or corporate functions. To accomplish this successfully, the front office has to collaborate closely with the housekeeping, dining, the spa, golf, and maintenance staff. The hotel operates 24 hours, so the information should be transferred between shifts in a seamless way and without compromising its QHotels brand quality (2025).
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Figure 1: Review from Spabreaks (Spabreaks.com, 2025)

The TripAdvisor and Spabreaks.com reviews indicate that the majority of the visitors appreciated the reception. They continued claiming that staff were hospitable, fast respondent, and personalised. Even the reception staff were named by many of the people who left reviews which indicated a good memory (2025). Remarks concerning a warm welcome, a helpful reception team, and employees who go over and above, are consistent with what one would expect in a 4-star hotel. Compliments of employees such as Kayleigh and James indicate that employees perceive themselves as powerful, and create a strong impression (2025).
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Figure 2: Review from Spabreaks (Spabreaks.com, 2025)
There are reports of some issues during high seasons that are mostly experienced around the times when lots of guests have been booked on a large conference or even during weekends when there are lines of waiting people. Research indicates that the front desk can influence overall satisfaction by 20-40 per cent and hence efficient reception processes are very important (2024). Although the minimum level of service remains acceptable, the work putting many tasks in parallel makes the front desk not as productive as it should be, and managers should assist the hotel in remedying the situation.
[bookmark: _Toc213109744][bookmark: _Toc213112332]4.1.2 Technology Systems and Operational Efficiency
Current 4 star hotels require intricate Property Management Systems that integrate multiple aspects of their operations. At Ashford International, the PMS should not only take bookings. It also manages booking of spa, golf times, conference room reservation of 18 venues, connexions between food and beverage orders, and housekeeping (Oracle Hospitality, 2024).
Studies indicate that when installing new systems there are big problems. Hotel Tech Report (2025) indicates that it typically takes the staff over four months to become comfortable with a new system and 73% of hotels rely on face-to-face training. Due to the time required to learn, there is the probability of service slowing down as individuals familiariza themselves with the system. This issue is even more frustrating at such locations as Ashford International because employees have to master numerous components of the system.
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Figure 3: Hotel Property Management Structure (Oracle Hospitality, 2024)
Table 4.1: Common PMS Implementation Challenges in Mid-Market Hotels
	Challenge Category
	Specific Issues
	Operational Impact
	Mitigation Strategies

	Training Requirements
	4+ months to staff confidence; 73% rely on in-person training only
	Service delays during learning curve; increased error rates; staff frustration
	Comprehensive training programs; microlearning modules; ongoing support

	System Integration
	Multiple platforms requiring coordination (spa, golf, FandB, PMS)
	Data synchronization issues; manual workarounds; information gaps
	Integrated cloud platforms; API connections; real-time data sharing

	Technology Dependence
	Staff reliance on systems for basic operations
	Vulnerability to system downtime; inability to operate manually
	Backup procedures; manual operation training; redundancy systems

	Change Management
	Staff resistance to new processes and workflows
	Implementation delays; inconsistent system adoption; workarounds
	Leadership communication; staff involvement; gradual rollout

	Cost Considerations
	Implementation, training, ongoing maintenance expenses
	Budget constraints affecting upgrade timing and scope
	Phased implementation; cloud-based subscription models; ROI analysis


Source: Adapted from Hotel Tech Report (2025) and Oracle Hospitality (2024)
The application of a contemporary PMS can provide great benefits. RoomRaccoon (2024) reports that hotels that switch to new cloud-based systems become 20-30% more efficient and can improve their profit margin by 15% in 3 months alone. The benefits include less manual errors, real-time room status, automatic reports, and elimination of duplicate data entry (Hotelogix, 2025).
The time management would be even more difficult in the busy seasons where conferences come, guests of the hotel arrive to spend their holidays, commence spa treatment, and conduct golfing activities simultaneously. Certain guest reviews indicate that it gets packed during major events, but on the whole they are still favourable (TripAdvisor, 2025). According to the American Hotel and Lodging Association (2024), 76 percent of hotels are short-staffed, and this complication increases time management further.
[bookmark: _Toc213109745][bookmark: _Toc213112333]4.1.3 Staff Communication and Coordination
Good internal communication is vital to operations as it enables departments to work in harmony. There is effective communication flow between the housekeeping, front office, food and beverage, maintenance, spa management, and golf operations with the front office. The 24 hours model requires arranged procedures on how to handover shifts to ensure that service remains on (Traininghotels.com, 2025).
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Figure 4: Analyzing Communication and Coordination Issues in Hotel Operations (Self Made)
Communication issues are common and damage the operations of the hotel. As shifts are being transitioned, crucial information like guest requests, maintenance problems, or even service requirements will not always be adequately conveyed between members of staff (Hospitalityinsights.ehl.edu, 2025). This may reduce the quality of services, where the guests may request the same services repeatedly or may have to wait. This issue exacerbates at large properties whereby the front desk will have to liaise with numerous specialised departments.
The coordination issues are magnified with large events like a wedding or conference which involves multiple departments. Wedding coordination needs to harmonise the housekeeping, spa services, golf operations, and banquet services, and in some instances wedding coordination. Failure to communicate will make services appear to have broken down (Kanwar et al., 2023).
The assistance of technology-based communication systems can help. Online services that enable real-time appointing of tasks and communication between the departments reduce information loss and respond faster. The daily briefing process and standardized electronic handover enhance clarity in the operations (Traininghotels.com, 2025).
[bookmark: _Toc213109746][bookmark: _Toc213112334]4.1.4 Leadership Practices and Culture
The structure of leadership resembles the normal hotel organisation: The General Manager provides the general direction. The main areas have department heads. Work is organised by shift supervisors. Guest service is done by front-line personnel. The work should be efficient and should fulfil the culture of QHotels Collection of the perfect service and best spa facilities (Business Focus Magazine, 2024).
Visitors report that staff members appear well-adjusted and are concerned about the service. They frequently refer to employees, compliment their personality, and state that the team does something extra, which represents good leadership that creates a service-oriented culture (TripAdvisor, 2025). It is relevant as 76 percent of hotels face staffing problems, thus making it a leading concern to retain individuals who are satisfied with the hotel (American Hotel and Lodging Association, 2024).
Empowering employees is one of the most important leadership concepts that influence the service delivery. The front-line employees must have the ability to address issues immediately without involving managers. Employees are right since the problems written by guest reviews are fixed within a short period. According to SiteMinder (2024), power enables more customer-satisfying experiences with a fast decision.
The issues that confront the leaders include maintaining the same standards throughout the day and a mixed team of employees. The hotel is open 24 hours, and therefore the standards should remain the same regardless of the shift or the number of staff. Various spaces, such as spa, golf, conference, rooms, all, are to be coordinated, but maintain one culture (TheHotelGM, 2024). Hard labour markets complicate staff retention, so executives need to invest in training and rewards as well as positive workplace conditions (Canary Technologies, 2024).


[bookmark: _Toc213109747][bookmark: _Toc213112335]4.2 DISCUSSION
[bookmark: _Toc213109748][bookmark: _Toc213112336]4.2.1 SERVQUAL Framework Application
[image: Dimensions of service quality]
Figure 5: SERVQUAL Framework (UKDiss.com, 2025)
The SERVQUAL model consists of five subsections that assist us to examine the influence of reception practises upon satisfaction of the guest. This fulfils our first research objective.
Tangibles refer to the physical structures, machinery, and appearance of the staff at the hotel. According to visitors, the reception is light, modern and spacious (TripAdvisor, 2025). The contemporary design, neat personnel and well-defined technology are fitting in a 4-star hotel and make a positive impression. According to UKDiss.com (2025), tangibles indicate the quality of the service, and Ashford International performs well in this.
Reliability refers to the promise, and doing it consistently the hotel promises to do. The positive reviews indicate that the hotel makes a correct reservation, bills in the right way and provides the service to a high level which proves the reliability. However, there are some swings in showing some variation in the busier times. According to Brady and Cronin Jr (2001), higher-level service requires maintaining consistency, which is more difficult in many cases when the hotel is full.
Responsiveness is the speed with which the staff attends to the guests. Since staff are always ready to respond (Spabreaks.com, 2025), many testimonials claim they are very responsive or attentive. Being aware of the names of the staff involvement is personal service that the guests will remember the stay. However, there are reports by some of the guests who talk of long queues during rush periods, which is an indicator that responsiveness is lost under pressure. This demonstrates that capacity management is important.
Assurance is related to employees understanding what they are doing, being courteous and gaining trust. The fact that guests address staff with names and state that they are professional and good at their work indicates that the level of confidence is high. As Alhassan et al. (2024) discovered, positive impressions and affable demeanour increase the emotions of competent personnel. This is in his evidence, good training is assurance.
Empathy is regarding the act of care and focusing on oneself. The reviews discuss the aspects of early cheque in, custom tips and date event notes, demonstrating empathy. Employee recalling guest preference displays the empathy. According to Emerald Insight (2022), an effect on loyalty is made by all five SERVQUAL components, but empathy, in particular, is important to create emotional connexion that ensures guests return.
In our examination, Ashford international ranks high in the five areas with a particular strength in tangibles, assurance, and empathy. It might be made better by maintaining reliability and responsiveness even in times of high traffic. According to VIQAL (2024), the front desk has the impact on 20-40% of guest satisfaction, and we have observed the same. This demonstrates that good reception is related to guests who are happier.
[bookmark: _Toc213109749][bookmark: _Toc213112337]4.2.2 Technology as Enabler and Challenge
Technology analysis examines the operational challenges that are being faced particularly with software and time management. The results demonstrate that technology can help to do things quicker yet it also can bring some issues in case it is introduced and operated.
One of the keys to running the hotel is the Property Management Systems (PMS). According to Oracle Hospitality (2024), PMS is useful in booking, checking in and out, billing, and housekeeping. In Ashford International, the PMS should coordinate with spa booking, golf, conference schedules and food and beverages. This combination is required to facilitate co-ordination but it leaves the hotel exposed in case of system failure.
The industry research demonstrates major issues. According to Hotel Tech Report (2025) it takes four months on average to get staff confident with PMS and 73 percent require a real world training. Work is slowed down by that lengthy learning period. Hotels which require their employees to master numerous systems to cover various sections of the property make the issue worse. According to Wilson (2025), excellent operations can be made easier by technology, although, it requires a lot of training.
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Figure 6: Optimizing Technology in Hotel Operations (Self Made)
There exists a technological paradox: automation is able to make things faster but as a result of this, can take out of service certain personal touch. The four-star guests desire both the comfort of technology and the embodiment of the real people. Excessive dependence on tech takes away the capacity of the staff to resolve issues and can cause the hotel to collapse upon system failure. According to RoomRaccoon (2024), the effectiveness of modern systems is 20-30 percent more effective, but only under the condition that technologies enhance service, rather than eliminate people.
Management of time at Ashford International becomes even more difficult when they all meet conferences, leisure guests, spa visits, and golf which occur simultaneously. According to American Hotel and Lodging Association (2024) 76 percent of hotels experience staff shortages meaning fewer individuals have to work on the same position. Tech can assist when the systems are effective and are properly used by the staff.
[bookmark: _Toc213109750][bookmark: _Toc213112338]4.2.3 Communication and Leadership Foundations
The third goal examines the role of talk, leadership, and tech in shaping of experiences. Findings indicate that they all are interdependent. Leadership makes leaders communicate effectively and when technology assists them, service improves.
Better outside service is represented by good internal talk. According to Traininghotels.com (2025), clear talk is associated with achieving things collectively, reducing errors, and improving performance. Ashford International has numerous types of services (spa, golf, conference, rooms, food) which require powerful systems. When the front desk and kitchen are not able to communicate, then customers will experience issues such as missing requests or not able to repair them quickly. According to Hospitalityinsights.ehl.edu (2025), the foundation of success is to talk well, and smooth sharing of information results in a better experience directly.
A 24 hours model renders handovers difficult. Data regarding likes of the guests, maintenance, anticipational guests as well as repairs have to be communicated wholly across shifts. Kanwar et al. (2023) concluded that front office habits are similar to satisfaction, and talk is a substantial component. Unless there are digitalized handovers, service disruption and loss of info may occur.
Good leaders do make a difference. According to Wilson (2025), loyalty and success are achieved through personal service, empowered employees, and technology usage, all of which leaders influence. Ashford International has a positive culture, which in turn is reflected in the happy reviews, indicating that leaders are creating a good service culture. According to Mews (2024), when staff are allowed to make decisions at the bottom up, they have a practical role in providing great service.
Still there are problems. According to American Hotel and Lodging Association (2024), 76 percent of them face staff shortages, which makes retaining people who stay a challenge. According to TheHotelGM (2024), there are some essential skills, which are difficult to develop in a situation where workers are numerous: talk, organisation, and motivation. According to SiteMinder (2024), leaders require strategy, talk, flexibility, emotional intelligence and trust; they must continue to learn.
The combination of the tech, talk, and leaders can be observed when you take a glance at the work situation on a daily basis. Places are facilitative but require leaders to drive them and assimilate them into culture. Leaders should support staff who can act well and have good systems that are coordinating. The evidence demonstrates good work and demonstrates how it could be enhanced through the employment of clear regulations and tech to ensure improved coordination.
[bookmark: _Toc213109751][bookmark: _Toc213112339]4.2.4 Context and Limitations
This research must be applicable in the real world of 4 star hotels, and must be aware of its study constraints. Budgets are constrained and four star hotels have to balance high service expectations against mid-market prices. They must work effectively to maintain competitiveness of prices and quality of service which justifies premium over other hotels with 3 stars but affordable than those with 5 stars luxury.
This means that by being included in the QHotels Collection, Ashford international enjoys a good brand recognition and contributes towards homogenising practises within the 19 properties under the collection. However, it also implies that guests are expecting the same quality of service as they can get in other collection hotels (Business Focus Magazine, 2024). Through this brand affiliation, it is possible to share best practise, centralised training and improved vendor bargains on technology and supplies.
The research is based on secondary data, which is a limitation to analysis. According to Yin (2018), case studies offer an analytic over statistical generalisation, implying that the results presented indicate what Ashford International does, but not necessarily what other hotels do without taking other factors into consideration. The absence of internal information, personnel interviews, executive opinions, and financial indicators makes the analysis superficial and is not complete enough to describe the drivers of the findings. Guest reviews provide some idea of service perception, however, it is likely that they will be done by guests who were either very satisfied or very dissatisfied, so average experiences could be missing.
Despite these restrictions, multiple data sources (academic theory, reports of industry, information from the hotel, and reviews of guests) provide more significant results as they do not contradict each other. Application of SERVQUAL offers systematic examination of service quality. The lessons learned in the practise can be used to guide others who are in the same hotel industry and struggling with the same issues and contribute to the body of knowledge on operations in hotels and service delivery within the current 4-star hotel market that can meet technology demands, issues of staffing and changing guest expectations.


[bookmark: _Toc213110210][bookmark: _Toc213112340]Chapter 5: Conclusion and Recommendation
[bookmark: _Toc213110211][bookmark: _Toc213112341]Conclusion
[bookmark: _Toc213110212][bookmark: _Toc213112342]Overview of Findings
The paper has explored the overall effect of front office, technology systems, communication practises and leadership dynamics on the operational performance and guest satisfaction at Ashford international hotel and SpA. By combining the theoretical frameworks and secondary data, it was established that these four dimensions are strongly co-dependent that each one of them leads to the capabilities of the hotel to provide consistent and high quality of service.
The study established that front office is the centre of guest interaction, technology is the operational core, communication provides a smooth-sailing coordination and leadership is the provider of motivational and service culture. These aspects make up the guest experience together with the overall effectiveness of the hotel operation.
[bookmark: _Toc213110213][bookmark: _Toc213112343]Front Office Operations and Quality of Service
The front office is the first and the last point of contacts to the guests and strongly dictates the levels of satisfaction. According to the reception staff reviews and reports at Ashford International, the reception staff is found to be professional, warm, and responsive traits that are strongly connected to the SERVQUAL dimensions of assurance, empathy and tangibles. Guests were always able to note that personalised attention and proactive service were some of the main characteristics of their experience.
Nevertheless, the results also pointed to the operational strain in the high-demand times, like weekends and conferences. The extent of longer waiting time and lower responsiveness suggests that efficiency may decline at the busiest hours. Here is where the necessity to work with the queue management, the scheduling process, and mutual assistance of the other departments during the rush time appears. Reflecting reliable and overall quality of the service delivery is crucial to the maintenance of the front office performance when under pressure.
[bookmark: _Toc213110214][bookmark: _Toc213112344]Technology Reinforcement and Economy of Operation.
In current day hospitality, technology is a transforming element. The Property Management System (PMS) at Ashford International represents a cheque-in system that combines several other systems to include; reservation of rooms and spas, conferences and housekeeping arrangements. Such systems optimise the working process and minimise manual mistakes alongside allowing the real-time decision-making process when used appropriately.
In the study it was however found that there are usually short term difficulties associated with the use of technology. Employees also take long before they are trained to be skilled, and the failures of various systems to integrate can delay operations. The change to new software may also result into frustration and interim inefficiencies. In spite of all these, technology remains as an inseparable component of sustainable hotel management due to the long-term benefits that are further characterised by increased accuracy, transparency in operations and profitability. 
[bookmark: _Toc213110215][bookmark: _Toc213112345]Employee Communication and Organising
Operational excellence has been mostly dependent on effective internal communication especially within a 24-hour hotel setting such as Ashford international. The communication among the departments, including front office, housekeeping, food and beverage, spa, and maintenance, is a key to functioning of flawless guest experiences. Lapses in communication between shifts were discovered as one of the reasons of inconsistency in the services and dissatisfaction of the guests.
In the analysis, the standardised communications procedures including daily briefing, digital handover systems, and centralised reporting systems were noted to be important. These processes have made sure that crucial information like the likes of the guests, the nature of maintenance and special requests are not lost across the shifts or departments. 
[bookmark: _Toc213110216][bookmark: _Toc213112346]Organisational Culture and Leadership Practises
The leadership turned out to be a decisive issue in retaining the quality of service as well as employee motivation. The Ashford International leadership model created in the form of the general management and departmental heads encourages accountability and adherence to the brand values of the QHotels Collection. Empowerment of the employees especially at the front-line level has been a powerful guest satisfaction enhancer. Employees with the ability to make their unique choices are faster to react and provide guests with more personalised experiences which help establish a positive view of the brand.
However, it has tremendous challenges in leadership. Stability of standards in service in various shifts, employee staffing and the consistency of motivation levels are the topics of the continuous activity. Retention strategies are important in the hospitality industry due to various labour shortages that have been experienced in the industry. Motivation through constant investment in the development of employees, performance appreciation, and open communication with the management is required to keep the morale and reduce turnover.
[bookmark: _Toc213110217][bookmark: _Toc213112347]SERVQUAL Dimension appraisal
By using SERVQUAL model, it was found that Ashford International was very strong on tangibles, assurance, and empathy, which describe the professionalism of the employees, contemporary facilities, and customer care. Nonetheless, reliability and responsiveness were a bit lower during high-demand times and in this case this was largely caused by workload pressures and communication gaps. These dimensions can only be maintained and this is the key to improving the perceived service quality and the loyalty of the guest.
These results demonstrate that considered well-operating hotels experience the difficulties in efficiency and personalization balance. The long-term investment into personnel training, time management, and refining the process will serve to reinforce these more feeble dimensions and also make sure that the quality of services will be the same regardless of the guest.
[bookmark: _Toc213110218][bookmark: _Toc213112348]Overall Conclusion
We can see from the results that the guest satisfaction of Ashford International Hotel and Spa is the outcome of the delicate combination of the human interaction, technological effectiveness, and leadership. The front office performance predetermines the attitude of the guests, efficiency and coordination are facilitated by the use of technology and communication systems. In its turn, leadership will be able to maintain the service culture and keep the employees committed, enthusiastic, and competent.


[bookmark: _Toc213110219][bookmark: _Toc213112349]Recommendations and Practical Strategies 
[bookmark: _Toc213110220][bookmark: _Toc213112350]Improving Front Office Practises
Ashford International Hotel and Spa must focus on enhancing its front office management especially on peak seasons to ensure that service standards remain constant. Introduction of dynamic staffing schedules that are based on the occupancy forecasts and events will provide the necessary staffing levels. Waiting lines and online cheque-in machines will further decrease the organising time and help simplify the process of the guest arrival but retain the element of the personal interaction.
The flexibility and efficiency of staff during the periods of high traffic would be enhanced by cross-training the personnel of various tasks, including housekeeping organisation and event cheque-ins. The introduction of the performance dashboard and periodic audit of the service responses will aid in detecting bottlenecks, the responsiveness, and the ongoing improvement of the front office operation.
[bookmark: _Toc213110221][bookmark: _Toc213112351]Making Technology Integration more optimal
Technology is very crucial to the efficiency of operations but it needs to be handled. There should also be continuous digital training programmes on the use of Property Management System (PMS) at Ashford International instead of a one time training. Brief and practical workshops and e-learning would assist personnel in mastering different features of the system, which decreased mistakes and enhanced its confidence.
The redundancy processes and backup functions are to be developed in order to avoid the disruption of downtime. Cloud based connectivity would improve data sharing and reduce duplication since all systems would have been integrated, e.g. spa, golf, dining and housekeeping. Mobile pre-cheque-in and digital concierge technologies should also be implemented as guest-facing technology and increase convenience and enable staff to concentrate on their personalised service.
[bookmark: _Toc213110222][bookmark: _Toc213112352]Enhancing Communication and Coordination
Good communication inside the hotel is key to successful functioning. The hotel must also make communication standardised in the form of daily briefing, reporting lines, and online handover log that will facilitate the flow of information across the shifts. An accountability can also be enhanced by the help of a real-time task management system that will ensure that the departments will track the requests of the guests and make them within the required time limits.
Consistent interdepartmental communication in front office department, housekeeping, food and beverage department, and maintenance team would facilitate teamwork and problem solving. Open communication leads to building trust, decreasing errors in the practise, and strengthening the teamwork that, in turn, directly influences the service consistency.
[bookmark: _Toc213110223][bookmark: _Toc213112353]Leadership and Empowerment of employees
The leadership is involved in a conclusive role in sustaining the quality of services and the morale. Leadership development (those centred on emotional intelligence, adaptability, and motivation) should be implemented by the hotel. Such programmes will assist managers to communicate effectively, conflict resolution as well as lead different teams with confidence.
The concept of front-line empowerment must be made a part of everyday work. The determination of a decisive authority will enable the employees to make decisions without needing the managers to delay them. Morale and retention will also be enhanced through recognition programmes like performance rewards or incentives plans.
Labour shortages in the industry have become general so staff retention needs to be a priority. Career development, mentoring and work schedules would also help decrease the turnover rate and resulting lack of experienced employees who would be able to maintain the standard of services.
[bookmark: _Toc213110224][bookmark: _Toc213112354]Maintaining Quality of Services and Customer experience
Ashford International needs to remain concentrated on the 5 SERVQUAL dimensions of tangibles, reliability, responsiveness, assurance and empathy. Tangibles in this case can be enhanced by updating of facilities on a regular basis and uniform presentation of service-areas. Consistency and efficiency are serveable liabilities and responsibilities because when several individuals are in a facility, forecasting and resource allocation must be accurate and in balance.
The refreshers on customer service can be applied to increase the assurance and empathy and emphasise on communication skills and cultural awareness. Frequent gathering and evaluating of guest feedback through reviews and surveys online will enable the management to know the problems that keep happening and also monitor improvements. This process can be formalised with the help of an organised Guest Experience Committee to be in charge of accountability and keep the brand in mind.
[bookmark: _Toc213110225][bookmark: _Toc213112355]Integration and Future Perspective
Ashford international needs to be integrated with people, processes, and technology by adopting an integrated management framework in order to have long-term operational excellence. The establishment of a Service Excellence Framework through which all forms of operations, digital innovation, and employee engagement come together will keep the improvement process.
Sustainability practises, including digital record-keeping and energy-saving technologies, should also be enabled in the future strategies facing the hotel with the changing environmental standards and expectations of the guests. The partnership with hospitality training institutions also may enhance leadership development and the pipelines related to staff recruitment.
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We booked a 50 minute treatment of a back massage and full body exfoliation. The massage
therapists Chloe and Shannon were both excellent. They made us feel comfortable and relaxed
and we enjoyed it throughly. The only downside, which was not the massage therapists fault, was
we booked under the impression it was a couples session, but when it came to the massage we
were split up. There was some miscommunication between us and the staff since you need to
state on the health and safety form you fill in before your massage that you would like a duo
room. Despite this, both our massages were a great experience and we enjoyed our stay. We
would come back but call and check in with reception that we can have a duo massage room.
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There were 8 in our group and we booked spa and treatments. The treatments were good and
everybody was satisfied- a shout out to Molly who did my back massage as | felt really relaxed
afterwards. The downfall was with the facilities, there were not enough seats only about 6
loungers by the pool, the hot tub, sauna and steam room were very busy and a couple in our
group decided to come back later and when they did they were barred from entering as it was
still too busy, which was a shame as we were only there overnight and wanted to experience it
all together with our group.
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Clare 07/03/2023
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