OTS Canadian Journal

Published by OTS Canadian Journal
Available at: https://journal.canadian-ots.ca

Research Article

o'fs

OTS CANADIAN JOURNAL

ISSN: 2817-1756
Vol-5, Issue-1; Janua

58

, 2026

Open Access

Linking Operational Performance to Guest Satisfaction in Hotel

Junior Academy, Ontario, Canada

Article History

Received: November, 23,2025
Revised: December, 27,2025
Accepted: January 10, 2026

5 NG
Copyright: © 2026 by the author.
Licensee OTS Canadian Journal,
Ottawa, Ontario, Canada. This article is
an open-access article distributed under
the terms and conditions of the
Creative Commons Attribution License
(CCBY 4.0)
https://creativecommons.org/licenses/by/4.0/
Doi: hitps://doi.org/10.58840/vecyc464

Management

Ava Reynolds

'Abstract:

This research investigates how managerial practices within the hotel sector
influence service performance, operational effectiveness, and guest
perceptions in a competitive hospitality environment. Employing a
qualitative research design, the study draws on semi-structured interviews
conducted with hotel executives, operational staff, and guests across three
mid-scale hotels in Erbil, Iraq. The analysis identifies several interrelated
dimensions shaping hotel success, including responsiveness to guest
needs, leadership flexibility, the strategic use of digital technologies,
workforce development, and heightened standards of hygiene and safety
in the post-pandemic context. The findings suggest that hotels achieving
higher levels of guest satisfaction and loyalty are those that emphasize
service personalization, invest in employee capability and well-being, and
leverage technology to streamline operations. Moreover, environmentally
responsible practices and ethical management were found to play an
increasingly important role in shaping customer preferences and brand
credibility. By integrating perspectives from multiple stakeholder groups,
this study enriches the hospitality management literature and provides
actionable guidance for hotel leaders seeking to improve service quality,
strengthen organizational resilience, and sustain competitive advantage in
evolving market conditions.

Keywords: Workforce management, employee engagement, service
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1. Introduction

The hotel industry is a cornerstone of the global tourism and service economy, offering lodging,
dining, and experiences to travelers worldwide. Effective hotel management plays a pivotal role
in ensuring smooth operations and delivering exceptional guest experiences. As competition
intensifies and guest expectations evolve, hotel managers are increasingly challenged to balance
cost-efficiency with high service standards. Service quality remains a critical determinant of
customer satisfaction and loyalty, with the SERVQUAL model (Parasuraman et al., 1988) and
subsequent extensions (Wilkins et al., 2007) emphasizing responsiveness, assurance, and
reliability. Operational success also hinges on the capacity of hotel firms to attract, develop, and
retain talent. Baum (2007) and Kusluvan et al. (2010) note that human resource management
directly influences employee morale, service delivery, and organizational resilience.
Technological integration, such as artificial intelligence and automated systems, has further
transformed the landscape, enhancing efficiency and improving guest experience (Ivanov &
Webster, 2017). Furthermore, sustainability practices—Ilike those surveyed by Bohdanowicz
(2006)—are becoming integral to brand reputation and guest perception.

Customer loyalty, which underpins profitability, is largely shaped by satisfaction and hotel image
(Kandampully & Suhartanto, 2000). This dynamic is reinforced by online reviews and digital
reputation (Zhang et al., 2010), making CRM tools and social media engagement vital (Chen &
Popovich, 2003; Sigala, 2018). Strategic management frameworks, as discussed by Olsen et al.
(2008) and Harrington & Ottenbacher (2011), advocate for aligning market orientation with
internal capabilities to remain competitive. Environmental certifications such as ISO 14001 are
also gaining traction as part of strategic sustainable management (Chan & Wong, 2006).
Simultaneously, newer research by Mohammad (2023) and Mahmod et al. (2024) underscores how
financial and compliance factors influence hotel governance, aligning profitability with eco-
efficiency and corporate ethics.

Emerging studies also stress the role of ethical leadership, generational values, and personality
traits in shaping workplace dynamics and service attitudes (Gursoy et al., 2013; Kim et al., 2007,
Mohammed, 2023). As customer behaviors evolve, particularly in digital and post-pandemic
environments, hotel managers must continuously innovate and adapt. The findings of this research,
grounded in both foundational theories and recent regional studies (e.g., Faraj et al., 2024; Ahmad
& Balisany, 2023), affirm that excellence in hotel management is not solely operational but
strategic, cultural, and customer-centric. Ultimately, the hotel industry’s success relies on
harmonizing people, processes, and technologies within a sustainable and guest-focused
framework.

2. Literature Review

Previous research has extensively explored the core dimensions of hotel management, especially
focusing on service quality, human resources, technology integration, and sustainability. These
domains have consistently shown to affect operational efficiency, guest satisfaction, and
competitive advantage in the hospitality sector.

Service quality and customer satisfaction are foundational pillars of effective hotel management.
The SERVQUAL model developed by Parasuraman, Zeithaml, and Berry (1988) remains one of
the most influential frameworks for assessing service quality. It identifies five key dimensions—
responsiveness, reliability, assurance, empathy, and tangibles—that shape a guest’s perception of
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service delivery. Each of these attributes plays a distinct role in forming customer expectations
and experiences. Empirical studies have confirmed that high performance across these dimensions
significantly correlates with increased guest loyalty, repeat visitation, and positive word-of-mouth
(Wilkins, Merrilees, & Herington, 2007). In competitive markets, even minor lapses in service can
lead to negative reviews and declining customer retention.

Another crucial area is human resource practices. The quality of hotel services is largely dependent
on front-line employees who directly interact with guests. Baum (2007) highlights that
recruitment, ongoing training, and motivational incentives are essential for maintaining consistent
service delivery. Kusluvan et al. (2010) further emphasize that empowered employees—those
given autonomy and recognition—demonstrate higher commitment, job satisfaction, and
customer-oriented behavior. Investing in human capital is thus not only a matter of compliance or
retention but a strategic necessity for service excellence. Furthermore, the hospitality industry's
high employee turnover makes effective HR management even more critical to ensure operational
continuity and customer satisfaction.

The rapid integration of technology into hotel operations has significantly reshaped both guest
interactions and internal processes. Ivanov and Webster (2017) note that automation
technologies—such as self-service kiosks, Al-driven concierge apps, and mobile room keys—not
only improve efficiency but also align with the evolving expectations of tech-savvy travelers.
Beyond the front desk, digital systems optimize inventory management, housekeeping schedules,
and revenue forecasting, making back-office operations more responsive and cost-effective.
However, the implementation of such technologies also requires staff training and change
management to ensure smooth adoption.

In addition to service and technology, sustainability and ethical practices have emerged as critical
concerns for modern hotel operations. Bohdanowicz (2006) conducted a comparative study of
Swedish and Polish hotels, finding that environmental initiatives—such as energy conservation,
waste reduction, and green certifications—are increasingly becoming differentiators in brand
positioning. Eco-conscious travelers often consider environmental responsibility when choosing
accommodations, making sustainability a driver of long-term competitiveness. Ethical labor
practices, including fair wages and safe working conditions, also shape a hotel’s reputation and
align with corporate social responsibility frameworks. While these themes are well-documented,
there remains a gap in the literature regarding integrated frameworks that align managerial
strategies with shifting market expectations. Most studies tend to isolate one aspect of
management—be it service quality, HR, or technology—rather than exploring how these
components interact holistically. As guest preferences continue to evolve and industry dynamics
shift, a more cohesive approach that merges operational, technological, and ethical considerations
is needed to guide sustainable hotel management.

3. Research Method

This study adopts a qualitative research approach to explore the underlying practices and
perceptions within hotel management that influence operational efficiency and customer
satisfaction. Qualitative methods are particularly suitable for this inquiry as they allow for the
collection of rich, contextual data that cannot be captured through purely quantitative instruments.
The study is designed to uncover how managerial decisions, staff behavior, and guest expectations
interact within the hospitality environment.
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To obtain in-depth insights, semi-structured interviews were conducted with three distinct
participant groups: hotel management personnel, front-line employees, and hotel guests.
Specifically, the participant pool consisted of:

e 5 hotel general managers, selected for their strategic oversight and decision-making roles;

e 10 front desk and housekeeping staff, whose day-to-day interactions with guests provide

valuable perspectives on service delivery and internal workflows;
e 15 hotel guests, representing diverse backgrounds and travel experiences, whose feedback
reflects customer expectations and satisfaction.

All participants were drawn from three mid-range hotels in Erbil, Iraq, offering a focused yet
varied snapshot of the local hospitality sector. Purposive sampling was employed to ensure that
individuals selected had direct experience with hotel operations, frontline service, or recent guest
experiences. This sampling technique is appropriate for qualitative research, particularly when the
goal is to select information-rich cases that can provide relevant and diverse insights.
Data collection occurred over a period of four weeks, with interviews conducted either in person
or via online platforms depending on participant availability. Each interview lasted between 30
to 45 minutes and followed a flexible guide that allowed for probing follow-up questions while
maintaining consistency across sessions.
Upon transcription, interview data were analyzed using thematic analysis supported by NVivo
software. This process involved coding textual data to identify recurring patterns, themes, and
subthemes related to the core areas of interest: operational practices, customer service standards,
employee empowerment, and managerial strategies. Thematic analysis enables the organization of
complex qualitative data into meaningful clusters, thereby facilitating interpretation and drawing
connections between different stakeholder perspectives. To ensure credibility and reliability, the
coding process involved peer debriefing and multiple rounds of review. Themes were cross-
validated against existing literature to ensure consistency and highlight novel findings. This
methodological approach not only ensures analytical rigor but also captures the nuanced, real-
world dynamics that shape effective hotel management practices in the Kurdistan Region.

4. Findings

Table 1. Guest-Centric Service - Detailed Analysis
Theme Participant Quote Thematic Insight
Guest-Centric | The receptionist remembered my Guests value personalization and timely responses,
Service name—it made me feel valued. which foster emotional connections and repeat visits.
Guest-Centric | They responded to my request Guests value personalization and timely responses,
Service within minutes, very impressive. which foster emotional connections and repeat visits.
Guest-Centric | It felt like the staff genuinely cared Guests value personalization and timely responses,
Service about our stay. which foster emotional connections and repeat visits.

The first table emphasizes the critical role of personalized service and responsiveness in shaping
guest satisfaction. Quotes such as “The receptionist remembered my name—it made me feel
valued” and “They responded to my request within minutes, very impressive”’ demonstrate that
guests not only expect but deeply appreciate attentive and prompt interactions. These responses
suggest that emotional connections are built through small, meaningful gestures that leave lasting
impressions. Thematic analysis reveals that personalization and rapid response times foster loyalty
and encourage repeat visits, especially in competitive mid-range markets. The importance of
empathy and individualized service, as outlined in the SERVQUAL model (Parasuraman et al.,
1988), is evident in these qualitative findings.
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Table 2. Managerial Adaptability - Detailed Analysis

Theme Participant Quote Thematic Insight
Managerial Our manager lets us make small | Empowered staff and adaptive
Adaptability decisions on the spot—it speeds | leadership enhance efficiency and guest
things up. satisfaction through swift issue
resolution.
Managerial He listens and adapts quickly Empowered staff and adaptive
Adaptability when something goes wrong. leadership enhance efficiency and guest
satisfaction through swift issue
resolution.
Managerial We’re encouraged to solve guest | Empowered staff and adaptive
Adaptability problems immediately without leadership enhance efficiency and guest
waiting for approval. satisfaction through swift issue
resolution.

This table highlights the value of flexibility and empowerment in managerial practices. Quotes
like “Our manager lets us make small decisions on the spot—it speeds things up” and “We're
encouraged to solve guest problems immediately without waiting for approval” show that
decentralized decision-making enables staff to address issues efficiently. This adaptability results
in smoother operations and greater guest satisfaction. The analysis suggests that adaptable
leadership encourages trust among employees and fosters a proactive service culture. It aligns with
literature suggesting that empowered staff are more confident and motivated (Kusluvan et al.,
2010), and that managers who can pivot quickly add resilience to the service framework.

Table 3. Technology and Innovation - Detailed Analysis

Theme Participant Quote Thematic Insight

Technology and | I loved the self-check-in Digital tools reduce friction in service

Innovation system; it saved so much delivery and align with tech-savvy guest
time. expectations.

Technology and | No need to call the front Digital tools reduce friction in service

Innovation desk—everything was on the | delivery and align with tech-savvy guest
app. expectations.

Technology and | The booking system was Digital tools reduce friction in service

Innovation seamless and easy to use. delivery and align with tech-savvy guest

expectations.

Participants’ responses in this theme reflect growing reliance on digital tools for both operational
efficiency and guest convenience. Phrases like “The booking system was seamless and easy to
use” and “No need to call the front desk—everything was on the app” highlight how automation
has redefined service interactions. Thematic insights indicate that technology integration,
particularly in check-in/check-out systems and mobile services, reduces service friction and aligns
with the expectations of digitally oriented guests. Ivanov and Webster (2017) support this,
emphasizing the efficiency and satisfaction gains that result from well-implemented service
automation.
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Table 4. Staff Training and Morale - Detailed Analysis

Theme Participant Quote Thematic Insight
Staff Training | After each training, I feel more Ongoing training and recognition
and Morale confident dealing with guests. programs are vital for building a
motivated and capable service team.
Staff Training | Our manager always Ongoing training and recognition
and Morale acknowledges good performance, | programs are vital for building a
and it motivates us. motivated and capable service team.
Staff Training | Training sessions help us feel Ongoing training and recognition
and Morale prepared for anything. programs are vital for building a
motivated and capable service team.

The table on staff development illustrates the direct link between training, morale, and service
quality. Statements such as “Training sessions help us feel prepared for anything” and “Our
manager always acknowledges good performance, and it motivates us” underscore how
investment in employee growth improves service delivery and reduces turnover. The analysis
highlights that consistent training ensures staff are equipped to handle diverse guest needs while
fostering a sense of belonging and motivation. This aligns with findings from Baum (2007) that
HR practices play a pivotal role in shaping hotel service standards.

Table 5. Cleanliness and Safety - Detailed Analysis

Theme Participant Quote Thematic Insight

Cleanliness The room was spotless, and I | Post-pandemic expectations demand visible

and Safety saw staff disinfecting hygiene practices and safety protocols, which
regularly. reassure guests.

Cleanliness They provided masks and Post-pandemic expectations demand visible

and Safety hand sanitizer at every hygiene practices and safety protocols, which
corner. reassure guests.

Cleanliness Cleanliness here is clearly a | Post-pandemic expectations demand visible

and Safety top priority. hygiene practices and safety protocols, which

reassure guests.

Post-pandemic realities have heightened the importance of hygiene and safety protocols, as
illustrated in this final table. Quotes like “The room was spotless, and I saw staff disinfecting
regularly” and “They provided masks and hand sanitizer at every corner” reflect guests’
heightened awareness and expectations. The analysis confirms that cleanliness and visible safety
measures are no longer optional—they are essential for maintaining trust and confidence. These
practices not only meet health standards but also serve as tangible indicators of a hotel’s overall
quality and professionalism.

5. Discussion

The findings of this study underscore the multifaceted nature of hotel management, revealing how
customer-centric strategies, empowered leadership, technological innovation, and sustainable
practices converge to shape operational effectiveness and guest satisfaction. The integration of
these components is essential for hospitality organizations aiming to remain competitive in an
evolving global market. Service quality emerged as a cornerstone of guest satisfaction, consistent
with the SERVQUAL model developed by Parasuraman et al. (1988), which emphasizes
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reliability, responsiveness, assurance, empathy, and tangible elements of service. Guests in the
study highlighted the value of personalized attention and timely responsiveness, supporting prior
evidence that superior service directly correlates with loyalty and word-of-mouth promotion
(Wilkins et al., 2007; Zeithaml et al., 1996). However, total service quality extends beyond front-
desk encounters—it encompasses the entire guest journey, making it imperative for hotel
management to design seamless and memorable experiences.

Human resource management plays a pivotal role in delivering this consistent service quality.
Baum (2007) argues that staff recruitment, development, and motivation are fundamental to
performance. Participants in this study emphasized the impact of ongoing training and recognition
programs on service delivery and morale. These findings resonate with Kusluvan et al. (2010),
who posit that empowered employees, particularly those trusted to resolve issues autonomously,
contribute significantly to operational agility and guest satisfaction. Yet, as Enz (2009) notes, high
turnover rates continue to be a structural challenge in the hospitality sector, necessitating more
strategic approaches to employee retention and engagement.

Technological innovation also featured prominently. As Ivanov and Webster (2017) highlight, the
adoption of automation, artificial intelligence, and mobile systems streamlines both guest
interactions and back-office functions. Study participants praised digital check-in systems, mobile
key cards, and app-based concierge services for enhancing speed and convenience. These findings
support broader literature emphasizing the need for continuous technological adaptation to meet
the expectations of tech-savvy guests (Sigala, 2018; Xie & Chen, 2014). However, as Brotherton
and Wood (2008) caution, technology should enhance rather than replace the human element,
ensuring service remains relational rather than transactional.

In addition, the growing emphasis on sustainability and ethical practices aligns with shifts in
consumer behavior. Guests now expect visible cleanliness and green practices as standard,
especially post-pandemic. Bohdanowicz (2006) and Chan and Wong (2006) highlight how eco-
friendly certifications and practices not only improve environmental outcomes but also enhance
hotel brand perception. Similarly, Mohammad (2023) and Mahmod et al. (2024) assert that
integrating eco-efficiency and ethical governance into business models improves both reputational
value and profitability, particularly in emerging markets like Iraq.

From a strategic standpoint, these findings support Olsen et al.'s (2008) view that hotel success
lies in aligning internal capabilities with external market demands. As Chathoth and Olsen (2003)
suggest, a strategic orientation that integrates service quality, human capital, technology, and
sustainability allows hotel firms to respond more effectively to market turbulence and consumer
trends. Overall, this study contributes to the growing body of hospitality research by offering an
integrated perspective on hotel management. It highlights that sustainable success in this industry
is not reliant on a single operational strength, but rather the intersection of multiple, interdependent
domains. Future research should explore how these factors interact quantitatively and across varied
hotel classifications and geographic contexts.

6. Conclusion

This study has explored the key dimensions of hotel management that significantly influence
operational success and guest satisfaction. The findings underscore the importance of a holistic
approach that integrates service quality, human resource practices, technological innovation, and
sustainability. Personalized service and responsiveness remain at the heart of the guest experience,
reaffirming the enduring relevance of the SERVQUAL framework in modern hospitality contexts.
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At the same time, empowered employees, supported through training and recognition, play a
crucial role in ensuring consistent service delivery and organizational adaptability.

Technological advancements, particularly in automation and digital guest services, have enhanced
efficiency and convenience, aligning with evolving guest expectations. However, these
innovations must complement rather than replace human interaction to preserve the relational
aspect of hospitality. Furthermore, in a post-pandemic world, cleanliness and safety have become
fundamental priorities, while environmental sustainability and ethical business practices are
increasingly shaping consumer choices and brand loyalty.

The study also highlights the need for integrated strategic frameworks that align internal
capabilities—such as staff empowerment and digital infrastructure—with external demands like
customer preferences and sustainability standards. As the hospitality industry continues to face
dynamic market conditions and rising competition, hotel managers must adopt flexible, data-
informed, and people-centric strategies to sustain growth and relevance. In conclusion, effective
hotel management requires more than operational efficiency; it demands strategic foresight, ethical
leadership, and an unwavering commitment to guest-centered excellence. Future research should
further investigate how these dimensions interact in different cultural and economic contexts and
explore the long-term impact of emerging trends such as Al, ESG compliance, and generational
workforce shifts.
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