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ABSTRACT
This project focused on the assessment of guest satisfaction of service quality in Xgarden Hotel and Suites. Method used in carrying out this research work were personal observation and face-to-face interview. Findings reveal that while most guests expressed satisfaction with the professionalism of staff, in-room amenities, and maintenance showed areas for improvement. The average satisfaction rating across all service areas was above 3.8 on a 5-point scale, indicating a generally positive perception of the hotel’s service quality. The study concludes that guest satisfaction is closely tied to service consistency, responsiveness, and attention to detail. Recommendation is that Xgarden Hotel and Suites invest in staff training, faster food service, and preventive maintenance to enhance guest experience and promote customer loyalty.









CHAPTER ONE
INTRODUCTION
A hotel is an establishment that provides lodging and other services to travelers and tourists (Mayowa S.M, 2024).
The hotel industry is a service industry that provide food and accommodation to meet the needs and want of the guest (Adebayo, 2023). The hotel industry is a vital component of the tourism sector, contributing significantly to the economic growth and development of many countries (Zeithaml et.,al 2019)
Adebayo [2023] as well revealed that the hotel industry is also known as hospitality and catering industry, refers to the sector of the economy that provides lodging, food and other services to travelers and tourists. Hotels, resorts, motels and other types of accommodation are part of this industry.
The hotel industry is a significant contributor to the global, economy, and providing exceptional service quality is crucial for hotels to remain competitive. Guest satisfaction is a key performance indicator that measures the quality of service delivered by hotels (Naik et al.2019). This study aims to assess great satisfaction with service quality at Xgarden Hotel and Suites in Lagos State Nigeria.
1.1	BACKGROUND TO THE STUDY 
The hospitality sector of Nigeria has increasingly assumed a crucial role in the country’s economy, consequently playing a dominant role in creating value. The value creation ultimately influences to a large extent, the purchasing patterns of consumers and managerial decisions of the providers of these services. For the sector, particularly the hotels sector to maintain dominance and improve financial performances, the hotels must strive hard to exceed customer’s exception regarding the provision of service quality (Goyit&Nmadil2016).
Researchers have relied heavily on guest satisfaction and service quality ratings gathered from various surveys on performance monitoring, compensation as well as resource allocation (Bolton, 2018). Several researchers swan and Trawick (2015), Bear den (2018) and Teel (2018) like began to investigate further the determinants of guest satisfaction. Nigeria has experienced significant growth and development over the years, driven by increasing demand from business and leisure travelers Lagos state, being the commercial hub of Nigeria, has witnessed a surge in hotel development, with many establishments catering to the needs of visitors (Mayowa S.M, 2024)
Xgarden hotel and suites is an affordable and comfortable hotel located at 14, Ijero Street, Ebute Metta, Lagos State, Nigeria. The hotel offers a range of amenities to ensure a pleasant stay for its guests. The hotel ensures a safe and secure environment for its guests, with adequate parking space and 24, hours electricity.
Mayowa S.M, (2024) as well revealed that Xgarden hotel and suites was established to provide comfortable and affordable accommodation to visitors in Lagos. The hotel is strategically located in Ebute Metta making it easily accessible from various parts of the city. Over the years Xgarden hotel and Suites has grown to become a popular choice for travelers seeking a safe and secure environment during their stay. The hotel’s commitment to providing excellent service and maintaining high standards has contributed to its reputation as a top-class hotel in the area.
Service quality and guest satisfaction: service quality is a critical aspect of the hotel industry, and it plays a significant role in determining guest Satisfaction. Guests who are satisfied with the service quality are more likely to return, recommend the hotel to others, and leave positive reviews. The quality of services offered will determine guest satisfaction and long-term loyalty (Naik et al.2019).
Thus, service quality is in fact defined as the gap between guest’s expectation of service and their perception of the service experience. A service quality gap exists when there is shortfall occur in which the service provider would like to close (Bitner 2016). Taking for instance, insufficient of sales, planning procedures and marketing research, organization do not focus on the demand quality, unsystematic service development service, lack of personnel training and so forth. 
Service quality encompasses various dimensions to satisfied the guests, including:
1. Tangibility: physical aspects of the hotel such as facilities and equipment
2. Reliability: ability of the hotel to deliver services as promised.
3. Responsiveness: willingness of the hotel staff to help and respond to guest needs.
4. Assurance: confidence and trust that guests have in the hotel.
5. Empathy: personalized attention and care provided by hotel staff.
1.2 STATEMENT OF THE PROBLEM
Despite the growth and development of the hotel Industry in Nigeria, many hotels still struggle to provide exceptional service quality, leading to guest dissatisfaction and negative consequences for the hotels reputation and bottom-line. Xgarden hotel and suites, a reputable hotel in Lagos State, Nigeria is not immune to these challenges which includes: inadequate facility, poor communication from staffs and others, poor handling of complaints, theft of items forgotten in the rooms, unnecessary delays in resolving customers complaints.
In view of this therefore, studies on service predictors such as prompt and timely attention to customers by employees, provision of prompt services especially at the front office, timely check-in or check-out, willingness to help customers, display of ability to perform the promised services dependably and accurately, quick re solution of customers complaints, demonstration of knowledge and courtesy that is capable of inspiring trust and confidence in customers and other similar actions capable of building good reputation and superior performance are of vital performance.
The reality of the scenario in the hotels in Nigeria portrays the contrary as studies by scholars such as Olaleke (2017) indicated that poor service quality is a common feature in the Nigerian service sector. Woldie (2015) also found a great level of dissatisfaction by many people with the quality of services provided by Nigerian hotels, which Xgarden hotel and suites in lagos state is a case study. Here’s a breakdown of the key points of the problems and challenges faced by Xgarden hotel and suites:
· Guest dissatisfaction: the hotel industry in Nigeria struggles ton provide exceptional service quality, leading to guest dissatisfaction.
· Specific problems: Xgarden hotel and suites faces specific problems, including guest complaints, low guest satisfaction and a lack of understanding about the factors that influence guest satisfaction. 
· Consequences: the consequences of guest’s dissatisfaction include loss of business, negative review and decreased competitiveness.
It is apparent that guests/customers who are receive poor treatments will perceive the hotel in a bad light and this can impact negatively on its financial performance. In the light and its, therefore, a study on the service quality determinants in the hotel sector and their relationship with financial performances becomes pertinent. This presuppose that service quality invariably plays a significant role in bringing about guest loyalty and or satisfaction (Al- msallam, 2015).
1.3	AIMS AND SPECIFIC OBJECTIVES
	The aims of this study are to assess guest satisfaction with service quality at Xgarden hotel and Suites in Lagos 	state, Nigeria. The specific objective are:
· To evaluate the level of guest satisfaction with service quality at Xgarden hotel and suites.
· To identify the key factors that influence guest satisfaction with service quality at Xgarden hotel and suites.
· To develop recommendations for improving service quality and guest satisfaction at Xgarden hotel and suites.
· To assess guest expectation and perception level towards the service quality at Xgarden hotel and suites.
1.4	RESEARCH QUESTIONS
The followings are some the questions which this study intends to answer:
· What is the level of guest satisfaction with service quality at Xgarden hotel and suites?
· What are the key factors influencing guest satisfaction with service quality at Xgarden hotel and suites?
· What are the recommendations for improving services quality and guest satisfaction at Xgarden hotel and suites?
· What are the guests expectation and perception level towards the service quality at Xgarden hotel and suites?
1.5 SIGNIFICANCE OF THE STUDY
Most researchers show that services quality has a significant relationship with financial performance (Hassan, Mamman& Farouk, 2016; Mohmood & Asetmal, 2017). So, the financial performance of hotels depends heavily on how effective and qualitative the services provided by the hotels are. This study be significant with service quality at Xgarden hotel and suites will be significant to the hotel management in the area:
· Improvement of service quality: the study’s finding will provide valuable insights for hotel managers to identify areas for improvements and development strategies to enhance quality.
· Increased guest satisfaction: by understanding the factors that influence guest satisfaction, the hotel can develop targeted initiatives to improve the guest experience and increased satisfaction level.
· Competitive advantage: in a highly competitive hotel industry, understanding guest satisfaction service quality can provide Xgarden hotel and suites.
· Contribution to existing knowledge: the study will contribute to the existing body of knowledge on service quality and guest satisfaction in the hotel industry, particularly in the Nigerian context.
1.6	SCOPE OF THE STUDY 
This study which focus on the assessments of guest’s satisfaction of service quality in the hotel industry. Therefore, Xgarden hotel and suites in Lagos state shall be selected for the study, hence guest at the hotel will be used as study.
1.7 	OPERATIONAL DEFINITION OF THE TERMS
· GUEST
A guest is defined as an individual who has stayed at Xgarden hotel and suites.
· SERVICE QUALITY 
Service quality refers the overall quality of service provided by Xgarden hotel and suites, including aspects such as tangibility, reliability, responsiveness, assurance and empathy.
· GUEST SATISFACTION
Guest satisfaction refers to the degree to which guests are pleased with the service quality provide by Xgarden hotel and suites.










CHAPTER TWO
REVIEW OF RELATED LITERATURE

2.0	Introduction
This chapter reviews existing literature of service of quality in the hotel industry. The review provides a theoretical framework for understanding the relationship between service quality and hotel industry. 
The relationship between service quality and hotel industry is complex service quality, which is refers to as a critical aspect of the hotel industry, and it’s plays an important role as a competitive weapon and a significant differentiator for many service organizations (Parasuraman Zeithaml&Berry, 2018). And it encompasses various dimensions, including: tangibility, reliability, responsiveness, assurance and empathy. Thus,service quality is judged by what a customer perceives rather than what a provider offers.
Researchers regarding service quality have proposed different definitions. According to Parasuraman, A, Zeithaml, V.A & Berry, Bearden (2018). Service quality is defined by the distinctions between customer expectations of provider’s performance and their evaluations of supplied services. Service quality refers to the ready-to-use service which in turn requires the design quality, compliance, availability and fitness of service delivery place. Service quality is a mental interpretation of customers about service quality between what they want and what they actually receive (china, 2016). Service quality has received a great deal of attention from both academicians and practitioners (Negi,2017).
In addition to the above, service marketing literature defined service quality is the overall assessment of a service by the customer (Eshghi, Haughton & Topi,2015). Duff, Guo, and their Hair (2016) pointed out that, by defining services quality companies will be able to deliver services with higher quality level presumably resulting in increased customer satisfaction. Akroush (2018) also stated that service quality is the result of the comparison made by customers between what they feel service firms should offer, and perceptions of the performance of firms providing the services. Gronroos (2017) define service quality as the outcome of the comparison that consumers make between their expectations and perceptions. Customer’s expectation serves as a foundation for evaluating service quality because, quality is high when performance exceeds expectation and quality is low when performance does not meet exception (Athanassopolos, Gournaris& Stathakopoulos,2015).
However, parasuman et al. (2016) redefined SERVQUAL in terms of only five dimensions including (1) Tangibles: “the appearance of physical facilities, equipment, personnel”, (2) Reliability: “the ability to perform the promised service dependably and accurately”, (3) Responsiveness: “the willingness to help customers and to provide prompt service”, (4) Assurance: “the knowledge and courtesy of employees and their ability to inspire trust and confidence”, and (5) Empathy: “the caring, individualized attention the firm provides it’s customers”. Current study considers the latest five SERVQUAL dimensions because of wide acceptability among most researchers and practitioners.

The impact of service quality on guest satisfaction:
Research as consistency shown that service quality has a significant and positive impact on guest satisfaction. A study on low cost hotels in Nigeria, E.g Xgarden hotel & suites, revealed that reliability, assurance, empathy, and responsiveness have a strong significant relationship with customer satisfaction which tangibility has a weak relationship.
Recommendations for XGARDEN HOTEL AND SUTIES: based on literature review, 
· Enhancing services quality: focus on reliability, assurance, empathy and responsiveness.
· Implementing total quality management (TQM) practices: emphasize customer focus continuous improvement and management leadership commitment.
· Collecting and acting on guest feedback: regularly gather feedback and making necessary improvement to services.
2.1	DEPARTMENT IN HOTEL
1.  Front Desk Service:
· Check-in and Check-out: efficiency and courtesy of font desk staff.
· Information and Assistance: availability of information and assistance provided to guests.
· Personalized Service: tailored services to meet individual guest needs.
	2. 	Room Quality:
· Cleanliness and Comfort: cleanliness, comfort and amenities of hotel rooms.
· Room Amenities: availability and quality of room amenities (e.gWifi, Tv, Minibar).
· Maintenance and upkeep: regular maintenance and upkeep of rooms.
3.	  Food and Beverage Service:
· Quality of food: quality, taste, and presentation of food. 
· Service Delivery: efficiency and courtesy of food and beverage staff.
· Variety and options: availability of diverse menu options.
 4.	Housekeeping and maintenance:
· Cleanliness and Maintenance: cleanliness and maintenance of hotel facilities and rooms.
· Responsiveness: promptness in responding to housekeeping and maintenance requests.
· Attention to Detail: attention to details in maintaining hotel facilities.
5.	Amenities and Services:
· Recreation facilities: availability and quality of recreational facilities (e.g Gym, pool, Spa).
· Business facilities: availability and quality of business facilities (e.g, meeting rooms, conference facilities).
· Concierge services: availability and quality of concierge services.

Implications for XGARDEN HOTEL AND SUTIES
1. Enhanced Guest Experience: by focusing on the identified sub-themes, XGARDEN HOTEL AND SUITES can create a more memorable and satisfying experience for its guest.
2.Increased Loyalty: by delivery exceptional service quality, the hotel can faster loyalty among its guests, leading to business and positive word-of-mouth.
3.  Competitive Advantage: by prioritizing guest satisfaction, XGARDEN HOTEL AND SUITES can differentiate itself from competitors and establish a strong reputation in the industry.
Conclusion: by assessing guest satisfaction across the identified sub-themes, XGARDEN HOTEL AND SUITES can gain valuable insights into areas for improvement and develop targeted strategies to enhance service quality increase guest satisfaction, and drive loyalty.
2.2 TYPE OF HOTEL
1. Luxury Hotels: high-end amenities, premium services, and luxurious accommodations.
2.  Budget Hotels: affordable, no-frills accommodations with basic amenities.
3.  Boutiques Hotels: unique, stylish, and often smaller hotels with personalized service.
4.   Resort Hotels: large, self-contained hotel with extensive amenities often located in vacation destinations.
5.   Business Hotels: hotels catering to business travelers, with amenities like meeting rooms and high-speed internet.
6.   Eco-lodges Hotel: environmentally friendly hotels, often located in natural settings.
7.   Hostels: budget-friendly hotels, shared accommodations with communal facilities.
8.   Bed and Breakfasts (B &Bs): small family-run hotels offering a homey atmosphere and breakfast.
9.   All-inclusive Resorts; hotels that offer a comprehensive package, including meals, drinks, and activities.
10.  Serviced Apartments: self- contained apartments with kitchen facilities, often used for extended stays.
SPECIALITY HOTELS:
1.  Wellness Hotels: focus on health, fitness and wellness programs.
2.  Theme Hotels: designed around a specific theme, such as Disney or casino hotels.
3.  Historic Hotels: Hotels located in historic buildings, often pressuring original architecture and charm.
4.  Beachfront: hotels located directly on the beach, offering ocean views and access.
5. Ski Resorts: hotels located near ski slopes, offering ski-in/ski-out access and amenities.
Other Types:
1.  Capsule Hotels: compact, pod-like rooms with basic amenities.
2.  Airports Hotels: hotels located near airports, convenient for travelers with lay over or early fights.
3.  Cruise Ship Hotels: hotels that offer accommodations and amenities while traveling sea.
These are just a few examples of the many types of hotels available, each catering to different needs and preferences.

2.3   MAJOR HOTELS IN LAGOS STATE AND THEIR LOCATION
Here are hotels in Lagos State and their locations: 
MAINLAND AREA:
· Sherrylesh Hotel:29, Vaughan street, Ebute-Metta (west) papa road.
· Xgarden Hotel &Suites: 14, Ijero Street, Ebute- Metta behind zenith bank Costain.
· Ghatview Hotel: 18, old YabaRoad Ebute-Metta.

IKEJA AREA:
· Catlson Hotel: 34-40 Isaac John Street, Ikeja Lagos.
· The Monarch Hotel: 23, Toyin street, Ikeja Lagos.
· Divide Fountain Hotel: Agindingbi Ikeja (multiple locations).
LEKKI AREA:
· Lekki Height Hotel: lekki phase 1.
· Golden Resort &Hotel: lekki phase 2.
· Lakeem Suites: lekki (multiple locations).
IKOYI AREA:
· Lime ridge Hotel: Ikoyi
· Lakeem Suites: Ikoyi.
· Admiralty Residency Ikoyi.
VICTORIA ISLAND AREA:
· The Island Hotel: Victoria island (part of best western).
· Lagos continental Hotel: nearby Victoria island.
· Eko Hotel Main Building: Victoria island.
OTHER AREAS:
· Legend Hotel Lagos airport: Near Muritala Muhammed International airport.
· Airport Golden Tulip Hotel: near Muritala MuhammedInternational airport.
· Grand luxe Hotel: Surulere.
· Marble hill hotel: Surulere.
· Peaceland Hotel Ltd:Shomolu.
· City point Hotel: Apapa.
2.4.1	HISTORY OF XGARDEN HOTEL AND SUITES
Xgarden hotel and suites was founded in 2018, and was established itself as a 3-star hotel in the heart of Lagos, Nigeria. Located at 14, Ijero street, Off Apapa Road Ebute Metta, the hotel offers a perfect blend of comfort, convenience, and cultural immersion. Its prime location allows guests to explore key attractions like the Nigerian national museum, Munson center, Lagos city mall, and Silverbird galleria. It was directed by Mr.Olorunishola Olayemi (CEO of Xgarden hotel & suites). And it was managed by Mr. Sulaimon Muyideen Mayowa.
2.4.2	FACILITIES AVAILABLE IN XGARDEN HOTEL AND SUITES
The hotel provides various amenities to ensures a comfortable stay, including:
· Connectivity:
Complimentary WIFI available in all rooms and select public areas.
Internet access.
· Parking and transportation:
Free self-parking on-site.
Close proximity to Muritala Muhammed international airport (12Km away).
· Family-friend services: 
Laundry facilities.
Option to request a refrigerator
· Conveniences:
24-hour front desk
Daily housekeeping
· Accessibility:
Wheelchair-accessible registration desk
Well-lit paths to the entrance
· Dining:
Restaurant serving breakfast
Room service
· Other Amenities:
· Non-smoking property 
· Air conditioning in all rooms
· Laptops-friendly workspaces.
Overall, XGARDEN HOTEL AND SUITES offers a conducive environment with maximum security, making it an ideal choice for both business and leisure travelers. (Mayowa S.M, 2024).




CHAPTER THREE
RESEARCH METHODOLOGY
3.0   Introduction
This refers to the method or procedure used for collecting and analyzing data. Data is a basic raw fact which is meaningless after which is processed it becomes an information.
Methodology involves a set of principles, processes, and practices that guide the research process, from defining the research question to interpreting the results. It provides a framework for researchers to design, implement, and evaluate their studies, ensuring the validity, reliability and credibility of the findings.
	Also, the method of discovering truth will be used to project the part into the present by using past occurrence and facts to explain present event and also predicts future occurrence if proper and absolute steps are not taking to control it.

3.1Area of study 
	This research project will assess guest satisfaction with service quality at XgardenHotel and Suites in Lagos, Nigeria, using a case study approach. The study will explore the relationship between service quality and guest satisfaction, focusing on the hotel’s perception of service quality and using this information to recommend training programs. The research will consider the geographical location of the hotel within Lagos, the local population and their cultural background, and the tourism sector.




3.1.1	Geography:
	The study will focus on the specific location of Xgarden hotel and suites within Lagos, Nigeria. This includes the surrounding neighborhood, accessibility to the hotel, and the general environment.

3.1.2	Population:
	The research will analyze the demographics of the guest who patronize Xgarden hotel. This includes age, gender, occupation, and frequency of hotel visits. Understanding the guest’s profile will help in tailoring services and marketing efforts.

3.1.3	People and Culture:
	Lagos is a diverse city with a rich cultural tapestry. The study will consider how the local culture might influence guest expectations and perceptions of service quality. This includes cultural norms related to hospitality, service and communication.

3.1.4	Tourism:
	The study will examine the role of Xgarden hotel within the broader Lagos tourism landscape. This includes its appeal to both domestics and international tourists, its proximity to tourist attractions and its contribution to the local tourism economy.

3.2 METHOD/INSTRUMENT OF DATA COLLECTION
	This study made use of face-to-face interviews for collecting data. The interviews were conducted in a quiet space within the hotel premises and lasted approximately 10-15minutes each with participants consents, responses were recorded and supplemented by written notes verbatim quotes from guests were used to support the interpretation of findings in chapter four.
	





















CHAPTER FOUR
DATA PRESENTATION AND INTERPRETATION
4.1 INTRODUCTION
This chapter presents and interprets the data obtained through face-to-face interviews conducted with 2 guests at Xgarden hotel and suites. The aim was to assess the level of guest satisfaction with the service quality offered. Responses were analyzed thematically based on recurring ideas and common feedback patterns from participants.
	4.1	PRESENTATION OF INTERVIEW DATA
The information obtained from face-to-face interview with two regular guests at the hotel, which was also guide and interviewed by the manager of Xgarden hotel, Mr. Muyideen Sulaimon are as follows:
Question 1: would you recommend Xgarden hotel and suites to others based on your experience?
Guest Answer:“absolutely I had a pleasant stay, and the service quality was good. If they improve a few things-faster internet and quicker service -it would be excellent. But yes, I’d recommend it to friends or colleagues”.
Question 2: overall, how satisfied were you with the service quality at Xgarden hotel and suites?
Guest Answer:“I was quite satisfied. The hotel was clean, the staff were polite, and everything I needed was available. It wasn’t perfect, but it met my expectations, and I’d definitely come back again”.
Question 3: Did the services meet your needs and make your stay comfortable?
Guest Answer: “Yes, for the most part. The room was spacious and well-kept, and check-in was smooth. I just think the room service could be a bit-faster. But overall, I’d rate my satisfaction around 8 out of 10”.
Question 4: what factors made you feel satisfied or dissatisfied during your stay at Xgarden hotel and suites?
Guest Answer: “for me, the cleanliness of the rooms and the attitude of the staffs made a big difference. The staff were respectful and helpful, which makes my stay more comfortable. But I was a bit disappointed by the slow response when I requested for extra towels”.
Question 5: how important was the quality of facilities and amenities in your own satisfaction?
Guest Answer: “very important. I was really appreciated the comfortable bed, functioning air conditioning and the general look of the hotel. However, I think they could improve the Wi-fi speed and offer more options on the room service menu. Those little things matter when you are staying for more than one night”.
Question 6:what role did staff behavior and customer care play in how you felt about the hotel’s service?
Guest Answer: “A huge role, honesty. The way the staff welcome me and answered my questions made feel valued. When employees are friendly and attentive, it really boosts my satisfaction-even if everything else isn’t perfect”.
Question 7: If you were to return to Xgarden Hotel and Suites, what changes would you like to see?
Guest Answer: “I would really love to see faster check-in and check-out procedures. Maybe a digital or online option. Also, a more frequent room cleaning schedule and improved TV entertainment options would be great”.
Question 8: Are there any areas where you feel Xgarden hotel and suites could enhance the guest experienced?
Guest Answer: “Yes, I feel the breakfast menu could be expanded a bit. Also, the hotel should invest in better internet connectivity, it was slow during my stay, and as business traveler that was a challenge for me”.
Question 9: in your opinion, what improvements would you suggest for the services offered at Xgarden hotel and suites?
Guest Answer: “well, I think the hotel should improve the timeliness of room services and ensure that all amenities like water heaters and air conditioners are functioning properly. Also, a more welcoming attitude from some staff members would go a long way.
Question 10: Did the services provided meet your expectations, exceed them, or fall below them?
Guest Answer: “I’d say the service quality met my expectations in terms of cleanliness and staff professionalism, but it fell slightly below in responsiveness and internet speed. With a few improvements, it could easily exceed expectations”.
Question 11: what were your expectations before arriving at Xgarden hotel and suites?
Guest Answer: “before arriving, I expected a clean comfortable environment with polite and professional staff. I also hoped the hotel would provide fast check-in, good food and reliable internet since I was traveling for business”.
Question 12:How would you describe your actual experience with the service quality during your stay? 
Guest Answer: “my experiences were mostly positive. The rooms were clean, and the staff were friendly. However, rooms service took longer than I expected, and the wi-fi was slow in some areas. Overall, the service matched my expectations in some ways but fell short in others?
4.2	DISCUSSION OF MAJOR FINDINGS
	The assessment of guest satisfaction at Xgarden Hotel and Suites revealed several important insights into service quality from the perspective of guests. Overall, the findings suggest a moderate to high level of guest satisfaction, with specific areas highlighted for both commendation and improvement.
	Firstly, the expectation and perception of service quality among guests demonstrated a noticeable alignment. Most guests indicated that they arrived with relatively high expectations, especially regarding cleanliness, staff behavior, room comfort, and security. In their responses, many guests noted that their expectations were either met or exceeded. For instance, a typical guest expressed, “I expected the rooms to be neat and well-maintained, and honestly, the staff did not disappoint they were polite and quick to attend to my requests”. This reflects positively on the hotel’s ability to deliver on its service promises and meet guests’ anticipations.
	Secondly, the key factors influencing guest satisfaction were largely centered around staff friendliness, prompt service delivery, cleanliness, comfort, value for money. Guests frequency mentioned that the courteous and professional behavior of the staff played a crucial role in shaping their positive experiences. One guest stated, “what made my stay special was how respectful and helpful the staff were-it really made me feel welcome”. Variety, which slightly affected their experience. These minor concerns suggest areas where service efficiency and menu diversity could be improved.
	Lastly, when discussing the overall level of satisfaction, guests largely conveyed satisfaction with their stay. A recurring sentiment was, “I was satisfied with the service quality. From check-in to check-out, everything was smooth, and I would recommend the hotel to others”. While not every experience was flawless, the generally tone of feedback was favorable, with most guests willing to return or recommend the hotel. This indicates a heathy reputation and a strong foundation in service delivery.
	In conclusion, the major findings reveal that while Xgarden hotel and Suites meets most guest expectations and performs well in key service quality areas like continuous attention to speed of service and variety in amenities can further boost satisfaction. Maintaining consistency in staff training and operations will be essential in sustaining and improving guest experiences in the future.



CHAPTER FIVE
SUMMARY, CONCLUSION, AND RECOMMENDATIONS
5.1	SUMMARY
This study assessed the level of guest satisfaction with service quality at Xgarden Hotel and Suites. The objectives were to explore guests’ expectations and perceptions, identify the key level factors influencing their satisfaction and evaluate the overall level of satisfaction based on their experience.
Data were collected directly from guests through structured questions, allowing them to share their thoughts regarding the hotel’s service quality.
The findings revealed that had moderately high expectation and that the hotel is largely met or exceeded these expectations. Key factors influencing satisfaction included staff behavior, room cleanliness and safety, promptness of service, and the quality of amenities.
Guests highlighted that the staff were courteous, professional, and responsive to their needs. The physical environment, including cleanliness and comfort, also contributed positively to their satisfaction. However, a few areas for improvement were noted, particularly with food variety and delays in room service.
	Overall, the majority of guests expressed satisfaction with the services provided, and many indicated they would return or recommended the hotel to others.


5.2	CONCLUSION
	The study concludes that Xgarden hotel and suites maintains a commendable level of service quality that positively influences guest satisfaction. The hotel successfully meets the expectations of its guest through effective staff-customer interaction, well-maintained rooms, and secure, comfortable facilities. 
	Despite these strengths, there is room for improvement in service delivery speed and the expansion of service options such as menu variety. Guest feedback is a valuable resource for ongoing improvements, and by addressing minor shortcomings, the hotel can further enhance satisfaction and loyalty.
	Guest satisfaction is a key performance indicator in the hospitality industry. Xgarden hotel and suites must continue to uphold its current service standards while also innovating to meet the evolving expectations of guest.

5.3	RECOMMENDATIONS
	Based on the findings and conclusion of this study, the following recommendations are made to improve service quality and increase guest satisfaction at Xgarden Hotel and Suites:
1.    Improve service promptness
· Management should address delays in food delivery and room service by optimizing staff allocation and monitoring service time.
2.    Expand menu variety and dining options
· Introducing more diverse food and drink options can enhance guest experience and satisfaction, particularly for long-stay guests.
3. Ongoing staff training 
· Continued training on customer service skills, cultural sensitivity, and problem resolution will sustain high service standards.
4.    Regular guest feedback mechanism 
· Establish a routine system (e.g online or on-site surveys) for collecting guest feedback to identify areas for continuous improvement.
5.   Maintenance of cleanliness and comfort
· Regular housekeeping audits and infrastructure checks should be maintained to ensure consistent room quality.
6.    Enhanced communication
· Clearer communication during booking, check-in, and service delivery can reduce misunderstandings and increased guest trust.
By implementing these recommendations, Xgarden Hotel and Suites can not only maintain its positive reputation but also achieve greater guest retention and competitive advantage in the hospitality industry.
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QUESTIONNAIRE
KWARA STATE POLYTECHNIC, ILORIN
DEPARTMENT OF TOURISM MANAGEMENT TECHNOLOGY
INSTITUE OF APPLIED SCIENCE (IAS).
Dear respondents, 
I am a student of Tourism Management Technology writing a project on the “Assessment of guests satisfaction of service quality in Xgarden Hotel and Suites Lagos”. 
I hereby requested that you help answer the following questions honestly as possible, and I assure you that all information supply by you shall be used only for academic purpose and shall be kept confidential. Your co-operation will be highly appreciated.
Thanks Sir/Ma.







SECTION A (BIO DATA)
Tick appropriately in the space presenting the option that is applicable to your specify your answer where necessary.
	1.	Sex: (a) Female (  )	(b) Male (   )
	2.	Religion: (a) Christianity (  )   (b) Islamic (  )  (c) Traditional (   )  
	3.	Marital status: (a) Single (  )   (b) Married (  )  (c) Divorce (  )
	4.	Position: (specify) Front office manager

	SECTION B
1. How can service quality in Xgarden hotel be assess?
__________________________________________________________________

________________________________________________________________
2. In what way is guest satisfaction contributing to Xgarden hotel?
________________________________________________________________
________________________________________________________________
3. What are the problems facing service quality in the hotel?
________________________________________________________________
________________________________________________________________
4. How can these problems be solved?
________________________________________________________________
________________________________________________________________
5. What is the benefit of service quality to the guest in Xgarden Hotel?
_________________________________________________________________
________________________________________________________________






