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Executive Summary 
Today, the global hospitality and tourism sectors are characterised by the use of advanced information technology and digital media for promotional purposes. These factors have made enormous contributions to the growth and development of these industries. However, the success of these sectors depends on the application of effective leadership for the integration of various resources and functions. Digitalisation and smart features are two of the core strengths of the Premier Inn chain of hotels. This case study analysis is focused on the Premier Inn hotel in Chichester in the United Kingdom. Despite the technological advantages enjoyed by the hotel, its business is plagued by issues related to service quality and pricing. Through an application of case study research supported by a critical literature review and personal reflections, this report seeks to address the problems faced by Premier Inn, Chichester. The insights gained from this case study have been used to offer practical recommendations for Premier Inn in Chichester. 
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Premier Inn located in the old city of Chichester in West Sussex, London features several attractive features including leisurely attractions, the latest amenities and proximity to local attractions. Some of such key attractions include Chichester Cathedral, Goodwood Racecourse, and the South Downs National Park. Premier Inn represents one of the largest chains of hotels in the United Kingdom with more than 800 hotels in the country including the facility at Chichester (Premier Inn, 2024). All hotels owned by Premier Inn are fully digitalised involving booking facilities, smart rooms and some general amenities based on information technology. However, the Premier Inn at Chichester faces some issues related to leadership, costs and quality of service. The hotel looks to incorporate new models of management practices including the development of Agile teams. The management of the hotel is providing training to its staff on Agile processes as well the working with advanced applications of information technology (Premier Inn, 2024). The use of digital technology can help Premiere Inn, Chichester address the problems associated with leadership, pricing and service quality. 
[bookmark: _Toc167903548]Aims and Objectives
This case study analysis of Premier Inn in Chichester aims to explore how the integration of effective leadership with the application of digital technology can improve performance and service quality at the hotel. Accordingly, the research is based on the following objectives: 
i. To critically analyse the role of effective leadership in leveraging the potential of digital technology to improve performance and service quality in the hospitality and tourism industries 
ii. To apply the insights gained from the research on leadership and technology in the hospitality sector for addressing the existing problems faced by Premier Inn, Chichester
iii. To offer practical recommendations for the hotel based on the findings of the research
The structure of this report involves the sequential presentation of sections on literature review, research methodology, case study discussion and reflective account followed by conclusion and recommendations.  
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[bookmark: _Toc167903550]Social media and digital technology in the hospitality industry
Existing research on the hospitality industry and information technology showcases the role of digitalisation in improving various facets of business and service quality. For instance, social media is used effectively by several hotel businesses for marketing and delivery of different types of services. According to Narayanan (2022), social media and digital technology play a pivotal role in shaping customer experience in the hotel industry. This generally translates to high customer satisfaction. Today customers are not only more comfortable with technology but also more receptive to change. Thus, current market trends reflect the demand for higher standards of service quality based on the advanced application of information technology. Information technology represents a strategic tool for better market analysis aimed at attracting and converting leads.
There is also evidence in academic literature and industry reports supporting the role of digital technology in enhancing customer satisfaction in the hotel industry. Jayawardena et al., (2023) explain how hotels are increasingly relying on real-time customer intelligence to optimise business opportunities and implement strategies in response to technological and social challenges. As customers are becoming increasingly technology savvy, hotels use digital technology to engage with customers and offer enhanced experiences. As a holistic approach to business development, the adoption of digital technology is gaining traction in all sectors including the hotel industry. Several experts believe that the lack of technology acceptance results in the failure of digital transformation. While effective adaptation of digital technology can bring success, apprehensions centred around disruptive innovation pose significant challenges. 
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The introduction of digital technology in the hotel industry indeed poses several challenges for hotel businesses. Firstly, the adoption of disruptive technology generates apprehension in the workforce based on the fear of losing jobs due to skill obsolescence. Some other issues associated with the use of information technology in the hotel industry concern threats to cyber security and the privacy of customers. Although information technology in the hospitality industry has transformed the way services are provided and improved guest experiences, it also poses considerable threats to cyber security (Shabani and Munir, 2020). The use of information technology in the hospitality industry often requires the collection of customer information involving the risks of data breaches and information loss. To mitigate these risks, hotels must monitor their computer networks for various security threats. As the hospitality industry is a consumer-centric business, consumer loyalty and trust are paramount. To increase revenue and retain public trust most hotel businesses conceal the data breaches and cyber-attacks against their digital systems (Shabani and Munir, 2020). In this context, the importance of training and awareness of digitalisation in the hospitality industry can be better understood. Hotel businesses should look to equip their existing employees with the skills necessary for working with digital technology and devices. Similarly, awareness of the threats to cyber security as well as data privacy is necessary for attracting customers and the smooth functioning of hotel businesses. 
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Today IT-enabled services including self-service based on digital technology are used by hotel businesses to attract customers. These two forms of technology represent the transformational role played by digital technology in the hospitality and tourism sector. In the context of the hotel industry, IT-enabled services refer to all amenities and processes based on information technology. The integration of the concept of self-service with the advanced application of information technology has been a major success in the hotel industry. Most customers nowadays look for technology and devices which allow them to reduce their dependence on hotel staff. Facilities based on self-service not only increase customer satisfaction but enhance their trust in hotel brands (Kaushik et al., 2015). As the competition in the hospitality and leisure industry continues to increase, customers expect personalised services. This also reflects the transformation in service perception among the customers. Information technology has a key role to play in the context of changing customer perceptions and expectations. Piccoli et al., (2017) believe that the application of digital technology can considerably help hotel businesses to enhance customer satisfaction resulting in better performance. 
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Information technology has gained recognition as one of the key factors driving change in the hotel industry. Many hotel businesses rely on IT to survive in today’s corporate world defined by globalisation, competition, customer empowerment, and changing client expectations. Although investments related to IT constitute a significant percentage of a hotel’s budget such investments do not always yield expected returns. There is also a considerable dearth of studies on the correlation between the application of technology and hotel performance. Many hotels continue to be labour-intensive and lack task orientation in the delivery of services. Industry reports have highlighted how hotel businesses can optimise technological resources to improve labour productivity and performance. Employee productivity can be enhanced by lowering labour costs without any comprises on performance or service quality. From this perspective, the implications of labour productivity resemble those of operational productivity in terms of higher profitability. Accordingly, IT-enabled services such as kiosks and online check-in allow to serve customers faster with fewer employees. The productivity of the workforce can thus increase with the aid of digital technology. From this perspective, manual work must be replaced with automation and digitalisation. Melián-González and Bulchand-Gidumal, (2016) have emphasised the role of such transformation in creating ample opportunities to improve service quality and meet clients' expectations in the hospitality industry. 
The impact of online reviews on hotel booking decisions has attracted the attention of professionals, entrepreneurs and researchers across the world. Information technology facilitates two-way interactions between hotel brands and customers which has a positive impact on marketing and sales. Hotel services and amenities can be better promoted using the Internet rather than print or electronic media. The potential of commercial multimedia messages is much more than traditional channels of marketing. Social media marketing allows hotel businesses to study the profiles of customers and offer personalised services. Digitalisation has already demonstrated its impact on productivity, job satisfaction, service quality and innovation in the hotel industry. Leveraging the potential of the internet and digital media hotels can gain sustainable competitive advantage. The increasing competition in the hotel industry explains why information technology is a critical factor responsible for sustainable competitive advantage Competitiveness in the hospitality sector depends on digital marketing strategies based on two-way communication with various customers and other stakeholders (Jaremen, 2016). 
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The critical review of existing literature in this case study indicates a dearth of research Examining the outcomes of integrating leadership with technology for better performance and service quality in the hospitality industry. This research intends to address this research gap within the specific context of Premier Inn, Chichester as well as the wider context of the hospitality and tourism sectors. 
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This case study on the role of effective leadership and application of advanced technology in enhancing performance in the hospitality sector can be characterised as qualitative research. However, this case study analysis of Premier Inn in Chichester is based on primary as well as secondary data. Accordingly, the research is based on observations made during a placement experience at Premier Inn, Chichester. 
Personal observations from a placement experience at Premier Inn in Chichester represent the primary data used in this case study analysis. This primary data has been analysed by applying the technique of reflection based on a combined use of explorative and descriptive research designs. Secondary sources of data in this case study analysis have been obtained from existing literature and the company website of Premier Inn. Apart from the literature review section, secondary sources have been extensively used in the section on case study discussion and theme exploration. Both primary and secondary data used in this research are qualitative. Apart from a focus on subjective factors, qualitative research also allows a detailed and in-depth analysis of the research problem (Mohajan, 2018; Aspers and Corte, 2019; Savin-Baden and Major, 2023). Human factors, cultural considerations and environmental influences are some of the subjective variables examined through qualitative research. Numerical data or statistical descriptions do not always reflect underlying themes or issues in a study. The examination of non-quantifiable data to identify subjective factors continues to be the greatest advantage of qualitative research (Nassaji, 2020; Graue, 2015). In case study research, qualitative methods are applied to collect information and draw inferences on a particular organisation, individual or event (Schoch, 2020). The overall benefits of case study analysis and qualitative research justify the methodology chosen for this research on Premier Inn in Chichester.  
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According to Puyt, Lie, and Wilderom (2023), the SWOT Analysis is effective in understanding the strengths and weaknesses of a firm. Moreover, the external threats and opportunities can also be evaluated using the specific tool. Premier Inn is one of the largest hotel brands in the UK and it operates in different regions of the country providing customers with a comfortable stay (Premier Inn, 2024). The SWOT Analysis would highlight the external factors affecting the business and even its internal aspects.
Strengths: The most prominent aspect of Premier Inn is that the company has a huge brand equity across the UK and it provides facilities for both business and leisure tourists. The hotel further provides affordable accommodations for its guests and intends to follow a competitive pricing strategy in the market. The hotel has a rating of 4.1 on Google, which indicates that the customers visiting the place are satisfied with the service and quality of the rooms (Google, 2024). Furthermore, the reviews of Premier Inn on different websites and social media sites indicate that the customers are satisfied with the consistent quality of services provided by the staff of the place. The hotel further offers a range of facilities for its guests like Free Wi-F services, restaurants, rooms designated for families, and many technological features that drive the experience of the guests (Tripadvisor, 2024a). Finally, the ability of the hotel to constantly interact with customers, attain feedback, and implement the same within its business model indicates the ability of the firm to ensure its empowerment and attain a competitive edge over rivals in the industry.
Weaknesses: The most prominent weakness of the brand is the limited luxury services and amenities provided by the hotel when compared to large-scale hotels in the area such as Harbour Hotel, East Walls Hotel, etc. Moreover, all the hotels of the brand are uniform and hence, travellers seeking diverse experiences like eco-friendly hotels would not be attracted to the brand. The hotel also has a limited capacity of guests and hence, it would prevent the firm from accommodating guests during peak seasons and also host events for a larger group of people. Furthermore, the parking space of the hotel is also small and it can be a drawback for the firm in targeting and attracting customers who generally travel by car (Tripadvisor, 2024b). Finally, although Premier Inn is a multinational brand, the staff of the brand are not trained efficiently, and hence, the company has faced criticism for poor services in the past. These negative aspects of the brand can affect its reputation and sustainability in the market of the UK.
Opportunities: The main opportunity for the Premier Inn would be the growing emphasis on tourism in the UK. Moreover, Chichester being a historical city attracts many foreign tourists to the region, and hence, it increases the propensity of the hotel to attract larger customer groups (Britain Express, 2024). The company can further engage with local businesses and create collaborative packages for the guests that would drive them towards staying in the hotel. The company has invested in smart rooms and can further invest in them in the future. Furthermore, expanding the hotel and providing promotional offers during seasons like the holidays would allow the hotel to drive the interests of foreigners as well as local tourists towards the accommodation.
Threats: Competition is one of the major threats for Premier Inn in Chichester as there is the presence of several lodging and hotel options in the area. Furthermore, Airbnb listings and boutique hospitality areas further provide diversity to the guests at low prices and hence, create competition. Also, the economic downturn since the emergence of the COVID-19 pandemic has created challenges for the hospitality industry to meet safety protocols and also attract customers by lowering its accommodation rates (Rakha, et al., 2021). Furthermore, regulations in the hotel industry of the UK are subjected to constant changes and it can affect the growth prospects of the hotel in the competitive marketplace.
Figure 1: Premier Inn Hotel
[image: Plans for a new hotel and restaurant in Chichester submitted]
(Source: Pole, 2022)
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As opined by Çitilci and Akbalık (2020), PESTEL Analysis is a concept that is used to identify the external and macro environment factors affecting a business in the competitive market. As per the theory, numerous external market factors affecting Premier Inn Hotel in Chichester will be analysed and conclusions will be derived on whether these factors create threats or opportunities for the business.
Political Factors: The effect of Brexit created a negative impact on the hotel industry of Britain. Brexit led to an increase in operational costs of the firms influencing the ability of hotels to provide value services to their guests (French, 2018). However, the initiative of the UK government to introduce policies supporting tourism and collaboration with local initiatives to preserve cultural and historical locations in Chichester is an opportunity for the Premier Inn Hotel to expand its business prospects.
Economic Factors: The GDP of the UK has experienced a 4.3% change over the past year and increased by 0.6% in the first quarter of 2024 (ONS, 2024). This indicates the stability of the economy, which would provide more opportunities for the hospitality industry with increased guests and tourism in the area. However, labour costs within the industry have risen considerably over the past few decades. Also, increasing inflation rates further creates issues by increasing the cost of operations and resource accumulation aspects of the hotels, ultimately affecting their ability to provide discounts and offers to clients. In addition, fluctuation in the global exchange rate leading to weaker sterling value can also create challenges for the hotel.
Social Factors: The rising trends of leisure travel, solo travel, and business trips would create an opportunity for the hospitality sector (Holloway & Humphreys, 2022). Moreover, Chichester and its rich heritage can further attract tourists to the region.
Technological Factors: Most of the hotels within Chichester, including Premier Inn hotel have adopted digital booking methods through mobile applications and other payment systems to increase flexibility for customers. Moreover, the hotel has a positive rating of 4.1 on Google and these reviews can create a positive image of the brand in the minds of consumers. However, although Premier Inn has incorporated smart technologies in the hotel it is less when compared to its rivals who have incorporated technologies such as keyless entry to rooms, and smart lighting services to enhance the experience of the guests.
Environmental Factors: The adoption of sustainability practices like conversation of water, energy-efficient lighting, etc. can create opportunities for the hospitality firms in the UK and also enhance their reputation. Moreover, building disaster management strategies and measures for overcoming climate change are factors that create opportunities for the firm to attract customer attention. Furthermore, the ability of the hospitality firms to abide by the regulations of the local government would lead to support and ultimately allow them to achieve sustainability in the competitive industry.
Legal Factors: The firms in the hospitality industry of the UK need to adhere to safety laws, labour laws, and other data protection laws. The inability of firms to maintain compliance with these regulations can lead to lawsuits and further create a bad reputation. Henceforth, implementing unethical measures for revenue generation would be a strategy that the firms including Premier Inn should resist while operating in the market of the UK. 
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According to Adom, Nyarko, and Som (2016), competitor analysis refers to the strategies used by an organisation to distinguish its products from rivals in the industry. Competitors analysis allows a company to identify the areas in which it can differentiate its products from its main rivals and hence, gain adequate customer appreciation for the same (Hatzijordanou, Bohn & Terzidis, 2019). The main competitors of Premier Inn in Chichester are Goodwood Hotels, Harbour Hotel, and Travelodge. These entities compete with one another based on the price and quality of services provided to the customers. Henceforth, the main objective of Premier Inn and its competitors is to create value for its offerings. The comparison aspect of using price vs quality allows the hotels to ensure consistency of their operations, provide effective customer services, and create value by offering amenities like free laundry services, Wi-Fi services, family rooms, etc. Moreover, it makes the industry highly competitive and appeals to a larger consumer base. On the other hand, in case the firms are considering pricing aspects for their firms, it resists luxury aspects. Therefore, none of the competitors of Premier Inn like Goodwood Hotel, Harbour Hotel, and Travelodge successfully attract high-end customers as they provide uniformity of services to their guests while considering the personalisation aspects of individuals. Henceforth, considering the price vs quality aspect, a competitor analysis can be conducted between Premier Inn and its rivals in the market of Chichester.
Table 1: Competitor Analysis
	Competitors
	Price
	Quality

	Travelodge
	The prices offered by Travelodge are lower than its competitor, Premier Inn. Henceforth, the entity can attract price-sensitive customers to the firm.
	Travelodge offers essential amenities and services to its clients. The company also offers a segment of accommodations known as “Super rooms”, which offer upgraded room experiences for guests including armchairs, full-length mirrors, and attractive furnishing (Travelodge, 2024). These offerings successfully attract high-end customers allowing the company to gain a competitive edge over Premier Inn. However, the rating of Travelodge is 3.8 in Google Services indicating that the service quality of Premier Inn is better than its rival.

	Goodwood Hotels
	The prices of Goodwood Hotels are higher than Premier Inn and hence, the company can target a larger customer base. One issue of this pricing strategy is that the firm fails to attract budget travellers and hence, Premier Inn can focus on attracting those individuals with discounts and offers.
	The service quality of Goodwood Hotels is at par with its pricing strategy as the company offers luxurious and unique accommodations along with several facilities like sporting places, spas, and options for fine dining. Therefore, the brand can easily attract customers who are seeking a memorable and diverse stay experience. 

	Harbour Hotels
	The prices of Harbour Hotel are high when compared to Premier Inn because it is positioned as a boutique hotel and offers extensive offerings for its customers (Sussex Express, 2016). 
	The company focuses on high quality and appointed rooms and personalisation aspects of customers. Also, providing a luxurious experience to customers ultimately helps in attracting their demand and ultimately helping gain their loyalty.


(Source: Author’s creation)
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Hotel businesses must identify consumer perceptions to meet their expectations and satisfy them. According to Ghandour et al., (2015), quality of services is a key factor determining success through customer retention in the hospitality sector. The relationship between customer retention and service quality assumes greater significance from this perspective. Service quality allows a hotel to differentiate itself from rivals. Furthermore, service quality fosters a unique offering in the minds of customers. Service quality helps hotel businesses win long-term customer loyalty. This enhances profitability and market share leading to a sustainable competitive advantage for a hotel. Accessible and convenient services are key to attracting and converting leads in the highly competitive hospitality sector. Social media can be effectively used by a hotel business to promote service quality to enhance its reputation and brand image. 
Today, hotel businesses are using a host of tools and technologies associated with digital marketing. Other than social media marketing, hotel businesses also rely on email marketing, search engine optimisation, mobile advertising and influencer marketing as some of the other forms of digital advertisement. Accordingly, different strategies for the application of digital marketing are formulated by businesses in the hospitality sector. The use of social media in marketing allows hotel businesses to reach out to a wider customer segment and analyse consumer behaviour. Advanced tools of data analytics facilitate accurate evaluation of consumer behaviour and the effectiveness of digital marketing strategies. Two-way communication with customers on social media enhances the quality of customer engagement. Hotel businesses have also started to leverage the potential of virtual communities such as Facebook groups for electronic word-of-mouth marketing. Similar to other industries, the hospitality sector is also witnessing A shift of focus from celebrity to influencer marketing. User-generated content in the form of posts, shares, blogs, reviews and ratings is one of the key strengths of social media marketing. According to Floričić (2019), the superior quality of engagement, the credibility of opinions and the global reach of the Internet explain the increasing popularity of E-promotion in the hospitality and tourism sector. 
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The growth trajectory of the hospitality sector has been supported by different types of technology Over the years, the hotel industry has experienced considerable transformation of services and operations. In this context, the application of self-service technologies represents a significant trend in the hospitality sector. Such technology diminishes the requirement for the direct services of hotel staff while the guests are staying at a hotel. Giousmpasoglou and Hua (2020) list Automatic teller machines, self-service payment kiosks, checkouts based on self-scanning and self-accessible hotel facilities as some common examples of self-service technology applicable in the hotel industry. The management of in-room entertainment in smart rooms is an example of self-service based on Industry 4.0 technologies. Such technological advancements allow self-service technologies to be accessed through online platforms and applications on mobile devices. The use of self-service technologies during check-ins, and check-outs saves customers' time and increases their control over the different services and amenities offered at a hotel.  Nevertheless, the promotion and application of the concept of self-service in the hotel industry also involve some challenges. Many customers have strong preferences for social interactions and personalised services involving hotel staff (Giousmpasoglou and Hua, 2020). They may feel uncomfortable without face-to-face communication and lack of assistance from the hotel staff.  Older guests may especially avoid hotels which rely on self-service technologies. The higher costs of such technology and their maintenance inhibit many hotels from adopting self-service technology. 
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Evidently, the efficient delivery of personalised services in the hospitality industry also depends on the effective use of information technology. Today, several hotel businesses are using Industry 4.0 technologies including artificial intelligence, machine learning, Internet of Things and other smart applications to provide personalised services to customers. The delivery of personalised services based on smart solutions and self-service technologies has registered a profound impact on the hospitality and tourism sectors. According to Nandwani and Bhatnagar (2023), the advanced application of digital technology is a key driver of growth and development in the hotel industry. Digital technology has also transformed customer experience in the hospitality sector. Nevertheless, the smooth integration of industry 4.0 technologies in the hospitality sector also depends on efficient management practices (Shamim et al., 2017).
The experiential and fluid characteristics of the tourism and hospitality sectors require businesses to address consumer needs through highly personalised service and engagement. Consumers’ personal choices and environmental factors are the basis of contextual information required for value creation in real-time. Hotel brands can differentiate themselves from their rivals in a highly competitive industry through the co-creation of value based on unique customer experiences. The advent of social media and other aspects of digital technology has transformed conventional marketing into new ways of reaching customers. Based on a better understanding of consumer behaviour, hotel businesses have enhanced the speed and agility of service delivery. Social media allows customers to directly communicate with hotel businesses based on the co-creation of personalised experiences. WhatsApp, Facebook Messenger, X and email newsletters are some of the key channels used by hotels to directly communicate with customers and offer personalised experiences (Buhalis and Sinarta, 2019). Social media has huge potential for real-time interactions and the creation of value for customers based on personalisation. The successful use of social media for real-time marketing depends on personalised communication with the targeted customer segments and collaboration with influencers with large followership. Personalised services help hotel businesses win the trust and loyalty of customers. Personalised interactions with customers also facilitate data mining useful in studying consumer behaviour and identifying the latest trends in the market. This is the basis of personalised services. Digital technology including social media and mobile applications is playing a pivotal role in helping hotel businesses deliver personalised services based on analysis of contextual data (Buhalis and Sinarta, 2019). 
Various functions, operations and services in the hospitality and tourism sectors have witnessed profound transformation due to digitalisation (Ristova, and Dimitrov, 2019). Personalisation of services and the emergence of the concept of self-service can be highlighted as the two most notable contributions of digital technology in the hospitality industry. Digital technology has not only transformed consumer decision-making in the hospitality industry, but hotels are also able to better address their problems through its application. However, the introduction of Industry 4.0 technologies such as artificial intelligence, smart features and the Internet of Things has also resulted in a disruptive impact on the hotel industry. Apart from apprehensions related to loss of employment, Digital technology also poses threats to cyber security and data privacy of customers (Mercan et al., 2020). Some customers also find it highly difficult to adapt to the concept of self-service. 
On many occasions, such processes jeopardise data privacy for customers and increase the threat of cybercrimes in the hospitality and tourism sectors. Nevertheless, in the hospitality and tourism industries, there is a broad consensus among experts on the contributions of information technology to the development of customer-centricity (Stankov and Gretzel, 2020). Personalisation and self-service based on digital technology allow hotel businesses to considerably enhance customer satisfaction resulting in brand loyalty in a wider customer base. The collection of relevant data and its accurate analysis are key to personalisation as well as self-service in the hotel industry. Through such processes, hotel businesses are able to create value for the customers resulting in more conversion of leads. Several studies in existing literature demonstrate how digital technology especially social media, considerably influences hotel booking decisions. But, the effective use of information technology for personalisation and self-service depends on an understanding of the customer’s perspective and context. Hospitality and tourism businesses which focus on contextual factors emerge successful in creating value for the customers and enhancing profitability. According to Volchek (2020), brand loyalty in the hospitality sector is a composite outcome of customer satisfaction and value co-creation with different stakeholders, including the customers. In this context, two-way communication between hotel brands and customers along with exchanges among customers on social media continue to play a significant role in value co-creation. 
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The modern-day customer in the hospitality and tourism industry is highly dependent on information technology for self-services and online hotel bookings. Consumer behaviour in the era of Industry 4.0 and digital marketing is completely different from earlier trends. Hospitality and tourism businesses are compelled to adopt digital technology in response to the needs and choices of modern-day customers (Osei et al., 2020). In his research, Volchek (2020), has defined customer value in terms of comfort, convenience, aesthetic appeal, service quality, cost-effectiveness, security and meaningful engagement. The profound impact of Industry 4.0 technologies in multiple ways on the hospitality sector has led to the coinage of the term ‘Hospitality Revolution 4.0 (Osei et al., 2020).’ This reflects the transformative role played by artificial intelligence, the Internet of Things and other smart technologies in improving service delivery and customer engagement in the hospitality industry. Today, various forms of artificial intelligence including voice assistants have significantly enhanced convenience and clarity for customers in the hospitality sector (Buhalis and Moldavska, 2022). Most of the leading brands in the hotel industry depend on information technology for providing all forms of customer services from check-in to check-out. Even the processes of booking and follow-services are fully digitalised in the leading hotels of the world. Smart rooms enabled with different forms of industry 4.0 technologies and internet connectivity play a decisive role in influencing consumer bookings in the hospitality sector. The role of digital technology in analysing consumer behaviour, and identifying market trends and promotional activities cannot be overlooked either. 
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The role of effective leadership in improving the performance of hotel businesses signifies the final theme of this research. Here it is important to note that Premier Inn at Chichester is also facing leadership issues along with challenges in the delivery of quality services at present. According to existing literature on business management, effective leadership is key to the smooth functioning of all aspects of a business. In an organisation, the leadership can control all operations and functions from the highest level in the organisational hierarchy. Leaders not only motivate the workforce but also ensure the optimum utilisation of other resources, including technology and capital. Experts on leadership and management have explored various styles of leadership in the context of the hospitality industry. A review of existing research highlights transformational leadership, authentic leadership and servant leadership as some of the effective leadership styles in the hotel industry (Chon and Zoltan, 2019; Bavik, 2020; Liang et al., 2017). Apart from generating trust among the employees, authentic leadership is especially related to their emotional labour (Wang and Xie, 2020). The implementation of Advanced disruptive technologies and new concepts such as self-service involves Innovation based on creative decision-making. Slåtten and Mehmetoglu, (2015) have highlighted the central role played by the leadership of an organisation in promoting innovation and creativity. 
Superior performance is usually equated with a leader’s prioritisation of job satisfaction among employees, especially in customer service contexts (Huertas-Valdivia et al., 2019). Effective management and leadership styles can thus significantly contribute towards achieving employee empowerment and job satisfaction in service industries including the hospitality sector. Various leadership theories based on a more participatory approach have emerged in recent decades. Especially in the context of today’s hotel industry, servant leadership, authentic leadership and transformational leadership have emerged as promising approaches to creating genuine service value in the hospitality sector (Huertas-Valdivia et al., 2022). Existing research on the hospitality industry highlights different priorities for frontline and director-level leaders. While frontline leaders are more concerned with getting tasks done by their immediate subordinates, director-level leaders have to also deal with the external environment (Shum et al., 2018). However, the ability to effectively engage with employees is a core competency for leaders at all levels of the organisational hierarchy (Rescalvo-Martin et al., 2022). 
The case analysis of Premiere Inn, Chichester reveals the adoption and implementation of digital technology as the core strengths of the business. Premier Inn at Chichester also intends to complement advanced technology with new management techniques including agile methods. In pursuit of this objective, the hotel also provides training to its employees. However, Premier Inn Chichester is facing issues related to leadership, pricing and service quality at present. The issue of service quality can be addressed with better application of digital technology and effective leadership. Similarly, the leadership of Premier Inn Chichester has to play a key role in formulating an effective pricing strategy. Evidently, optimisation of organisational resources especially information technology based on effective leadership can resolve the existing problems of the hotel. An improvement in management practices based on agile methods and training of the workforce will also help Premier Inn’s leadership resolve the issues related to pricing and service quality. 
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In this section, I will present my reflections on the placement experience I had at Premier Inn at Chichester. Firstly, I will discuss my overall impressions of the hotel in terms of its amenities, services and management. In this context, I would like to highlight how an advanced application of digital technology supports all functions and services at Premiere Inn, Chichester. As per my observations, the smart features of all types of rooms at the hotel serve as key attractions for customers. Today’s smart rooms have emerged as an attractive feature in the hospitality industry in different parts of the world. The concept of smart rooms has evolved along with the development of smart cities based on IT infrastructure and a wide network of Internet connectivity including the remote areas of a country (Petrevska et al., 2016). Artificial intelligence tools are predominantly used in the hospitality industry along with robotic features as well in some cases (Gupta et al., 2022). Leading hotels in different parts of the world leverage the advantages of interoperability and interconnectivity from smart technologies (Buhalis and Leung, 2018). Smart technologies also allow hotel businesses to provide self-service features along with personalised services to their customers (Neuhofer et al., 2015). However, experts in the hospitality industry emphasise the need for diffusion and assimilation of smart technology beyond merely adopting them (Stylos et al., 2021). This assertion may help explain why Premier Inn in Chichester is facing issues with service quality, despite the implementation of advanced digital technology. The emergence of Smart Hospitality is based on an equal consideration of the perspectives of all stakeholders (Leung, 2019). Premier Inn Chichester may benefit from such an inclusive approach to the integration of digital technology with customer services. 
During my placement at Premier Inn, Chichester I got acquainted with a couple of managers and also had the opportunity to interact with several customers. My experience of working with the managers and staff at the hotel allowed me to learn about the successes as well as challenges experienced by the business. Similarly, the conversations with guests revealed some positive as well as negative aspects of the hotel. Here, I would like to mention how the managers were inclined to promote the strengths of Premier Inn while concealing its weaknesses in their interactions with me. It was quite natural for the representatives of the management of the hotel business to emphasise the strengths of the business and underplay the issues plaguing the business. Nevertheless, I used all my experience in communication to obtain information on the current problems faced by Premier Inn, Chichester. 
I learned from the managers, that a focus on the adoption and operationalisation of digital technology had somewhat resulted in a neglect of the human resource and marketing functions at Premier Inn in Chichester. While adopting and implementing various features of information technology, the leadership of Premier Inn in Chichester failed to address the issues related to pricing and service quality. My conversation with the managers and some guests at Premier Inn in Chichester convinced me about the key role played by digital technology in the success of the hotel in Chichester. The managers as well as the guests were appreciative about the various IT-enabled services at Premier Inn Chichester, including the system for online booking. In the global hospitality sector, Industry 4.0 technologies with smart features have played a key role in the innovation and personalisation of services. However, such technologies also result in a disruptive impact on various hotel businesses (Buhalis et al., 2019; Ivanov, 2019). In this context, artificial intelligence, robotics, and self-service technologies can be listed as the most disruptive forms of innovation in the hospitality industry (Kuo et al., 2017; Bowen and Morosan, 2018; Li et al., 2021). These facts highlight the importance of effective integration and assimilation of advanced information technology from the perspective of service efficiency and quality in the hospitality & tourism industries. 
Some customers appeared highly disappointed and frustrated with various aspects of room service and housekeeping. These customers mentioned that they had pointed out such issues in their feedback but were not impressed with the responsiveness of Premier Inn’s management. However, the managers were confident that the training in agile management should have a positive influence on the resolution of the issues highlighted by the customers. The current body of knowledge on the hospitality industry also offers evidence showcasing the role of agile management in the effective integration of digital technology (Buhalis et al., 2023). Agile management practices make it easier for hotel businesses to effectively use data analytics and the various features of smart technologies (Stylos et al., 2021). The increasing popularity of agile management in the hospitality sector has led to the coinage of the term ‘agile destination (Au-Yeung et al., 2022).’
During my placement at Premier Inn in Chichester, I was mainly engaged in the restaurant in Premier Inn. Along with the passage of time, I developed a friendship with the head chef and learnt many new recipes and gained some insights into the art of presentation. I discovered that the quality of food and beverages at Premier Inn, Chichester was quite good. The staff working in the restaurant were also highly professional in terms of their behaviour and interactions. 
I believe the leadership and senior management at Premier Inn in Chichester should adopt a holistic approach to the current issues faced by the business. Based on my observations, I would attribute the challenges faced by Premier Inn in Chichester to the lack of a balanced perspective on the different aspects of the hotel's functioning. Existing research showcases the role of effective implementation of modern styles of leadership, such as authentic leadership and servant leadership in improving service quality (Qiu et al., 2019; Qiu et al., 2020). Effective leadership can have a trickle-down effect on frontline employees resulting in better services (Ling et al., 2016). In this way, effective leadership can ultimately generate considerable customer satisfaction (Ali et al., 2021). 
The leadership of the hotel must pay attention to its marketing strategy to dissolve the pricing issues Similarly, it is imperative for Premier Inn to improve service quality, especially in the room service and housekeeping departments. In this direction, Premier Inn can leverage the advantage of digital technology with an additional emphasis on human resources management. Premier Inn, Chichester should consider training programmes for employees in all departments similar to the ongoing sessions on agile management. I believe the solution to the problems of Premier Inn, Chichester lies in a functional integration of digital technology, service efficiency and human resource management. I already had a cursory discussion on these issues with some of the managers at Premier Inn in Chichester. Different solutions and ideas in this context will be further discussed in the following section of this report.
[bookmark: _Toc167903567]Conclusions and Recommendations 
Today, the global tourism and hospitality sectors enjoy the advantages of advanced technology superior marketing practices and more effective promotion through social media. Nevertheless, hotel and tourism businesses in different countries are also facing various types of challenges. It is imperative for professionals, entrepreneurs, as well as researchers to interpret the advantages as well as challenges in the hospitality sector within the environmental context. Due to these reasons, SWOT and PESTEL frameworks have been used with competitive analysis in this case study on Premiere Inn, Chichester. Case study analysis is a qualitative research method in which various techniques including descriptive design and reflections can be applied (Bibri, 2020; Gu and Warren, 2017). A researcher can use primary as well as secondary data while conducting case study analysis. Accordingly, primary data based on observations during a placement experience at Premier Inn, Chichester were analysed in this case study. In this research, secondary data has been collected from academic literature and industrial sources. Hence reliable websites have been also consulted, along with academic publications in this case study. The various themes identified from a critical review of existing literature in this case study signify the importance of integrating leadership with technology for improving service quality and performance in the hospitality industry. The case study discussion as well as the section on theme exploration also corroborates this imperative in the hospitality and tourism sectors. The discussion in the reflective section also supports the narrative on the role of effective leadership in integrating services and operations for better performance in the hospitality industry. 
A comprehensive review of the facts discussed in all sections of this report highlights brand image and digital technology as the core strengths of Premier Inn in Chichester. On the other hand, luxury features, sustainable services and amenities for transportation have been identified as the areas requiring further improvement by the hotel at Chichester. The advantages, challenges and environmental factors identified from the case study discussion can be related directly to the central theme of this case study. The leadership of Premier Inn, Chichester has a key role to play in formulating an effective marketing strategy to further strengthen the brand image of the organisation. Similarly, the intervention of the leadership of the organisation is imperative to enhance the pricing competitiveness of accommodation and other charges at Premier Inn, Chichester. Digital technology as a core competency should also support the marketing function of Premier Inn in implementing effective strategies with a focus on social media marketing. The potential of social media marketing in terms of its reach and impact on customers can be used to highlight the attractions and strengths of Premier Inn in Chichester. The hotel can also try differentiation in its marketing strategy to apply separate promotional techniques for customers looking for luxury services. The application of a differentiated marketing strategy will allow the hotels to attract customers with varying preferences, needs and tastes. Today, sustainable business practices and services are considered important in the hospitality and tourism industries as well Legrand et al., 2022; Jones et al., 2016; Yusoff et al., 2020). This assertion can be attributed to the considerable impact of hotel businesses on the natural environment, local communities and other groups in society. Further stability in the polity and economy of the United Kingdom will help hotel and tourism businesses in the country to improve their performance The popularity of travel and tourism in British society is also a great advantage for businesses in the hospitality industry. The advanced state of technological development, especially information technology in the UK represents another conducive factor for hotel businesses in the country. However, a hotel such as Premier Inn, Chichester must also ensure strict compliance with all the laws and regulations in the British hospitality industry. The hotel must also improve the transportation facilities offered to the customers. All the advantages, challenges and recommendations for Premier Inn, Chichester can be directly equated with leadership effectiveness, application of technology and service quality in the hotel industry. Implementation of new management techniques such as agile methods should result in the improvement of all services and functions at Premier Inn. The business should especially focus on improving its marketing strategy as well as facilities related to housekeeping and room service. In essence, Premier Inn, Chichester needs a holistic approach to leadership and management of resources without neglecting specific issues in different functions.   
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