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[bookmark: _Toc213687729]Assessment Brief Introduction

This assessment focuses on the innovation strategy and digital readiness of the International Hotel in Derby a mid-sized independent hotel located in the East Midlands. To conduct a thorough analysis, it is crucial to gather secondary data, including recent annual reports, industry insights from sources like Euromonitor, financial statements, competitor analysis, and performance metrics. This information will help evaluate the hotel's current performance, strategic direction, and potential for innovation. The assessment will utilize theoretical models such as the Innovation Ambition Matrix and Customer Journey Mapping to first examine the hotel's existing capabilities and customer experience in Part 1. In Part 2, it will suggest a digitally driven transformation initiative aimed at improving the customer journey, addressing significant challenges, and creating new value for the hotel. The International Hotel in Derby is an independent mid-range establishment situated conveniently near the city centre, featuring 62 rooms, a restaurant, a bar, and conference facilities. Its strategic location, in proximity to the train station, local attractions, and the M1 motorway, makes it an attractive choice for both business and leisure travellers. However, the hotel is increasingly challenged by competition from larger hotel chains and online platforms like Premier Inn and Airbnb, which provide modern digital experiences and loyalty programs. To maintain its competitive edge, the International Hotel must focus on modernizing its operations and enhancing the customer experience. This report will assess the hotel's current standing through key business frameworks and recommend a digital transformation strategy designed to boost guest satisfaction, increase operational efficiency, and solidify its long-term market position.










[bookmark: _Toc211456105][bookmark: _Toc213687730]Part 1 📊 Innovation Ambition Matrix – International Hotel Derby


Personalized Room Upgrades
VIP Loyalty Program
Tailored Packages & Experiences
Personalized Communication & Engagement
Wellness & Fitness Add-ons
Smart Room & Tech Upgrades
Family & Group-Oriented Enhancements
Local Experience Partnerships
Cultural & Community Immersion
Integrated Digital Experience
Luxury & Experiential Overhaul

Events & Weddings
Corporate & MICE (Meetings, Incentives, Conferences, Exhibitions)
Wellness & Medical Tourism
Domestic Luxury Travelers
Families or Multigenerational Travelers
International Long-Stay Guests
Immersive Themed Stays
Personalized AI Concierge
Lifestyle-Oriented Stays
Digital & Smart Transformation
Customer Experience Expansion
Leverage Core Strengths
Incremental Revenue

Personalized AI Concierge
Lifestyle-Oriented Stays
Digital & Smart Transformation
Accommodation
Hospitality Services
Food & Beverage
Basic Guest Experience


























	🔍 Analysis

✅ Core Innovation (Focus Area – 70%)
The focus of innovation seems to be on making small improvements rather than big changes. This includes upgrading rooms, enhancing amenities, and improving customer service. Additionally, there are efforts to update the online booking process through platforms like Booking.com or the hotel’s own website. Seasonal price adjustments are also made to stay competitive. These are typical strategies used to keep a business relevant in a competitive hospitality market like Derby.

⚠️ Adjacent Innovation (Moderate – 20%)
 Hosting events like weddings and conferences could attract more visitors. Additionally, creating package deals that include stays along with trips to nearby attractions, such as the Peak District, might appeal to tourists. Offering loyalty programs could also encourage repeat business. If these ideas are not already being used, they could be low-risk ways to expand and grow the business.

❌ Transformational Innovation (Minimal – 10% or less)
International Hotel Derby does not appear to be involved in any significant transformational innovations, such as tech-driven smart rooms, AI-based concierge services, or efforts toward environmental sustainability like aiming for net-zero emissions. This lack of innovation is understandable given the hotel's independent status and focus on the local market. However, it may also mean missing out on a chance to stand out from competitors.







[bookmark: _Toc213687731]🏨 Customer Journey Map – Family Segment (International Hotel Derby)
	
Journey Stage   

	Key Touchpoints
	Family Pain Points
	Family Gains (Positive Experiences)
	Digital Innovation Opportunities
	Theoretical Justification

	1. Awareness & Consideration
	Social media ads, family travel blogs, TripAdvisor, hotel website
	- Hard to find family-oriented info (e.g., family rooms, kid-friendly amenities)
- Confusing comparisons on booking platforms
	+ Seeing family-friendly content and reviews
+ Easy-to-access website visuals of rooms and facilities
	- AI-driven content personalization (show family offers)
- Virtual 360° family room tours
- Family influencer collaborations
	Lemon & Verhoef (2016): The customer journey starts in the pre-purchase phase — consistent, personalized communication builds trust and shapes expectations.

	2. Booking & Pre-Arrival
	Hotel 
website, mobile app, booking confirmation emails
	


Complicated booking forms for multiple guests
- Unclear child policies or extra-bed costs
- Delays in response to special requests
	+ Simple online booking with child options
+ Fast response for extra needs (cribs, adjoining rooms)
	- AI chatbots for 24/7 booking queries
- Predictive analytics for tailored family packages
- Integrated WhatsApp communication
	Digital CX research: Automation and conversational AI enhance responsiveness and reduce friction (Verhoef et al., 2021).

	3. Arrival & Check-In
	Reception desk, parking area, lobby
	- Long check-in lines after travel
- Lack of clear signage or family priority service
	+ Friendly staff welcoming kids
+ Smooth digital check-in via mobile app
	- Mobile self-check-in kiosks
- Geo-fenced app notifications (“Welcome back, Smith Family!”)
- Real-time room readiness updates
	Lemon & Verhoef (2016): Seamless transitions between digital and physical touchpoints increase satisfaction and emotional connection.

	4. Stay Experience
	Room facilities, restaurant, kids’ play area, housekeeping
	- Limited kids’ menu or play facilities
- Noise issues or lack of privacy
- Inconsistent Wi-Fi
	+ Comfortable, clean family rooms
+ Child-safe amenities
+ Friendly, attentive staff
	- IoT-enabled smart rooms (temperature, entertainment)
- Mobile room-service ordering
- AR-based local exploration app for families
	Digital transformation literature: IoT and AR can deepen experiential engagement and create memorable stays (Buhalis & Sinarta, 2019).

	5. Check-Out & post-stay
	Front desk, email survey, loyalty program
	- Manual, time-consuming check-out
- No incentives for return visits
- Slow feedback process
	+ Express check-out
+ Rewards or discounts for repeat stays
	- Automated billing & express digital check-out
- CRM-driven personalized follow-up offers
- Mobile loyalty app with family perks
	Lemon & Verhoef (2016): Post-purchase experiences influence long-term loyalty; digital engagement strengthens retention.








[bookmark: _Toc213687732]🏨 Part 2 – Digital Transformation Initiative Blueprint
[bookmark: _Toc213687733]🎯 Objective
To improve the experience for families staying at the International Hotel Derby, we aim to tackle issues like slow service, a lack of personalized attention, and disconnected digital services. By creating a smart and unified digital system, we hope to boost customer satisfaction, make operations run more smoothly, and strengthen brand loyalty.

[bookmark: _Toc213687734]🔍 Step 1: Identify the Core Problem
Key Challenges Identified in Part 1 (Family Customer Journey Map):
	Stage
	Pain Points
	Underlying Issues

	Awareness & Consideration
	Families struggle to find family-oriented information online.
	Outdated digital presence, lack of personalized marketing.

	Booking & Pre-Arrival
	Complex booking processes and unclear family policies.
	Poor UX design and limited automation.

	Arrival & Check-In
	Long waiting times and limited communication channels.
	Manual processes and disconnected systems.

	Stay Experience
	Limited child-friendly amenities and inconsistent service response.
	Lack of real-time service personalization and engagement tools.

	Check-Out & Post-Stay
	Slow check-out and weak follow-up engagement.
	Absence of integrated loyalty or CRM systems.





[bookmark: _Toc213687735]🤖 Step 2: Develop a Digital Solution
[bookmark: _Toc213687736]Proposed Solution: SmartStay Family Experience Platform
Core Concept:
A digitally integrated ecosystem combining AI, IoT, and mobile app technology to deliver a personalized, seamless, and data-driven guest experience for families.
	Technology
	Application
	Value Creation

	AI Chatbot Concierge
	24/7 multilingual assistant via app or WhatsApp to manage bookings, room requests, and local tips.
	Reduces response time, improves accessibility.

	IoT Smart Rooms
	App-controlled room lighting, temperature, and entertainment with family-friendly safety settings.
	Enhances comfort and autonomy.

	Mobile Integration
	Unified app for booking, check-in/out, payments, and family activity guides.
	Simplifies interactions and reduces manual touchpoints.

	Data Analytics Dashboard
	Tracks guest preferences and feedback to improve personalization.
	Informs future service enhancements and marketing.





[bookmark: _Toc213687737]🏢 Step 3: Integrate into the Business Model
[bookmark: _Toc213687738]Integration Points
	Business Function
	Integration Method
	Benefit

	Operations
	Connect AI concierge and IoT data to property management systems (PMS).
	Real-time room status updates and maintenance efficiency.

	Marketing & Sales
	Use analytics to tailor promotions for returning family guests.
	Increases conversion and repeat bookings.

	Customer Relationship Management (CRM)
	Merge loyalty and service data into one digital profile.
	Enables hyper-personalized offers and family engagement.

	Human Resources
	Train staff to use digital tools for faster problem resolution.
	Empowers employees and enhances service delivery.

	

	
	

	



	
	


[bookmark: _Toc213687739]🗺️ Step 4: Updated Customer Journey (Post-Digital Innovation)
	Stage
	Enhanced Touchpoints
	Improved Experience
	Digital Impact

	Awareness & Consideration
	AI-personalized ads, virtual room tours
	Families easily find relevant information
	Stronger digital visibility

	Booking & Pre-Arrival
	SmartStay app with instant booking, chatbot assistance
	Seamless, transparent, and flexible booking
	Automated personalization

	Arrival & Check-In
	Mobile check-in, digital key via app
	No queueing, instant room access
	Frictionless service

	Stay Experience
	IoT-controlled family room, AR city guide for kids
	Memorable, interactive, tech-enhanced stay
	Co-created experiences

	Check-Out & Post-Stay
	Express check-out, loyalty app with family rewards
	Fast departure, continued engagement
	Sustained customer loyalty




[bookmark: _Toc213687740]🏨 Before vs After Digital Transformation – Family Customer Journey
	Customer Journey Stage
	Before Digital Transformation
	After Digital Transformation (SmartStay Initiative)
	Key Improvement / Value Gain

	1. Awareness & Consideration
	• Families struggle to find family-relevant content online.
• Website lacks personalization or visuals of family amenities.
• Inconsistent messaging across platforms.



	• AI-driven marketing shows tailored family offers.
• Virtual room tours and family package videos on website.
• Unified brand image across channels.
	🎯 Improved visibility and engagement through personalized digital touchpoints (Lemon & Verhoef, 2016: omnichannel consistency builds trust).

	2. Booking & Pre-Arrival
	• Complex and time-consuming booking for multiple guests.
• Lack of transparency about child policies and extra costs.
• Delayed confirmation or responses to inquiries.





	• SmartStay app enables quick booking and automatic room customization.
• AI chatbot provides instant confirmation and answers.
• Personalized pre-arrival recommendations (kids’ meals, local events).
	⚙️ Enhanced ease, speed, and personalization through automation and predictive analytics.

	3. Arrival & Check-In
	• Long queues at reception.
• Manual paperwork for family registration.
• Staff overwhelmed during peak times.







	• Mobile check-in via app and digital room key.
• Geo-fenced notification welcomes families upon arrival.
• Front desk freed to handle special needs guests.
	🚀 Reduced friction and waiting time — improved emotional first impression.

	4. Stay Experience
	• Limited child-friendly entertainment.
• Generic services not tailored to family needs.
• Poor Wi-Fi and inconsistent housekeeping communication.




	• IoT-controlled smart rooms (voice commands, safety settings).
• AR Family Explorer app offers gamified local tours.
• Mobile service requests and instant feedback options.








	🌟 Immersive, personalized, tech-enhanced stay — families co-create their experience (Buhalis & Sinarta, 2019).




👨‍👩‍👧‍👦 Key Consumer & Industry Trends & Data – Family Travel Focus

1️⃣ Growth of Family & Multi-Generational Travel
Family travel is a significant segment of the leisure travel market, accounting for nearly 40% of all trips worldwide, according to Euromonitor's 2025 report. The trend of multi-generational travel, where parents, children, and grandparents embark on journeys together, is experiencing a notable increase of 15% annually, fuelled by a growing desire for shared experiences among family members. In the UK, families are increasingly opting for domestic "staycations" and short-haul trips to Europe, prioritizing these options for their value and convenience.

2️⃣ Experience-Driven, Emotionally Engaging Travel

[bookmark: _Toc213687547][bookmark: _Toc213687741] Families are increasingly prioritizing interactive and educational experiences for their children during travel. According to a 2024 Euromonitor report, 67% of family travellers believe that creating memorable experiences is more important than luxury accommodations. Hotels that incorporate gamified or augmented reality activities tend to enjoy higher levels of guest satisfaction and increased rates of repeat bookings.
[bookmark: _Toc213687742]3️⃣ Digital Convenience & Connected Experiences
[bookmark: _Toc213687549][bookmark: _Toc213687743]A significant 80% of parents utilize smartphones for trip planning and management, highlighting the growing trend of digital convenience in family travel (Phocuswright, 2025). Families increasingly favour mobile check-in and check-out, chatbot support, and digital itineraries, all of which enhance their travel experience. Furthermore, hotels that offer integrated applications have reported service response times that are 30% faster, leading to improved guest satisfaction (Deloitte, 2023).




[bookmark: _Toc213687744]4️⃣ Value for Money & Loyalty Programs
[bookmark: _Toc213687551][bookmark: _Toc213687745]Family travellers prioritize value, with 32% actively searching for packages and promotions, while 25% participate in loyalty programs to secure savings (RSM UK, 2025). Offering flexible cancellation policies, bundled family deals, and clear cost transparency fosters trust and enhances the overall travel experience.
[bookmark: _Toc213687746]5️⃣ Safety, Sustainability & Well-Being
[bookmark: _Toc213687553][bookmark: _Toc213687747]Safety, sustainability, and well-being have become paramount concerns for parents in the post-pandemic landscape. A significant 72% of families now Favor hotels that boast sustainability certifications or implement green practices, according to Euromonitor's 2025 report. Additionally, wellness offerings such as nutritious menus, mindfulness activities for children, and outdoor experiences are increasingly appreciated, reflecting a growing emphasis on holistic health and environmental responsibility in family travel.



[bookmark: _Toc213687748]⚖️ Key Impacts & Challenges – International Hotel Derby (Family Segment)
[bookmark: _Toc213687555][bookmark: _Toc213687749]1.The International Hotel Derby is experiencing a significant rise in family travel demand, which presents both opportunities and challenges. As more families seek accommodations, competition among hotels catering to this demographic intensifies. Families now have heightened expectations for flexible room layouts, all-inclusive pricing, and amenities designed for children. In response to these challenges, the hotel can implement Smart Stay Family Packages that integrate lodging, dining, and engaging activities. Additionally, leveraging AI-driven personalization will allow the hotel to better anticipate and meet the specific needs of families, such as providing baby equipment and ensuring the availability of adjoining rooms.
[bookmark: _Toc213687750]The shift towards digital and mobile experiences has created new challenges for the hospitality industry, as guests now demand seamless, mobile-first interactions throughout their journey, from booking to check-out. The absence of integrated digital systems can lead to fragmented experiences and missed revenue opportunities. To address this, implementing a SmartStay mobile app that features digital check-in/out, in-room controls, and family itinerary tools is essential. Additionally, training staff to utilize integrated CRM systems will ensure a unified approach to guest data and enhance personalized service delivery.

[bookmark: _Toc213687751]2. Value-conscious consumers, particularly families, are increasingly sensitive to pricing and often compare offers online, which can lead to potential booking losses to more affordable competitors. While discounts may attract guests, they can also undermine profitability if not aligned with perceived value. A strategic response involves introducing dynamic pricing and loyalty programs through the app, as well as offering bundled value experiences, such as local attractions and meal plans, to enhance the overall perceived worth of the stay.

[bookmark: _Toc213687752]3. The demand for personalization and unique experiences is growing, with families seeking tailored recommendations rather than generic services. However, manual personalization can be labour-intensive and inconsistent. To meet this expectation, leveraging AI and data analytics can facilitate the delivery of customized room settings, activity suggestions, and dining options. Additionally, implementing an AR Family Explorer can create engaging and memorable interactive experiences for guests.

[bookmark: _Toc213687753]4. As sustainability and wellness become increasingly important to parents, there is a clear preference for hotels that showcase eco-conscious practices and a commitment to health. Addressing this challenge requires a strategic focus on integrating sustainable initiatives and wellness programs into the guest experience, thereby aligning with the values of modern families.

[bookmark: _Toc213687754]5. The hospitality industry is currently facing significant operational pressures and labour shortages, which complicate the maintenance of service quality amidst escalating costs. The reliance on manual processes for check-ins, service requests, and guest management is placing a considerable strain on available resources. To address these challenges, it is essential to implement automation and self-service solutions, such as AI chatbots and app-based requests, which can help sustain service standards. Additionally, reallocating staff to focus on personal guest interactions rather than administrative duties can enhance the overall guest experience.
[bookmark: _Toc213687755]6.  In the increasingly competitive UK market, hotels are increasingly targeting family and leisure segments, making it crucial for brands to differentiate themselves. The prevalence of price wars and online comparisons has diminished brand loyalty, necessitating a strategic response. Positioning International Hotel Derby as a technology-driven, family-oriented brand can effectively capture this market. By leveraging storytelling, loyalty programs, and engaging digital experiences, the hotel can foster emotional connections with guests that extend beyond mere pricing considerations.



[bookmark: _Toc213687756]📊 Measuring Success & Business Impact – SmartStay Family Experience
[bookmark: _Toc213687757]1️⃣ Key Performance Indicators (KPIs)
	KPI
	Description
	Target / Expected Impact

	Customer Satisfaction Score (CSAT)
	Measures overall guest satisfaction post-stay via surveys or app ratings.
	Target: ≥90% satisfaction for family stays. Improvement expected through personalized services, seamless check-in/out, and family-friendly digital tools.

	Net Promoter Score (NPS)
	Indicates likelihood of guests recommending the hotel to others.
	Target: NPS ≥ 70. AI personalization, IoT smart rooms, and AR experiences encourage positive word-of-mouth.

	Operational Efficiency Metrics
	Measures staff workload, service processing times, and cost savings.
	Reduction in check-in/out processing time by 40%; 25% lower staff workload through automation (chatbots, mobile self-check-in).

	Revenue Impact
	Tracks upselling, cross-selling, repeat bookings, and loyalty program engagement.
	15% increase in family package bookings; 10% increase in repeat family stays due to loyalty rewards and personalized offers.






[bookmark: _Toc213687758]2️⃣ Alignment with Business Goals
Hotel Goals:
1. Enhance Guest Experience – By addressing family-specific pain points across the journey.
2. Improve Operational Efficiency – Through automation, AI, and integrated digital systems.
3. Increase Revenue and Loyalty – By personalized upselling, loyalty rewards, and engaging experiences.
4. Strengthen Brand Competitiveness – Position as a digitally advanced, family-friendly hotel in Derby.
Alignment Explanation:
· CSAT & NPS directly measure the success of guest satisfaction initiatives.
· Operational Efficiency KPIs ensure staff time is optimized, costs are reduced, and service quality is consistent.
· Revenue Metrics demonstrate tangible business value from upselling, repeat bookings, and loyalty engagement.
[bookmark: _Toc213687759]3️⃣ Enhancing Competitiveness
The SmartStay Family Experience initiative creates differentiation in a competitive hospitality market by:
· Offering personalized, tech-enabled experiences for families.
· Reducing friction across touchpoints (booking, check-in, stay, check-out).
· Enabling data-driven marketing and service improvement.
· Strengthening brand perception as innovative, responsive, and family-oriented.


📘 Supporting Research:
· Lemon & Verhoef (2016): Customer experience management is key to loyalty and competitive advantage.
· Verhoef et al. (2021): Integrating digital and physical touchpoints increases value perception and differentiation.


[bookmark: _Toc213687760]	Conclusion
Innovation Approach Recap
The International Hotel Derby has started a new digital journey focused on families. They are using a customer-cantered approach that is guided by the Innovation Ambition Matrix and research on customer experiences, as discussed by Lemon and Verhoef in 2016.
1. The innovation approach focuses on a customer-centric foundation, starting with a thorough mapping of the family customer journey. This process highlighted issues like long wait times, a lack of personalization, and disconnected digital experiences. Improvements were noted in areas such as easy booking, loyalty rewards, and engaging family activities.
2. The SmartStay Family Experience Platform serves as a digital transformation blueprint, utilizing AI, IoT, mobile apps, and augmented reality to tackle the identified challenges. These digital tools enhance operations, tailor experiences, and keep families engaged before, during, and after their stay.
3. By integrating operational, marketing, and CRM systems, the initiative promotes efficiency and data-driven decisions, ensuring consistent service. This alignment with business goals aims to boost guest satisfaction, improve operational efficiency, increase revenue, and enhance competitiveness.
4. The success of this initiative will be tracked through metrics like customer satisfaction (CSAT), net promoter score (NPS), operational efficiency, and revenue impact, fostering ongoing improvement and accountability.
5. Ultimately, by merging technology-driven personalization with a focus on family hospitality, the International Hotel Derby aims to establish itself as a leading, family-friendly hotel in the Derby market.





 Summary – SmartStay Family Experience Initiative
The SmartStay Family Experience is a digital transformation project aimed at improving the family guest experience at the International Hotel Derby. It focuses on solving important issues that families face during their stay, making their time at the hotel more enjoyable and memorable.
Core Objectives
Our main goals are to create fun and personalized experiences for families, making their stay enjoyable and memorable. We also want to make our operations smoother by using automation and digital tools, which will help us work more efficiently. Lastly, we aim to enhance our hotel's reputation as a modern, family-friendly place that stands out in the market.
Expected Benefits
The expected benefits of this initiative include an improved experience for guests, making their family stays more personalized, enjoyable, and seamless. It will also boost operational efficiency by speeding up the check-in and check-out processes while lightening the workload for staff. Additionally, this approach is likely to increase revenue and customer loyalty through more bookings, opportunities for upselling, and encouraging repeat visits. Finally, it will create a competitive edge by establishing a unique, technology-driven, and family-friendly image in the market.


Final Thoughts – Innovation and Business Success
Innovation has become essential in the hospitality industry, acting as a key factor for business success. The International Hotel Derby showcases how focusing on customer-cantered digital advancements can lead to real benefits. By enhancing the customer experience, the hotel offers personalized and engaging interactions that boost satisfaction and loyalty. It also addresses challenges faced by families, creating stronger emotional bonds. On the operational side, the use of automation and AI helps reduce manual tasks and errors, allowing staff to concentrate on meaningful guest interactions, which improves service quality. Additionally, tailored promotions and loyalty programs help increase revenue while encouraging guests to return and recommend the hotel to others. Finally, by positioning itself as a digitally savvy and family-friendly option, the hotel stands out in a crowded market, continuously adapting to meet customer needs through ongoing innovation.
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