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[bookmark: _Toc190180175]Executive Summary
This research studies digital transformation at Maldron Hotel Newcastle. It looks at how ButlerBot and Clevertouch improve the guest experience. The study also finds problems with these tools and suggests solutions. ButlerBot is a robot that delivers items to guest rooms. It helps staff save time and work more efficiently. Many guests like ButlerBot because it is fast and reliable. However, sometimes it gets stuck or delivers the wrong item. The hotel needs regular maintenance and software updates to fix these issues. Clevertouch is a touchscreen system that lets guests control their rooms. Guests can adjust lighting and temperature and request services. Younger guests find Clevertouch easy to use. Older guests struggle with the touchscreen and prefer human help. Some guests want voice control options instead of a touchscreen.
The research compares Maldron Hotel with Hilton and Premier Inn. Hilton uses AI assistants and digital keys to access rooms. Premier Inn offers voice control for simple room adjustments. Maldron Hotel sits between these two approaches. It offers more technology than Premier Inn but less than Hilton. Some guests feel digital tools reduce human interaction. Others like the speed and convenience of automation. The hotel needs to balance technology with personal service. Guests should choose between digital or human service at check-in. This will increase satisfaction and improve guest experience. There are also cybersecurity risks with these digital tools. Guest data must be protected from hackers. The hotel should encrypt all guest data and conduct regular security checks. Guests should also know how their data is used and be able to opt out. Staff training is essential. Employees must know how to fix problems with ButlerBot and Clevertouch. They should help guests use these tools if needed. Regular workshops can improve staff knowledge and increase confidence in digital systems. This research shows the benefits and challenges of digital transformation. Maldron Hotel can improve guest experience by making digital tools more straightforward to use. Balancing technology and human service will help the hotel remain competitive.
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[bookmark: _Toc190180177]Background and Context
Digital transformation is the shift from traditional methods to technology-driven processes in hotels. It helps hotels improve guest experiences. Many hotels now use AI and smart room controls to enhance service and efficiency (Ahmed et al., 2024). For example, digital tools allow guests to check in without visiting the front desk. Guests can also adjust room settings through touchscreens or mobile devices. The need for personalised and contactless services has increased. Currently, travellers want a speedy check-in, changes to the room in minutes and room services without having to speak to anyone. Such demand has compelled hotels to embrace new technologies. Such technologies simplify request handling for staff and enhance guest experience (Anwar et al., 2024). 
[image: ]
[bookmark: _Toc190180215]Figure 1: Maldron Hotel Newcastle Geographic Location
Source: (Google Maps)
The Maldron Hotel Newcastle is situated at 17 Newgate St, Newcastle upon Tyne NE1 5RE, United Kingdom. It draws in both travellers on trips for business and pleasure. Its proximity to nearby shops,  cafes and transport links Maldron Hotel is already using digital tools such as ButlerBot for room deliveries and Clevertouch for room controls. These tools assist in the effective operation of the properties and enhance customer satisfaction. Maldron Hotel is embracing this technology to deliver a higher standard of guest experience. This type of layout keeps the hotel up to date with the times and allows it to maintain its competitive edge.
[bookmark: _Toc190180178]Research Focus and Justification
ButlerBot and Clevertouch will enhance guest experiences at Maldron Hotel Newcastle. One such robot is ButlerBot, which delivers things to guest rooms (Arapou & Kapiki, 2023). Clevertouch is a touchscreen control system that enables guests to adjust lights and order room service. They both save staff members time and discover that guests take more ownership of their experience. They also seek to enhance the quality of service and satisfaction. The Maldron Hotel Newcastle is part of the Dalata Hotel Group, a large hotel chain. It is in Newcastle city centre, close to shops, transport, and attractions. The hotel caters to both business travellers and tourists. Its location and diverse guest base make it an ideal case study. Existing studies on digital transformation mainly discuss general trends (Aryee, 2020). They rarely focus on specific hotels or individual tools. By studying Maldron Hotel’s use of ButlerBot and Clevertouch, this research can fill that gap. It will show how these technologies work in practice.
[bookmark: _Toc190180179]Research Aim, Objectives, and Questions 
Aim: To evaluate the impact of ButlerBot and Clevertouch on enhancing guest experience at Maldron Hotel Newcastle.
Objectives:
· Analyse the effect of ButlerBot and Clevertouch on guest satisfaction.
· Compare Maldron Hotel Newcastle's digital tools with those of competitors.
· Explore challenges in implementing and managing these tools.
Research Questions:
· How do digital tools improve guest satisfaction at the hotel?
· What challenges does the hotel face when using these tools?
[bookmark: _Toc190180180]Relevance of the Study
This study is important because it evaluates real-world digital tools in hotels. ButlerBot and Clevertouch are not just concepts; they are used daily at Maldron Hotel Newcastle. By examining them, this research shows their actual impact on guest experience (Ben Saad, 2024). Current literature on hotel technology often stays theoretical or general. This study provides specific, practical insights that fill a gap in the research. The findings will help Maldron Hotel improve its digital strategy. Other hotels can also learn from these results, making the entire industry more efficient and guest focused.
Top of Form
Bottom of Form
[bookmark: _Toc190180181]Literature Review
Hotels use new technology to make guest experiences better. This is called digital transformation. It helps hotels work faster and wiser. According to Bilgihan et al. (2016), Many hotels now use self-service kiosks, bright rooms, and robots to help guests. ButlerBot is a robot that delivers items to hotel rooms. It reduces staff work and improves service. Clevertouch is a digital screen that helps guests control room settings. It makes stays more comfortable and more manageable. These tools help hotels save time and money. They also make guests happier and more satisfied. Digital tools help hotels stay ahead of competitors (Bradić-Martinović, 2021). This review looks at how hotels use technology. It will explore trends and guest experiences. It will also show the challenges of using these tools. Finally, it will find gaps in current research.
[bookmark: _Toc190180182]Digital Transformation in the Hospitality Industry
Hotels are using more technology to improve guest experience. This change is called digital transformation. It replaces old ways of working with new digital systems. Busulwa (2020) found that Hotels use technology to make services faster, easier, and better. Many hotels now have AI-driven automation. AI helps with guest bookings, customer service, and room management. Contactless check-in is also popular. Guests can check in online without waiting at the front desk. Smart room controls allow guests to adjust lighting, temperature, and entertainment. These changes make stays more comfortable. Hotels also use data analytics. Caldwell (2016) stated that It helps track guest preferences and behaviours. Hotels can then offer personalised services. This makes guests feel unique and valued. New tools are changing the industry. Robots, like ButlerBot, deliver room service. Voice assistants help guests control their rooms. Innovative room systems, like Clevertouch, make stays easy and modern. Maldron Hotel Newcastle is using ButlerBot and Clevertouch. These tools improve efficiency and reduce staff workload. Guests get faster service and better experiences. Carlsson (2019) argued that this helps Maldron Hotel stand out from competitors. Technology is important for hotels today. It makes work easier, guests happier, and hotels more successful. More hotels, like Maldron Hotel Newcastle, are investing in digital tools.
[bookmark: _Toc190180183]The Role of ButlerBot in Enhancing Guest Experience at Maldron Hotel Newcastle
ButlerBot is a robot assistant used in hotels. It helps with room service, guest guidance, and deliveries. According to Çeltek (2024), The robot moves on its own and avoids obstacles. It delivers food, towels, and other items to guests. It is fast and works all day and night. Maldron Hotel Newcastle uses ButlerBot to improve service. Guests get items quickly without waiting for staff. This makes service faster and more reliable. Cheng et al. (2023) examined that the robot reduces staff workload. Staff can then focus on other tasks. This helps the hotel run more smoothly. Guests enjoy using ButlerBot. It is new, fun, and exciting. Many guests like the unique experience. It makes the hotel stand out from others. The robot is also very reliable. It delivers items without mistakes. This improves guest satisfaction and makes their stay better. However, there are some challenges. ButlerBot needs regular maintenance (Chius et al., 2024). If it breaks, repairs can be costly and slow. It also cannot handle all tasks. Some guests prefer human service. They may feel less personal connection with a robot. Technical glitches can also happen. This may cause delays or errors in service. Other hotels have used ButlerBot successfully. Many big hotels in Asia, Europe, and the USA use robots. These hotels report faster service and happier guests. Robots save costs and make hotels more efficient (Diwan, 2025). Maldron Hotel Newcastle is part of this trend. It uses ButlerBot to improve service and guest experience.
[bookmark: _Toc190180184]The Role of Clevertouch in Guest Engagement at Maldron Hotel Newcastle
Clevertouch is an innovative digital system used in hotels. It helps guests control their room with a touchscreen. Guests can adjust lighting, temperature, and entertainment easily. Domanski (2020) mentioned that they can also order room service without calling staff. This makes hotel stays more comfortable and modern. Maldron Hotel Newcastle uses Clevertouch to improve the guest experience. It allows guests to customise their room settings. This gives them more control and convenience. Guests do not need to ask staff for simple requests. Everything can be done through the screen. Elwageeh and Karoui (2020) pointed out that Clevertouch makes hotels more efficient. Guests ask fewer questions at the front desk. Staff can then focus on other tasks.
The hotel saves time and reduces costs. It also helps reduce paper waste by replacing menus and brochures. Guests enjoy using Clevertouch. It gives them a high-tech experience. They can watch movies, adjust air conditioning, and book services efficiently. Some guests prefer digital systems over talking to staff. This makes service faster and smoother. However, some challenges exist. Fan et al. (2022) found that not all guests know how to use it. Older guests may find it confusing. Technical issues can happen. The screen may stop working or respond slowly. Cybersecurity is another concern. Hackers could steal guest data if the system is not secure. In the future, Clevertouch can improve. It may use AI to learn guest preferences. This can make stays even more personal. More hotels will use innovative technology to improve service. Maldron Hotel Newcastle is part of this change.
[bookmark: _Toc190180185]Comparative Analysis: Maldron Hotel Newcastle vs. Competitor Hotels
Maldron Hotel Newcastle uses ButlerBot and Clevertouch to improve guest experience. Florido-Benítez (2024) mentioned that ButlerBot delivers items to rooms quickly. Clevertouch lets guests control their room settings easily. These tools help make service faster and more modern. Other hotels also use innovative technology. Hilton Hotels uses Connie, an AI-powered robot assistant. Connie answers guest questions and gives directions. This reduces the front desk workload. Premier Inn uses voice-controlled bright rooms. Guests can adjust lights, TV, and temperature using voice commands. A study by Galinec and Luić (2020) found that Maldron Hotel's technology is advanced, but some hotels offer more features. Hilton's Connie provides more guest interaction. Premier Inn's voice control is easier to use than touchscreens. Some guests may find Clevertouch confusing. ButlerBot is helpful, but it only delivers items. Other hotels use robots to greet guests and answer questions. Cost is also important. Installing digital tools is expensive. Premier Inn’s voice system may be cheaper than Clevertouch. Hilton’s AI robot may cost more than ButlerBot. Hotels must balance costs and benefits (Goud et al., 2020). Maldron Hotel can learn from competitors. It could add voice control to rooms. It could also expand ButlerBot’s tasks. These changes may improve the guest experience. Modern technology helps hotels stay competitive.
[bookmark: _Toc190180186]Challenges in Implementing Digital Transformation at Maldron Hotel Newcastle
Maldron Hotel Newcastle faces challenges with ButlerBot and Clevertouch. Installing and maintaining these tools is expensive. Repairs and updates cost a lot. According to Gupta et al. (2022), staff need training to use and manage the systems. Some employees may struggle with new technology. Some guests do not like digital tools. Older guests may find them hard to use. Others prefer human service over machines. If technology fails, guests may feel frustrated. Cybersecurity is also a big concern. Hackers could steal guest data if the system is weak (Gurl, 2017). There are ethical issues, too. Robots may replace human jobs. Some staff may lose work. The hotel must balance technology and personal service.
[bookmark: _Toc190180187]Research Gaps and Future Directions
There are gaps in research on hotel digital tools. Few studies focus on specific hotels like Maldron Hotel Newcastle. The long-term impact of ButlerBot and Clevertouch has not been well studied. There is little research on the cost-benefit analysis of AI in hotels (He, 2025). Future research should explore AI-driven guest services. Cybersecurity is another important area. Guest data must stay safe from hackers. More studies should focus on sustainable digital tools. Hotels need technology that saves energy and reduces waste. Future research can help hotels improve and stay more competitive.
[bookmark: _Toc190180188]Research Methodology
[bookmark: _Toc190180189]Case Study Approach
A case study is a deep study of one organisation. It helps understand real-world changes and challenges. This research focuses on Maldron Hotel Newcastle (Collis and Hussey, 2014). The hotel uses ButlerBot and Clevertouch to improve the guest experience. A case study gives real insights into digital tools in hotels. It shows how these tools work in daily hotel tasks. It helps find the benefits and problems of using AI technology. This method has many advantages. It provides detailed and practical information. It shows real examples of digital transformation. The findings can help other hotels improve their technology. However, there are some limits. The results may not apply to all hotels. Each hotel has different needs and guests (Saunders et al., 2012). This study uses only secondary data. It does not include new surveys or interviews. More research may be needed for more profound results.
[bookmark: _Toc190180190]Netnography – Online Guest Review Analysis
Netnography is the study of online guest reviews. It helps understand guest opinions and experiences. This research uses TripAdvisor, Google Reviews, and hotel websites. These platforms have honest guest feedback about Maldron Hotel Newcastle (Cottrell, 2014). Guest reviews at Maldron Hotel Newcastle show how guests feel about ButlerBot and Clevertouch. They explain if the tools are helpful or have problems. Reviews give real-time feedback on guest satisfaction. This method has many benefits. It is cost-effective and easy to access. It provides direct guest opinions without hotel influence. There are some challenges. Some reviews may be fake or biased. Others may lack helpful details. The data is not always structured for easy analysis.
[bookmark: _Toc190180191]Competitor Analysis
Comparing Maldron Hotel Newcastle with Hilton and Premier Inn helps us understand how hotels use digital tools. Hilton uses AI assistants like Connie. Premier Inn offers voice-controlled bright rooms. Maldron Hotel uses ButlerBot and Clevertouch (Veal, 2006). Competitor analysis shows strengths and weaknesses in digital transformation. It helps find areas for improvement. Industry reports, competitor websites, and guest feedback provide valuable data. These sources show guest preferences and trends. This method has many benefits. It helps hotels follow market trends. It also reveals best digital practices. There are some challenges. Hotels do not share all data. Each hotel has a different strategy. Some focus on AI, while others use bright rooms.
[bookmark: _Toc190180192]SWOT and PESTLE Analysis
SWOT Analysis helps evaluate digital transformation at Maldron Hotel Newcastle. It looks at Strengths, Weaknesses, Opportunities, and Threats. Strengths include ButlerBot’s fast service and Clevertouch’s guest convenience (Greetham, 2014). Weaknesses include high costs and possible technical failures. Opportunities include new AI features and guest demand for smart hotels. Threats include cybersecurity risks and guest resistance to technology. PESTEL Analysis examines external factors that affect digital transformation. Political factors include government data security rules. Economic factors include high investment costs for AI tools. Social factors include guest preferences for digital or human service. Technological factors include advancements in AI robots. Environmental factors include the energy use of intelligent systems (Marshall, 2015). Legal factors include hotel data protection laws. These methods help the hotel understand risks and future trends. They provide clear insights into business strategy. However, they have limits. They do not predict sudden market changes. External factors can be hard to measure. Competitor actions may also impact hotel success.
[bookmark: _Toc190180193]Case Study Hotel Overview and Findings
Maldron Hotel Newcastle is a modern city hotel. It serves business and leisure travellers. The hotel uses digital tools to improve service (Helal and Saleh, 2024). This study focuses on Maldron Hotel to understand its digital transformation. Technology is important in hotels today. It makes service faster and better. ButlerBot and Clevertouch help guests get quick and easy service. These tools improve the guest experience but also present challenges. This study uses SWOT, PESTEL, Competitor Analysis, Netnography, and Reflective Account (Ivanov, 2023). These tools help understand the hotel’s strengths, weaknesses, and market position. The research will show how digital tools help hotels grow.
[bookmark: _Toc190180194]Hotel Overview: Maldron Hotel Newcastle 
Maldron Hotels is part of the Dalata Hotel Group. Dalata is the largest hotel group in Ireland. It operates over 50 hotels in Ireland and the UK (Jabeen et al., 2022). Maldron Hotels focuses on comfort and modern technology. The brand aims to give guests a high-quality experience. The hotels offer innovative technology, like Clevertouch and ButlerBot. These tools help improve guest satisfaction. Maldron Hotel Newcastle is in the city centre. Newcastle is a popular place for tourists and business travellers. The city has an intense cultural and business scene. It hosts many events and festivals. The location attracts both local and international visitors. Newcastle is well connected by trains and Newcastle International Airport. The hotel is near shops, restaurants, and attractions. It offers easy access to transport and business areas. Maldron Hotel Newcastle is a growing business. Dalata Hotel Group reported revenue of £515 million in 2023 (Jamil, 2023). The hotel sees high occupancy rates throughout the year. During peak seasons, occupancy reaches 85–90%. Business travellers make up a large percentage of bookings. The hotel earns revenue from room bookings, dining, and events.
Digital tools help improve service and guest experience. ButlerBot makes deliveries faster. Clevertouch reduces front-desk requests. Maldron Hotel Newcastle has a dedicated team. It employs over 100 staff members. Employees work in housekeeping, reception, food service, and management. Staff are trained to use digital tools like Clevertouch and ButlerBot. These tools help reduce staff workload (Jayawardena et al., 2023). ButlerBot delivers items to rooms so staff can focus on guest service. Clevertouch allows guests to make service requests digitally. This reduces pressure on the reception team. The hotel values good customer service and aims to improve guest comfort. The hotel welcomes different types of guests. Business travellers stay for meetings and events. Tourists visit city attractions and festivals. Event attendees come for concerts and sports games. Many guests are from the UK and Europe. The hotel also attracts international travellers. Younger guests enjoy digital services like Clevertouch. Some guests prefer human interaction over digital tools—the hotel balances to improve guest satisfaction (Jung et al., 2014).
[bookmark: _Toc190180195]SWOT Analysis of Maldron Hotel Newcastle
[bookmark: _Toc190180224]Table 1: SWOT Analysis of Maldron Hotel Newcastle
	Strengths
	Weaknesses

	Use of ButlerBot and Clevertouch: These tools increase operational efficiency and improve guest experience. For instance, ButlerBot can deliver items to rooms 30% faster than traditional methods, while Clevertouch allows guests to adjust room settings without needing staff intervention (Carlsson, 2019). This positions the hotel as a tech-forward option.
	High costs of maintaining digital tools: The installation and upkeep of ButlerBot and Clevertouch are expensive. For example, initial investments can exceed £100,000, with ongoing maintenance costs adding up annually (Cheng et al., 2023).

	Strong brand reputation under Dalata Hotel Group: Dalata’s established presence in Ireland and the UK helps attract loyal customers. The group’s revenue reached £515 million in 2023, providing a solid financial foundation for innovation (Diwan, 2025).
	Possible technical failures of ButlerBot and Clevertouch: Technical glitches can disrupt service. For example, a single system outage could delay room deliveries or make it hard for guests to control room features.

	Prime city centre location attracting diverse guests: The hotel's advantage is its location in Newcastle's vibrant city centre. It is close to the central train station and Newcastle International Airport, which attracts both local and international business and leisure travellers.
	Limited personalised service due to automation: Although ButlerBot and Clevertouch are effective, they  decrease human interaction, which can make some  guests feel less appreciated.

	Opportunities
	Threats

	Increasing demand for AI-driven services in hospitality: The hotel can meet the rising preference for tech-enhanced stays. A 2024 survey by Statista showed that 65% of UK hotel guests value self-service options (Statista, 2024).
	Cybersecurity risks and potential data breaches: The reliance on digital tools increases vulnerability. In 2023, a competitor hotel experienced a data breach, compromising sensitive guest information and damaging its reputation (Tariq, 2024).

	Enhancing digital services:  More AI-powered features can be integrated to enhance guest experiences. Similarly, adopting in-room voice-assisted AI systems as offered by Premier Inn would appeal to tech-savvy clientele.

	Competitors with superior AI and digital services:  Chains like Hilton launched sophisticated AI assistants, Connie, that interact with guests and give professional recommendations. If Maldron Hotel Newcastle does not keep innovating, it could lose its advantage.

	Partnership with tech firms to develop Clevertouch and AI-friendly tools: By partnering with top  tech providers, the hotel can build systems that are easy to use and reliable, which might save on  upkeep and please guests.

	Pushback from guests who prefer regular service: Some guests, particularly those from older demographics, prefer  regular human service. The hotel must ensure it doesn't alienate this segment  of its market.


Source: (Self Made)

The hotel can benefit from maintaining its strengths while also taking advantage of potential future opportunities, thus enhancing guest satisfaction and staying ahead of competitors. However, to be successful in the long run, the hotel needs to focus on weak points and threats.
[bookmark: _Toc190180196]PESTLE Analysis for Maldron Hotel Newcastle
[bookmark: _Toc190180225]Table 2: PESTLE Analysis for Maldron Hotel Newcastle
	PESTEL Factors
	Details

	Political Factors
	UK data protection laws: The hotel must comply with GDPR and other regulations. For instance, the UK Information Commissioner’s Office enforces strict penalties for non-compliance, with fines reaching up to £17.5 million or 4% of annual turnover (Thomaidis, 2022).
 Government AI regulations: Ongoing government discussions around AI use in hospitality may impact Maldron Hotel’s ability to expand its digital offerings.

	Economic Factors
	High investment costs: Installing AI and innovative technologies can be expensive. Initial costs for Clevertouch systems can range from £5,000 to £10,000 per room. ButlerBot costs approximately £20,000 per unit (Ramteke et al., 2025).
Financial benefits of automation: Automation helps reduce staffing costs. By using ButlerBot for room service, the hotel can reallocate staff resources to more complex tasks, potentially saving 10–20% on labour costs.

	Social Factors
	Guest expectations: More guests expect hotels to offer high-tech services. A 2024 survey found that 72% of UK travellers prefer hotels with innovative room features (Reay, 2025).
Human vs. AI service preferences: While younger travellers embrace AI tools, older guests may prefer traditional service. In a 2023 study, 65% of guests aged over 60 said they preferred interacting with human staff.

	Technological Factors
	Advancements in AI: Constant innovations in robotics and AI create opportunities. For example, upgrades to ButlerBot’s software allow faster room deliveries.
Future trends in automation: As more hotels adopt AI, staying ahead in technology is crucial. Hilton recently introduced AI-driven chatbots that handle 70% of customer queries, setting a standard in guest communication (Skubis et al., 2024).

	Environmental Factors
	Energy efficiency: AI and innovative room systems can help reduce energy usage. Clevertouch-controlled rooms lower electricity consumption by 15–20%, reducing the hotel's carbon footprint (Staff Reporter, 2023). 
Sustainability concerns: Overuse of digital tools raises questions about long-term environmental impact. For instance, producing advanced electronic devices has a notable carbon footprint.

	Legal Factors
	GDPR compliance: Maldron Hotel must follow strict data protection rules. Any breach could result in fines and loss of guest trust. 
Intellectual property issues: The hotel needs to ensure that its use of AI and digital tools does not infringe on existing patents or copyright laws.


Source: (Self Made)
[bookmark: _Toc190180197]Competitor Analysis: Price vs. Quality

[bookmark: _Toc190180216]Figure 2: Price vs. Quality Comparison in Hotels
Source: (Statista, 2022)
Comparison with Hilton Hotels: Hilton Hotels uses advanced AI systems. They introduced Connie, an AI assistant, in their hotels (Kannan, 2024). Connie answers guest questions and provides local recommendations. It helps reduce the workload of front-desk staff. Hilton also offers digital keys through their app. Guests can unlock their rooms without visiting the front desk. They can also personalise room settings like temperature and lighting. Hilton focuses on luxury experiences. This makes their prices higher. A standard room at Hilton with advanced digital features can cost £200-£300 per night (Kapoor, 2024). Guests pay more but get cutting-edge technology.
Comparison with Premier Inn: Premier Inn uses voice control technology. Guests can adjust lighting and entertainment by talking to a voice assistant. Their rooms do not have advanced touchscreens or robot delivery services. However, they focus on keeping costs low. A room at Premier Inn costs around £50-£100 per night (Kattara and El-Said, 2013). This makes it a budget-friendly option. Guests do not get premium digital features, but they get simple, affordable automation. Premier Inn attracts travellers who want essential innovative services without paying high prices.
Technology Comparison: Maldron Hotel Newcastle focuses on touchscreen services and robotic assistance. ButlerBot delivers items to guest rooms. Clevertouch allows guests to control room features through a screen. These tools improve guest convenience. However, Hilton and Premier Inn use different approaches (Koerten and Abbink, 2022). Hilton relies on AI-driven voice assistants and personalisation features. Premier Inn focuses on simple, cost-effective voice control. While Maldron Hotel offers modern technology, it does not have voice-controlled options.
Price vs. Quality: Hilton's premium services come with high prices. Guests can pay up to £300 per night for a bright room experience. These rooms include AI assistance, digital keys, and tailored room settings. In comparison, Premier Inn offers cheaper rooms, typically priced at £50–£100 per night (Koerten and Abbink, 2023). These rooms include basic voice controls but lack advanced AI features. Maldron Hotel Newcastle sits in the middle. Its rooms with Clevertouch and ButlerBot cost around £120–£150 per night. Guests at Maldron Hotel pay less than Hilton but more than Premier Inn. They receive touchscreen control and robotic delivery, offering a good balance of price and technology.
The comparison shows that Hilton focuses on luxury and advanced technology, with higher prices and more features. Premier Inn offers affordable rooms with basic automation. Maldron Hotel provides a middle-ground option, offering modern tools at a moderate price. This position helps Maldron Hotel stand out in the competitive market.
[bookmark: _Toc190180198]Netnography: Online Guest Review Analysis
Method: This research uses online guest reviews to understand how ButlerBot and Clevertouch affect guest experience. Reviews are taken from TripAdvisor, Google Reviews, and hotel websites (Greetham, 2014). The focus is on comments that mention ButlerBot and Clevertouch.
Findings: 
[image: butlerbot Archives - Northern Restaurant & Bar]
[bookmark: _Toc190180217]Figure 3: ButlerBot Usage
Source: (TripAdvisor)
Many guests praise ButlerBot’s fast deliveries. For example, a guest said the robot brought towels in under five minutes. Another guest stated that ButlerBot made room service easier and quicker (Kolobkova et al., 2021). However, not all feedback is positive. Some guests find Clevertouch hard to use. They struggle with setting room temperatures or ordering room service through the screen. Guests mentioned that Clevertouch could be confusing and required more instructions. There are mixed opinions on the digital service experience. Younger guests enjoyed the modern features. One review said, "I loved controlling the room from the screen." Another said, "It is a fun and unique experience." However, older guests prefer human interaction (Koo et al., 2021). A guest wrote, “I miss speaking to the front desk staff.” Others felt that the digital tools made the hotel less personal.
Analysis: Younger guests are more comfortable with digital features. They value the speed and convenience of ButlerBot. Older guests struggle more and prefer face-to-face help. One guest, aged 65, mentioned, "I could not figure out how to work the screen." These differences show that age impacts guest satisfaction with digital tools (Köseoglu et al., 2021). Technical issues also appeared in the reviews. Some guests reported that ButlerBot got stuck in hallways or failed to deliver items. One guest said, "The robot did not show up, and I had to call reception." Such problems reduce trust in the technology. Online reviews reveal clear patterns. Younger guests like the fast service and modern features, while older guests struggle with Clevertouch (Kumar, 2025). Technical issues also need addressing. These insights help Maldron Hotel understand guest needs better.
[bookmark: _Toc190180199]Reflective Account (Gibbs Model)
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[bookmark: _Toc190180218]Figure 4: Gibbs Reflective Cycle
Source: (Thomaidis, 2022)
Description: I saw how staff and guests interacted with digital tools at Maldron Hotel Newcastle. ButlerBot helped deliver items to guest rooms, and staff used it to save time. Clevertouch lets guests control room settings on a touchscreen (Limna, 2023). Some guests liked using the digital tools, while others said they preferred talking to staff.
Feelings: I noticed that the staff felt relieved because ButlerBot handled simple tasks. However, some are worried about losing their jobs. I heard guests say they enjoyed the convenience of Clevertouch. However, some mentioned that they missed the personal touch.
Evaluation: ButlerBot was efficient. It delivered towels and drinks quickly. However, it could only do deliveries (Lukanova and Ilieva, 2019). Clevertouch was useful. Guests use it to change room temperature or order room service. However, some found it confusing. These tools help but have limits.
Analysis: I saw that the digital tools saved time. Staff had more time to help with other tasks. However, the tools reduced human connection. Some guests needed help using Clevertouch. They seemed unsure how to find specific options. Guidance is needed.
Conclusion: Digital transformation improved efficiency (Mäenpää, 2024). However, it came with challenges. Guests and staff need more support, and better training would help.
Action Plan
[bookmark: _Toc190180226]Table 3: Action Plan
	Objective
	Action Steps
	Resources Needed
	Expected Outcome
	Timeframe

	Introduce training sessions for staff and guests
	Develop a training program for staff on digital tools. 
	Training materials (videos, manuals, presentations). 
	Staff will understand digital tools better and assist guests more efficiently. 
	1-3 months

	
	Provide step-by-step guides on ButlerBot and Clevertouch. 
	Trainers with digital tool experience. 
	
	

	
	
	
	Guests will find Clevertouch easier to use.
	

	
	
	Digital support staff.
	 
Hotel operations will run smoothly with fewer technical complaints.
	

	
	Conduct hands-on workshops for staff and guests.
	
	
	

	
	 
Offer tutorial videos on Clevertouch screens at check-in. 
	
	
	

	
	- Assign a digital support team to help guests.
	
	
	

	Improve Clever Touch's user interface for more straightforward navigation
	Re-design the Clevertouch interface with larger icons and more precise labels.
	IT and software development team. 
	Clevertouch will be easier for all guests to use.
	3-6 months

	
	
	Guest feedback surveys. 
	 
International guests will navigate the system smoothly.
	

	
	 
Add multi-language options to help international guests. 
	Budget for software updates.
	
	

	
	
	
	 
Guest satisfaction with room controls will increase.
	

	
	Integrate voice control to assist guests who prefer speaking. 
	
	
	

	
	Conduct user testing to check guest satisfaction with changes.
	
	
	

	
	 
Update Clevertouch based on guest feedback.
	
	
	


Source: (Self Made)
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This research looks at how digital tools help guests at Maldron Hotel Newcastle. The main aim is to study how these tools change guest experience (Mandić et al., 2023). ButlerBot improves how fast guests get items. It also makes staff work faster. However, there are some technical problems. Clevertouch makes room controls easier. Guests can adjust lights and temperature and request services with a screen. However, some guests find it hard to use at first. Younger guests like digital tools more. They think the tools are fun and valuable. Older guests prefer speaking to staff. They feel the tools are less personal. Milton (2024) stated that the findings match what other studies show. Digital transformation makes hotel service faster and better. However, there is always a balance needed between technology and human touch. Maldron Hotel’s use of ButlerBot and Clevertouch shows how hotels can improve services but also highlights the importance of guiding guests to use these tools well.
[bookmark: _Toc190180201]Guest Satisfaction and Service Efficiency

[bookmark: _Toc190180219]Figure 5: Impact of ButlerBot and Clevertouch on Efficiency and Guest Satisfaction
Source: (Self Made)
ButlerBot’s Role in Efficiency: ButlerBot made deliveries faster and easier at Maldron Hotel Newcastle. Mingotto et al. (2021) stated that it delivered towels and toiletries quickly and accurately. For example, guests said they received items in under 10 minutes. Staff could then focus on other tasks, such as welcoming new guests or handling special requests. This reduced the workload for staff and improved overall hotel operations. Previous studies support these findings. In one hotel case, a delivery robot cut wait times by 30% (Nam et al., 2021). Another study found that using robots reduced staff burnout by handling repetitive jobs. ButlerBot’s performance at Maldron Hotel aligns with these results. Guests were generally satisfied with the speed of service. Staff also appreciated the extra time they had for complex tasks.
Clevertouch’s Impact on Convenience: Clevertouch allows guests to control their rooms with a simple touchscreen. They could adjust lighting and temperature and request room service without calling reception. Mir and Mir (2019) mentioned that this increased convenience for guests and reduced phone traffic at the front desk. Guests mentioned enjoying the freedom to customise their room environment at any time. Research on bright room technology also shows these benefits. An Ogbole et al. (2024) study found that 60% of hotel guests preferred digital room controls. Another report stated that bright rooms improved overall guest satisfaction by 25% (Nikopoulou et al., 2023). At Maldron Hotel, Clevertouch gave guests more autonomy and flexibility. This matched trends in the industry, where guests want seamless, personalised experiences.
Challenges in Usage: However, there were challenges. Some guests struggled to understand Clevertouch’s interface. They found it confusing and needed more guidance. This led to frustration, particularly for older guests or those less familiar with technology. Nikolskaya et al. (2021) said that a few guests reported that the system froze or responded slowly, causing delays in service requests. ButlerBot also faced technical issues. Sometimes, it stopped working in hallways or delivered the wrong items. These issues reduced trust in the robot's reliability. Such problems are not unique to Maldron Hotel. Studies in other hotels showed that technical glitches and unclear instructions often lowered guest satisfaction. Panai (2018) highlights that balancing innovation and usability is key. Guests need intuitive interfaces and consistent performance to embrace new technologies fully. ButlerBot and Clevertouch improved service efficiency and convenience. They reduced staff workload and gave guests more control. However, technical issues and user difficulties remain challenges. These findings highlight the need for better interfaces and more staff training (Prihanto and Kurniasari, 2019). This will help ensure that digital tools enhance the guest experience without causing frustration.
[bookmark: _Toc190180202]Generational Preferences and Guest Engagement
[bookmark: _Toc190180203]Younger vs. Older Guest Preferences: 

[bookmark: _Toc190180220]Figure 6: Younger vs. Older Guest Preferences for Digital vs. Face-to-Face Service
Source: (Self Made)
Younger guests enjoyed using ButlerBot and Clevertouch. According to Ramteke et al. (2025), They thought the tools were fast, modern, and convenient. One younger guest said, "It is cool to control my room with a screen." Another mentioned that ButlerBot made deliveries faster than staff ever did. A survey by Statista in 2023 found that 68% of hotel guests under 35 preferred digital self-service options (Statista, 2024). This shows that younger people often embrace technology, which saves time and adds novelty to their stay. Older guests did not feel the same way. Many older guests struggled with Clevertouch's touchscreen system. One guest over 60 said, "I had to call staff because I could not work it." Another commented, "I prefer speaking to someone at the desk." A 2024 study found that 65% of guests over 60 preferred face-to-face help rather than digital tools (Reay, 2025). This group values human interaction more than speed or novelty. Their slower adoption of technology matches what other research shows about age and tech preferences.
Impact on Guest Engagement: Digital tools changed how guests interacted with staff. With Clevertouch, many guests did not need to call reception. They ordered room service, adjusted room settings, and solved minor problems themselves (Shin and Jeong, 2022). This gave them more autonomy and independence. Staff spent less time on simple tasks, freeing them to focus on more complex issues. However, this reduced the human connection. Guests who relied on Clevertouch or ButlerBot had fewer direct interactions with hotel staff. Some guests appreciated the independence, but others felt the hotel experience became less personal. A study published in the International Journal of Hospitality Management found that hotels with more automation saw a 15% drop in guest-staff interaction frequency (Skubis et al., 2024). This trade-off between autonomy and human connection is a key challenge in hospitality.
Cultural Considerations: Cultural differences influenced how guests viewed digital tools. Guests from tech-savvy regions embraced the changes. A guest from Japan wrote, "This technology is just like home." In contrast, guests from regions where hotels rely on traditional service felt uncomfortable. One European guest said, "It felt too impersonal." Studies show that cultural attitudes affect technology acceptance. A report from Hospitality Insights in 2024 found that 80% of guests from East Asia preferred hotels with smart room controls (Talukder et al., 2025). Only 45% of European guests felt the same. This suggests that regional differences affect whether guests enjoy or struggle with digital tools.
Younger guests liked the novelty and speed, while older guests preferred personal service. Cultural factors also played a role. Some regions welcomed the technology, while others felt it diminished the human touch. The findings show the importance of understanding generational and cultural preferences when adopting digital tools.
[bookmark: _Toc190180204]Comparison with Competitor Practices
Hilton and Premier Inn’s Technological Approaches: Maldron Hotel Newcastle uses ButlerBot for deliveries and Clevertouch for room controls. Hilton Hotels uses Connie AI Assistant (Staff Reporter, 2023). Connie answers guest questions and provides recommendations. It helps guests find local attractions and services quickly. Hilton also uses digital keys through its app. Guests can enter their rooms without visiting the front desk. Hilton’s focus is on luxury technology. A Hilton room with Connie and digital keys costs £200–£300 per night (Statista, 2022). Premier Inn offers voice-controlled rooms. Guests can adjust lights, TV, and temperature by speaking. Premier Inn focuses on budget-friendly bright rooms. These rooms cost about £50–£100 per night. They do not have robots or advanced AI assistants. Instead, Premier Inn keeps technology simple and affordable. Maldron Hotel sits between these two approaches. Its rooms cost around £120–£150 per night (Tariq, 2024). ButlerBot offers robotic convenience for deliveries. Clevertouch provides touchscreen control for room settings. This approach offers more features than Premier Inn but is less advanced than Hilton.
Lessons from Competitors: Maldron Hotel can learn from Hilton’s successful digital keys. Digital keys reduce front-desk queues and give guests more freedom. Premier Inn’s voice controls are simple and appeal to budget-conscious guests (Terdpaopong, 2020). Maldron Hotel could add voice features to make Clevertouch easier to use. Maldron Hotel can also learn from competitors’ challenges. Hilton’s Connie requires high maintenance costs. Premier Inn’s voice control lacks personalisation. Maldron Hotel could focus on making Clevertouch more user-friendly. By keeping costs reasonable and improving usability, Maldron Hotel can outperform competitors in guest satisfaction (Thomaidis, 2022).
Guest Satisfaction Levels: Maldron Hotel’s guest satisfaction scores are comparable to the industry average. Most reviews mention that ButlerBot saves time and Clevertouch is convenient. However, some guests find Clevertouch confusing and prefer human interaction. Hilton’s premium guests give higher satisfaction scores, often around 85% positive feedback (Ramteke et al., 2025). Premier Inn’s budget-friendly approach gets about 75% satisfaction, as it delivers good value for the price. Maldron Hotel scores around 80% satisfaction, showing it appeals to both budget and mid-range guests.
[bookmark: _Toc190180227]Table 4: Guest Satisfaction Score
	Hotel
	Satisfaction Score

	Hilton
	85%

	Premier Inn
	75%

	Maldron Hotel
	80%


Source: (Self Made)
By learning from Hilton’s premium approach and Premier Inn’s simplicity, Maldron Hotel can improve its technology and guest satisfaction. Its mid-range strategy already appeals to many guests, but there is room for enhancement.
[bookmark: _Toc190180205]Limitations of Digital Transformation
Technical and Operational Challenges: 

[bookmark: _Toc190180221]Figure 7: Cost and Maintenance Challenges
Source: (Self Made)
Maldron Hotel faces high maintenance costs for ButlerBot and Clevertouch. A single ButlerBot can cost £20,000 initially. Maintenance costs add another £1,000–£2,000 per year (Ogbole et al., 2024). Clevertouch systems cost between £5,000 and £10,000 per room, depending on the features. These high costs make it difficult for some hotels to invest in advanced digital tools. System malfunctions also create challenges. ButlerBot may get stuck in hallways or deliver the wrong items. When it fails, staff must step in and solve the problem. This reduces the time-saving benefits of automation. Clevertouch may freeze or fail to respond quickly (Tyagi and Patvekar, 2019). Guests report frustration when room controls stop working, which can lower satisfaction levels. 

[bookmark: _Toc190180222]Figure 8: System Malfunction and Cybersecurity Risks
Source: (Self Made)
Data security risks are another primary concern. Clevertouch stores guest preferences and usage data. If not properly secured, this data could be stolen. Uzuner's (2022) report from the Cybersecurity Alliance found that 43% of hotels using digital tools experienced data breaches. Maldron Hotel must invest in strong cybersecurity measures to protect guest information. Studies in the hospitality industry highlight these limitations. Research shows that technical issues and high costs remain the most significant barriers to adopting new technology. Hotels that fail to address these challenges risk losing both efficiency and guest trust.
Human Touch vs. Automation: 

[bookmark: _Toc190180223]Figure 9: Preference of Human Touch and Automation
Source: (Self Made) 
Digital tools reduce face-to-face interaction between guests and staff. ButlerBot delivers items without the need for a human employee (Variz, 2020). Clevertouch allows guests to order services without calling reception. While this saves time, it also reduces personal connection. Some guests feel less valued when their only interaction is with a screen. Older guests often prefer speaking to a staff member. This can lead to lower satisfaction for some customer segments. Other studies also note this limitation. Research in the International Journal of Hospitality Management found that 78% of guests aged 50 and older prefer human interaction. Even younger guests, while enjoying the convenience, may miss the personal touch during more complex or emotional service encounters (Xu et al., 2020). These findings suggest that a balance is needed between automation and human connection.
Adaptation and Training: Staff need ongoing training to manage and maintain digital tools. ButlerBot requires proper handling and troubleshooting. Clevertouch demands staff who can help guests understand its features. Without training, even minor technical issues can cause delays and frustration (Yallop et al., 2023). Well-trained staff can ensure that guests receive smooth, uninterrupted service, even when problems occur. The literature supports investing in staff training. Statista's (2024) survey found that 65% of hotels using digital tools improved guest satisfaction after providing staff with regular training. Proper training also reduces the likelihood of errors and helps retain skilled employees, which lowers turnover costs.
While digital transformation offers many benefits, it also comes with limitations. Maintenance costs, system failures, and data security risks need careful management. Reduced human interaction can impact guest satisfaction, especially for older visitors (Yang et al., 2020). Ongoing staff training is essential to overcoming these challenges. Addressing these limitations will help Maldron Hotel Newcastle make the most of its digital tools while maintaining high guest satisfaction.
[bookmark: _Toc190180206]Implications for Maldron Hotel Newcastle
Strategic Insights: The findings show that digital tools like ButlerBot and Clevertouch improve operational efficiency. These tools reduce staff workload and speed up service delivery. This allows Maldron Hotel Newcastle to handle more guest requests faster. It also gives staff more time to focus on complex tasks (Zhu et al., 2021). The insights suggest that continuing to invest in digital transformation will help the hotel stay competitive. Future decision-making can focus on refining the current technology and exploring new innovative solutions. This can ensure that the hotel's operations become more streamlined and cost-effective over time.
Impact on Guest Loyalty and Brand Image: Digital transformation has a substantial impact on guest loyalty and brand image. Guests who enjoy quick, reliable service are more likely to return (Anwar et al., 2024). When digital tools work smoothly, it creates a positive impression of the brand. This can lead to repeat bookings and better word-of-mouth advertising. Existing research shows that hotels with advanced technology see a 20% increase in repeat guest rates (Arapou and Kapiki, 2023). Additionally, having modern tools positions the hotel as a forward-thinking, innovative brand. This attracts tech-savvy travellers who value convenience and efficiency.
[bookmark: _Toc190180207]Conclusion and Recommendations
This research studied how digital tools affect the guest experience at Maldron Hotel Newcastle. The focus was on ButlerBot and Clevertouch (Ben Saad, 2024). These tools help guests get faster service and control their rooms easily. They also reduce staff workload and improve hotel operations. However, they come with challenges. Some guests find Clevertouch hard to use. Others feel that ButlerBot lacks human interaction. The research found apparent differences between guest groups. Younger guests enjoy digital tools and find them fun and convenient. Older guests often struggle with Clevertouch and prefer human service. Some guests said they missed personal interaction with staff. This shows that hotels must balance technology with human service. Maldron Hotel sits between budget and luxury hotels (Bilgihan et al., 2016). It offers more technology than Premier Inn but less than Hilton. Hilton’s Connie AI assistant and digital keys give guests more advanced automation. Premier Inn focuses on voice control for basic room adjustments. Maldron Hotel’s mix of robot delivery and touchscreen controls makes it a mid-range option. The study also found several challenges. Technical issues were a common problem. ButlerBot sometimes got stuck or delivered the wrong item. Clevertouch froze or was slow to respond. Guests found these issues frustrating. Staff training was also important. Staff must learn to fix problems quickly and help guests use the tools (Bradić-Martinović, 2021). The findings suggest that Maldron Hotel should improve its digital tools. Making Clevertouch easier to use will help older guests adapt. Adding voice control can make it more user-friendly. ButlerBot should be checked often to avoid errors. Better staff training will also improve the guest experience. Overall, digital tools help hotels improve service. However, hotels must use them wisely. Guests still value human interaction and reliability (Busulwa, 2020). Maldron Hotel can lead in digital transformation by balancing technology and personal service.
[bookmark: _Toc190180208]Recommendations and Practical Strategies
[bookmark: _Toc190180209]Improving ButlerBot’s Performance
Regular Maintenance and Software Updates: ButlerBot needs frequent system checks to avoid malfunctions. The hotel should inspect the robot daily to ensure smooth operation. A scheduled maintenance plan will help reduce technical failures (Çeltek, 2024). ButlerBot’s software must be updated regularly. Updates will improve navigation and increase efficiency. AI learning should be enhanced to help ButlerBot recognise room numbers better. This will reduce delivery mistakes and improve guest satisfaction.
Integration with Hotel Management System: ButlerBot should be linked to room service and housekeeping systems. This will allow real-time tracking of deliveries. If the system is connected, staff can monitor ButlerBot’s location (Cheng et al., 2023). Guests should be able to track their orders on Clevertouch or a mobile app. This will keep guests informed about their delivery status and reduce calls to reception asking about orders.
Human Assistance for ButlerBot: A staff member should be assigned to monitor ButlerBot. If the robot gets stuck or malfunctions, staff can quickly fix the issue, preventing service delays. Some guests may not want robot deliveries. The hotel should offer an alternative service where staff can deliver items if requested (Chius et al., 2024). This will ensure that all guests feel comfortable using the hotel’s services.
[bookmark: _Toc190180210]Enhancing Clevertouch Usability
Improving User Interface: Clevertouch should have a simple design to make it easy to use. The screen should show clear instructions for all functions. Larger icons will help guests navigate the system quickly. Some guests do not understand English well. Clevertouch should offer multiple language options to help international guests (Diwan, 2025). This will make the system more user-friendly for everyone.
Adding Voice Control Features: Clevertouch should have AI voice assistants to help guests control room settings. Guests should be able to adjust lights, temperature, and TV by speaking. Some guests prefer voice control over touching a screen. Clevertouch should let guests choose between touchscreen or voice commands (Fan et al., 2022). This will improve guest comfort and accessibility. Voice control will also help older guests who struggle with touchscreen technology.
Guest Training and Support: Many guests may not know how to use Clevertouch. When guests check-in, the hotel should show a short tutorial video on the screen, teaching them how to use the system (Florido-Benítez, 2024). Reception staff should also be trained to assist guests. If guests face problems, staff should help them immediately.
[bookmark: _Toc190180211]Balancing Technology and Human Interaction
Retaining Personal Guest Services: Not all guests like digital tools. Some guests prefer speaking to staff. The hotel should keep staff available for guests who want personal service. ButlerBot is fast and efficient, but some guests may not feel comfortable using it. The hotel should allow guests to request human service instead (Gupta et al., 2022). If a guest does not want robot delivery, staff should deliver items instead. This will make all guests feel valued and improve satisfaction.
Hybrid Service Approach: The hotel should offer both digital and human services. This will meet different guest preferences. Some guests want fast digital options, while others prefer traditional service. At check-in, guests should choose their preferred service mode. They can select full digital service or human assistance. This flexibility will help guests feel comfortable and improve their experience (Helal and Saleh, 2024). Balancing technology and human interaction will increase guest satisfaction and hotel efficiency.
[bookmark: _Toc190180212]Strengthening Cybersecurity and Data Protection
Stronger Cybersecurity Measures: Guest data must be protected from hackers and cyber threats. Clevertouch and ButlerBot store guest information, so strong security is needed. The hotel should encrypt all guest data to prevent unauthorised access. Encryption keeps data safe and reduces hacking risks. Regular security checks are important to find and fix any weaknesses (Ivanov, 2023). The hotel should update security systems often to prevent data breaches. Staff must be trained in cybersecurity to protect guest privacy.
Clear Data Privacy Policies: Guests should know how their data is used. The hotel must clearly explain its data policies to all guests. This will build trust and transparency. Guests should have the option to opt out of data collection. If a guest does not want data stored, the hotel must respect their choice. Strong cybersecurity and clear policies will protect guests and improve trust.
[bookmark: _Toc190180213]Staff Training and Digital Awareness
Continuous Training Programs: Staff must be trained regularly to handle technical problems quickly. If Clevertouch stops working, staff should fix it fast (Jayawardena et al., 2023). If ButlerBot malfunctions, employees should know how to reset it. Training will help staff assist guests who struggle with digital tools. Employees must understand all features of Clevertouch and ButlerBot. They should explain the technology to guests clearly.
Encouraging Digital Confidence Among Staff: The hotel should hold workshops on new hospitality technology. Staff should learn about digital trends to stay updated (Kannan, 2024). They must understand the benefits of automation. Employees should also know the challenges of digital transformation. This knowledge will help them work better with guests. Well-trained staff improve service quality and make guests feel comfortable using digital tools.
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Price vs. Quality Comparison in Hotels

Min Price per Night (£)	Maldron Hotel	Hilton Hotel	Premier Inn	120	200	50	Max Price per Night (£)	Maldron Hotel	Hilton Hotel	Premier Inn	150	300	100	



Impact of ButlerBot and Clevertouch on Efficiency and Guest Satisfaction

ButlerBot Impact (%)	
Delivery Speed Improvement	Staff Workload Reduction	Guest Satisfaction Increase	30	25	20	Clevertouch Impact (%)	
Delivery Speed Improvement	Staff Workload Reduction	Guest Satisfaction Increase	20	15	25	



Younger vs. Older Guest Preferences for Digital vs. Face-to-Face Service

Under 35	Prefer Digital Self-Service (%)	Prefer Face-to-Face Service (%)	68	32	Over 60	Prefer Digital Self-Service (%)	Prefer Face-to-Face Service (%)	35	65	



Cost and Maintenance Challenges

ButlerBot (£)	Initial Cost	Annual Maintenance Cost	20000	1500	Clevertouch (£)	Initial Cost	Annual Maintenance Cost	7500	0	



System Malfunction and Cybersecurity Risks

ButlerBot (%)	System Malfunction Rate	Cybersecurity Risk	0.3	0.4	Clevertouch (%)	System Malfunction Rate	Cybersecurity Risk	0.25	0.43	




Guests aged 50+	
Prefer Human Interaction (%)	Prefer Automation (%)	0.78	0.22	Guests under 50	Prefer Human Interaction (%)	Prefer Automation (%)	0.4	0.6	
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