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Abstract
Aim 
Information and Communication Technology (ICT) is a concept that encompasses an interconnected system of technologies comprising hardware, software, and network devices. This can also be applied to hospitality businesses, particularly hotels, to enhance guest satisfaction. In the given case, Premier Inn Canterbury has been considered, which is also known as Premier Inn City Centre. The study aims to assess the impact of ICT tools in the hospitality industry, using the case of Premier Inn, Canterbury. The themes include ICT tools, their application and challenges faced by their application. 
Literature review 
The literature review highlights the role of ICT tools in enhancing guest satisfaction in the hospitality industry, followed by the ICT tools used by properties within the UK. The literature review covers the challenges of effectively implementing ICT tools. Lastly, it offers recommendations for the effective use of ICT tools in overcoming challenges that include handling guest data and using middleware systems to eliminate the issue of legacy systems. The theoretical framework used in the given case includes the Technology Acceptance Model (TAM) and the Service Profit Chain. 
Methods
The study has applied a secondary qualitative methodology that is guided by deductive reasoning. This methodological approach has allowed this study to effectively retrieve information related to the case study of Premier Inn from secondary sources. This has resulted in a lower cost and time limit to conduct this study. The interpretivism philosophy has guided an effective level of objectivity, while the deductive approach has directed an effective examination of the theories related to technological integration in hospitality. However, the adoption of a primary data collection could be more valuable to generate empirical findings that would further enhance the validity of this research. 
Findings and discussion
The study has used a secondary thematic analysis to generate credible findings in relation to the effects of ICT in hospitality. ICT integration is a beneficial approach for enhancing guest satisfaction and accessibility at Premier Inn. The qualitative findings have also denoted a positive impact of ICT infrastructure on enhancing operational efficiency in the hospitality sector by automating routine tasks. However, a lack of digital literacy among hospitality professionals is identified as a significant barrier to the implementation of ICT tools. The study has found staff upskilling as an effective approach for Premier Inn to enhance the digital literacy of its staff, which would facilitate a seamless integration and use of ICT tools. 
Conclusion and recommendations 
Overall, the research has concluded a positive impact of adopting ICT tools such as cloud computing, IoT and digital CRM systems on customer experience. The findings have shown a strong link with the objectives of this research. An effective level of objectivity has driven more credible and bias-free findings. The study has relevantly answered the research questions through qualitative data in relation to the role of ICT integration at Premier Inn. This data set has addressed the research gap by specifying the effects of ICT in the hospitality industry based on the case study of Premier Inn. 
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[bookmark: _heading=h.2j57hqsawxib][bookmark: _Toc222829568]Chapter 1 - Introduction
[bookmark: _heading=h.79snwpv1tt08][bookmark: _Toc222829569]1.1 Research background
Information and Communication Technology (ICT) refers to the digital infrastructure comprising interconnected hardware, software, and networking devices (Mane, 2022). This can help in creating, storing and processing information within the said network. ICT can help transform the hospitality sector by improving guest satisfaction and streamlining order processing (Osadare et al., 2024). On the other hand, there can be challenges within the implementation of ICT tools in the hotel industry, which include prohibitive costs, lack of digital skills and the presence of legacy systems. This hinders the use of ICT in various functional areas of a hotel, such as front office, housekeeping, in-room dining and back areas. 
This could help provide real-time insights to managers who can track them and identify areas for improvement. The study would highlight the application of ICT at the Premier Inn located on New Dover Road, Canterbury (Premierinn.com, 2026a). The technology can be used to automate systems within key functional areas, such as the front office, thereby accelerating guest check-in and check-out. Features such as high-speed Wi-Fi and online booking facilities could help in enhancing the efficiency of the services.
[bookmark: _heading=h.jarwpq12puy6][bookmark: _Toc222829570]1.2 Case Study overview
In the given research, the Premier Inn that is located in Canterbury, also known as the Premier Inn City Centre hotel Canterbury, would be considered. The property is under the Premier Inn Limited, a brand of hotel chains which is a subsidiary of Whitbread and has its headquarters in Dunstable, England. According to the TripAdvisor customer feedback on Premier Inn hotels in the UK, there are significant operational and technical issues within the company. Guests shared feedback that some of the in-room technologies and amenities were poor. The majority of the people complained about non-functional USB-A sockets, and communication systems within the room are malfunctioning (Tripadvisor.uk, 2026). Similarly, some guests suggest that their booking system and website shared the wrong dates for the booking process. The key issues facing the hotel include the risk posed by legacy systems and the digital divide among UK staff. At the hotel, relevant ICT tools can be used to enhance productivity. This could also include efficient marketing capabilities and greater visibility in the digital space. With this, the management could ensure easy access for travellers and help provide the company with a competitive advantage relative to other brands. 
[bookmark: _heading=h.sgw4wp9b0003][bookmark: _Toc222829571]1.3 Research Aim, Objectives, and Questions
[bookmark: _heading=h.rkuga2ib9k0v][bookmark: _Toc222829572]1.3.1 Aim 
The research aims to identify the effects of information and communication technology in the hospitality sector, using the case study of Premier Inn, Canterbury. 
[bookmark: _heading=h.pm3dk8axgvoz][bookmark: _Toc222829573]1.3.2 Research objectives 
· To identify the role of information and communication technology in enhancing guest satisfaction in the hospitality industry. 
· To determine the ICT tools used by Premier Inn Canterbury in its operations
· To identify the potential challenges of using ICT tools within the Premier Inn Canterbury
· To provide recommendations for effectively using ICT tools in enhancing the operations at Premier Inn, Canterbury. 
[bookmark: _heading=h.csq341106ot][bookmark: _Toc222829574]1.3.3 Research questions 
· What is the role of ICT tools in enhancing guest satisfaction in the hospitality industry?
· How can the ICT tools contribute towards operational efficiency at Premier Inn, Canterbury?
· What are the challenges of effectively implementing ICT tools in the operations of Premier Inn?
· How could the ICT tools be effectively used for enhancing the operations at Premier Inn, Canterbury?
[bookmark: _heading=h.cvylxtf1o2ms][bookmark: _Toc222829575]1.4 Key Themes
The study would focus on three themes, which include the role of ICT tools in the hospitality industry and the role of ICT tools in enhancing guest satisfaction. It further includes the potential challenges faced in the application of the ICT tools in a hospitality business. In addition to this, it would include the ICT tools used by Premier Inn Canterbury in its operations. In addition to this, the research would focus on offering actionable recommendations that could be useful in making sure that the implementation of ICT tools is effective in overcoming the challenges faced by the property and making sure that the overall operational efficiency is maintained. This can be correlated with the themes of ICT application and its overall effectiveness. 
[bookmark: _heading=h.4yr7wq2obqck][bookmark: _Toc222829576]Chapter 2 - Literature Review
[bookmark: _heading=h.c2e1yaxwvvay][bookmark: _Toc222829577]2.1 Introduction
The literature reviews will provide literature and a detailed discussion that has been derived with the help of the research objectives and research questions. The topics have been aligned with the themes and objectives associated with the use of ICT in Premier Inn, Canterbury. This will be followed by a conceptual framework, theoretical underpinnings, and a literature gap that highlight the shortcomings of the existing literature discussed in this case. At the end, a summary will be provided that synthesises all the findings and discussion within the section. 
[bookmark: _heading=h.m3ai45w5rqpj][bookmark: _Toc222829578]2.2 Role of ICT tools in enhancing guest satisfaction in the hospitality industry
ICT tools within the hospitality industry could enhance guest satisfaction by offering customised services and enhancing brand image. As per the findings of Shin and Jeong (2022), it has been noted that the fit of technology within the operations of Luxury hotels is connected with the brand image. It can also contribute towards the overall value proposition of the brand. This has been evident at the Eccleston Square Hotel in the UK, which has adopted smart-glass technology in its bathrooms (Malkawi, Fahmawee, and Jawabreh, 2023). Contrary to this, the observations made by Filimonau et al., (2025) present that ICT tools can be used within a property to enhance its occupancy management. 
Technologies such as AI can be used to design systems that access real-time data from occupancy sensors and inform room pricing accordingly (Chaudhari et al., 2024). Hence, it can be summarised that ICT tools can be used in finding a balance between guest satisfaction and brand image and can be used in functional areas as well, such as room occupancy prediction (Khan et al., 2024). This could be critical for aligning hotel operations with guest needs by enabling accurate predictions. Moreover, the studies highlight the need for ICT tools to automate processes in the UK hospitality industry.
[bookmark: _heading=h.cgp7ju2rzojd][bookmark: _Toc222829579]2.3 ICT tools used by properties within the UK
Hotel businesses in the UK use ICT tools to ensure that overall operational efficiency is maintained. This includes the use of what3words, a technology that enables precise location within maps. As per the findings of Zeidieh (2024), this technology can also be used with autonomous driverless cars to ensure that navigation to the hotel is easier and more efficient. For example, Premier Inn properties use the Closed-Circuit Television (CCTV) camera developed by SECOM with audio capabilities (Secom.plc.uk, 2026). Contrary to this, the use of ICT tools facilitates effective operations and maintenance. 
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[bookmark: _Toc220682178]Figure 2.1: Premier Inn Secom partnership logo 
(Source: Secom.plc.uk, 2026)
In contrast, the observations made by Vlahović et al., (2024) highlight the need for automated reservation systems for booking efficiency within the hospitality industry of the UK. Companies in the hospitality industry use technology and hotel central reservation systems to accept and record guest bookings at the property. The integrated Central Reservation Systems (CRS) and Property Management Systems (PMS) support informed decision-making. On the other hand, the payments are processed with the help of the Amadeus Payments Platform, which processes guest payments effectively. Therefore, it can be observed that the presence of these initiatives can be effective in making sure that the overall processes within the property are enhanced. 
[bookmark: _heading=h.28px3rl5pjz7][bookmark: _Toc222829580]2.4 Challenges of effectively implementing ICT tools
A major challenge to the effective implementation of ICT tools in hotels includes a lack of digital skills. As per the findings of Minor, McLoughlin and Carlisle (2025), the absence of digital skills can be due to a lack of relevant knowledge and resources. The findings of the study highlight that the staff lack skills associated with technologies such as artificial intelligence and robotics that are important in the hotel industry. This issue can be exacerbated by staff reluctance to adapt to new and improved systems within operations. 
On the other hand, as opined by Smrutirekha, Sahoo and Karki (2022), one of the main challenges to the effective adoption. The study contradicts by stating that the ICT tools in the UK hospitality industry are present in the form of legacy systems. At present, the issue of legacy systems is being addressed through technologies such as AI (Annela, 2025). Despite this, there are compatibility issues between the new ICT technology and existing systems. Hence, digital skills and the presence of legacy systems within the industry are major challenges to the adoption of ICT tools in hospitality businesses.
2.5 Recommendations for the effective use of ICT tools
ICT tools can be deployed by hotels to enhance operational efficiency. As noted by the study, the use of ICT within hotels could help inform decision-making through data optimisation. As per the study by Singgalen (2025), information from the room booking systems and CRS can be used in making predictions associated with future occupancy levels. This can be useful in managing a higher inflow of guests during peak season, such as holidays and festivals. On the other hand, according to Carlisle, Ivanov, and Dijkmans (2023), in-house staff training can help close the digital skills gap. Hence, it is important to maintain a systematic approach to staff training, which can help identify skills gaps and bridge them (Bouwmans et al., 2024). The integration of legacy systems and their issues can include adapting a hybrid approach. It could be initiated by implementing middleware solutions (Ogunwole et al., 2023). The use of middleware solutions can facilitate communication between disparate systems. Therefore, it can be stated that the challenges can be mitigated through interoperability between applications and platforms. 
[bookmark: _heading=h.x1cvxfcd0bus][bookmark: _Toc222829582]2.6 Theoretical underpinning
2.6.1 Technology acceptance model (TAM)
[image: ]
[bookmark: _Toc220682179]Figure 2.2: Technology Acceptance Model 
(Source: Almaiah et al., 2022)
As shown in the diagram above, the process of technology adoption is determined by two sets of external variables. Within the hotel industry of the UK, the two variables, perceived usefulness and perceived ease of usage, can be considered in the effective implementation of the ICT tools (Ibrahim and Shiring, 2022). Based on the above flowchart, this informs the selection of tools and behavioural intentions that lead to usage. This can be applied to hotels that can adopt ICT tools based on their perceived ease of use and benefits. 
[bookmark: _heading=h.e3bzj8pkv367][bookmark: _Toc222829583]2.6.2 Service profit chain
The service profit chain is a business management framework that links profitability to employee satisfaction. 

[image: ]
[bookmark: _Toc220682180]Figure 2.3: The service profit chain model 
(Source: Zeglat, Shrafat and Al-Gasawneh, 2024)
As per the above diagram, it can be observed that the internal service quality is directly associated with profitability. In the case of hotel businesses, the model and its several intermediate stages, such as employee satisfaction, external service value, customer satisfaction, and customer loyalty, can be crucial to maintain overall profitability (Chen and Chi, 2022). In this case, the model can be used to determine the application of ICT tools within the industry to drive internal service quality. This, in turn, could enhance the revenue growth and profitability of the hotels. 
[bookmark: _heading=h.qdwegyqmaikz][bookmark: _Toc222829584]2.8 Literature gap
The literature presented in this study has primarily focused on the application of ICT within hotel chains and luxury properties and does not provide insights for small- to medium-sized hotels. In addition to this, the findings are mostly generalised in the case of the UK hospitality industry and are not specific. These shortcomings would be addressed in this study by examining the case of Premier Inn in Canterbury. 
[bookmark: _heading=h.9qzyziplzs77][bookmark: _Toc222829585]2.9 Summary
The effective application of ICT tools within the hospitality industry can include challenges such as the presence of legacy systems, skills gaps and staff reluctance. This can be addressed by investing more in staff training initiatives, adopting a hybrid approach, and prioritising data-driven decision-making. The theoretical underpinning in this case includes the Technology Acceptance Model (TAM) and the Service Value Chain, which has been correlated with the study. The literature presented includes a standardised focus rather than a specific approach, which would be addressed by the data collected in the study and secondary findings. 
[bookmark: _heading=h.vgz9u7ce2cuk][bookmark: _Toc222829586]Chapter 3 - Methods
[bookmark: _heading=h.jzjce4n9zfee][bookmark: _Toc222829587]3.1 Overview of the case study methodological approach 
In this research study, a case study method has been adopted to highlight the importance of ICT tools within the Premier Inn located in Canterbury. This has been further analysed. The case study analysis would be conducted in these cases by accessing data which is relevant to the Premier Inn Canterbury. Additionally, data would be collected from official reports and publications issued by Premier Inn, Canterbury. 
[bookmark: _heading=h.ay5tct64ql74][bookmark: _Toc222829588]3.2 Other significant research methods employed
3.2.1 Research philosophy
In the study, other methods would include an interpretivist philosophy (Saunders, Lewis, and Thornhill, 2012). This includes analysing individual values associated with human behaviour. This philosophy can help in analysing insights obtained through thematic analysis, which has helped identify themes related to the topic. In addition, a deductive approach would be used to support the implementation of a top-down, general-to-specific strategy. In this case, the data would be obtained by accessing the Premier Inn official website.
[bookmark: _heading=h.ujqidu4kb19e][bookmark: _Toc222829590]3.2.2 Research design 
In this case, a descriptive research design would be employed. This includes identifying the causes and effects associated with the variables (Colli and Hussey, 2014). This can support establishing theory and provide deeper insight into future outcomes (Cottrell, 2011). With this, it is possible to establish theories correlating with the study. 
[bookmark: _heading=h.54i0odozfuyk][bookmark: _Toc222829591]3.2.3 Data collection
The study would use a secondary data collection process in which already existing company data and peer-reviewed journals and articles are accessed with the help of public domain sources (Cottrell, 2014). This could help collect data based on the themes developed in the case of Premier Inn Canterbury and then provide explanations associated with the chosen topic. 
[bookmark: _heading=h.1isxu7izpsne][bookmark: _Toc222829592]3.2.4 Inclusion-exclusion criteria
The research uses an inclusion-exclusion criterion that includes considering articles published after 2021 and published in English. This helps select articles aligned with the research objectives and could meet the criteria. Contrary to this, the exclusion criteria could include any articles published in a foreign language, from unknown or unreliable sources and published before 2021.
[bookmark: _heading=h.kme4nzg5q2p0][bookmark: _Toc222829593]3.3 Discussion of Relevance and Application 
[bookmark: _heading=h.1ci6odw8e1zi][bookmark: _Toc222829594]3.3.1 Relevance of the data
Secondary data collected from sources such as official websites and publications may be more accurate, as it can provide an informed estimate. The data obtained from the Premier Inn websites and publications could help in maintaining the relevance associated with the study and ensure that the study does not include any backdated data. The interpretivist philosophy can help in guiding an analysis that can relate the findings to social context and human behaviour. 
[bookmark: _heading=h.o49d9t51jd0e][bookmark: _Toc222829595]3.3.2 Relevance of the methods 
Adopting a secondary method would be useful in saving time, as it does not require an elaborate process of obtaining participant data, as in the case of primary data (Bryman, 2008). This can help the researchers in collecting information that is relevant in a shorter span of time and under a low budget. The interpretivist philosophy could be utilised in identifying the study in its objective phase, and provides a base for assumptions. The inclusion-exclusion criteria are used to ensure that the collected data are relevant and that no data from unverified sources are included (Veal, 2006). This can also help in selecting data which suits the thematic analysis with the topic. 
[bookmark: _heading=h.9poc92w0py8t][bookmark: _Toc222829596]3.3.3 Limitations
One of the major limitations associated with the collection of secondary data includes the risk of obtaining biased information associated with the topic (Greetham, 2014). The explanatory research design in this case helps establish the relationship between variables such as ICT usage and customer satisfaction. However, the thematic analysis process has other limitations, including generalisability, as the findings are tailored to Premier Inn, Canterbury. This might not hold true for other hotels within the UK regions. Additionally, the insights obtained through the study may not generalise to other settings, such as a bed-and-breakfast accommodation service. 
[bookmark: _heading=h.liojao4hqcj8][bookmark: _Toc222829597]Chapter 4 - Findings and Discussion
[bookmark: _heading=h.yp9piwmro34][bookmark: _Toc222829598]4.1.1 Introduction
The primary importance of installing ICT tools in hospitality lies in improving guest experience. The modern demographics worldwide have become more oriented towards having a personalised and seamless experience (Collins, 2023). ICT addresses these consumer behavioural characteristics by offering seamless accessibility and a customised experience. The following section includes a secondary thematic analysis of how ICT impacts the operations and guest experience at Premier Inn. The section develops multiple themes in relation to the questions of this research. The analysis offers a comprehensive understanding of the role of ICT in the contemporary hospitality industry to address the previous literature gaps by relevantly answering the research questions. 
[bookmark: _heading=h.f5aw149si51q][bookmark: _Toc222829599]4.1.2 Detailed presentation of results
Theme 1: Integration of Information Communication Technology (ICT) drives seamless accessibility in the hospitality industry 
The growing implementation of ICT technologies is transforming the hospitality industry from a traditional model to a smarter and more connected ecosystem that ensures increased accessibility. The Internet of Things (IoT) is identified as a significant type of ICT technology that represents an extension of traditional ICT (Hrouga, Sbihi and Chavallard, 2022). IoT has seen wider integration in the hospitality sector to offer consumers more seamless accessibility to their hospitality choices. IoT-enabled smart rooms allow guests to control light, temperature and entertainment systems via voice commands according to their preferences and needs (Saber, Helmy and Abdel Gaber, 2025). This ICT trend has become particularly beneficial for enhancing the accessibility of guests with limited mobility. 
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[bookmark: _Toc220682181]Figure 4.1: Internet penetration rate of the UK 
(Source: Statista.com, 2026a)
Premier Inn also used smart room designs to improve accessibility for guests. For instance, the Premier Inn rooms are fitted with LED lighting with extremely sensitive motion sensors that can be controlled by guests through a touchscreen control panel (Premierinn.com, 2026b). This provides the guests with high autonomy without the need for any physical exertion. Furthermore, the use of ICT has revolutionised the hospitality industry through mobile check–in and out via smartphone applications (Ratnoday et al., 2025). Mobile check-ins and outs enhance guest satisfaction in hospitality by eliminating the need for long waiting times at the front desk for guests (Elisa et al., 2024). For instance, customers are offered contactless and seamless hotel bookings through the official website or the online application of Premier Inn. Almost all individuals aged between 16 and 44 years are found to be active internet users, which accounts for 99% of the total British adult population (Ons.gov.uk, 2026). Overall, the internet penetration rate of the UK population has dramatically increased from 70% in 2005 to 97.8% in 2025 (Statista.com, 2026a). Therefore, the provision of mobile-enabled digital bookings, check-in and out has become an advantageous alternative to support the growing internet consumption in the UK. Growing digital consciousness of the global population highlights the need for increased digital accessibility. ICT addresses these behavioural characteristics through smart room designs and mobile-enabled hotel bookings in the hospitality sector. 
Theme 2: ICT infrastructure leads to increased operational efficiency at Premier Inn through automation and cost minimisation 
Smart hotels leverage ICT tools to reduce costs and optimise operations for driving sustainable revenue growth. A solid ICT foundation supports the application of advanced technologies to boost organisational capability for handling large volumes of data while simultaneously ensuring seamless guest experience (Muriuki and Tumuti, 2024). For instance, reliable Wi-Fi connectivity in hotels offers an uninterrupted guest access and facilitates the IoT operations across the property. An effective ICT infrastructure conveys the potential of automating hotel operations by streamlining guest experience from check-in to check-out and enhancing digital convenience. The real-time occupancy sensors within ICT infrastructure help hotel organisations streamline housekeeping and maintenance. This technology conveys the potential of wirelessly notifying the staff when a room is empty and optimising cleaning schedules (Admwise.co.uk, 2026). Under the ownership of Whitbread Plc, Premier Inn currently operates over 86,000 rooms in over 850 hotels in the UK (Cdn.whitbread.co.uk, 2026). Whitbread Plc. Reinforces the digital infrastructure of Premier Inn 
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[bookmark: _Toc220682182]Figure 4.2: UK digital transformation market size 
(Source: Grandviewresearch.com, 2026)
The cloud-based platforms at Premier Inn centralise management and enhance real-time flexibility for accessing the operational and customer data at any time from any location. This highlights the importance of ICT tools in minimising human labour and operational burden. Real-time data accessibility is crucial for large hotel chains to enable informed decision-making in relation to the choices of customers (Hargreaves, 2025). For instance, Premier Inn has upgraded to Amadeus Hospitality Technology that integrates a new cloud-based PMS and CRS to provide a real-time view of the business operations for enabling informed decision-making (Amadeus-hospitality.com, 2026). Additionally, the digital transformation market in the UK is projected to grow at a CAGR of 27.7% between 2023 and 2030 (Grandviewresearch.com, 2026). This will help the brand minimise its operational costs and maximise operational efficiency by eliminating the costs and labour for on-premises hardware, IT maintenance and staffing. 
Theme 3: Lack of technological competence of staff hinders the efficiency of ICT tools at Premier Inn 
The digital transition strategy of hospitality firms is highly dependent on the digital literacy of staff. Adequate technological competence of staff ensures faster technology adoption and boosts the digital transformation process (Gadzali et al., 2023). However, low digital literacy of staff may disrupt the implementation and use of emerging ICT technologies such as digital Customer Relationship Management (CRM) systems, cloud computing and IoT. Premier Inn has successfully employed over 10,000 employees in its UK domains (Zoominfo.com, 2026). However, recent investigations highlight a significant skills shortage at Premier Inn. For instance, 57% of the UK businesses reported technical skill gaps in their employees, while 30% of the corporations reported non-technical skill gaps (Gov.uk, 2026a). Lack of digital competence of hospitality staff disrupts the digital transformation process due to their poor knowledge and expertise in dealing with the emerging technologies such as cloud computing, artificial intelligence, and data analytics. 
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[bookmark: _Toc220682183]Figure 4.3: Skills shortage rate by sector in the UK 
(Source: Statista.com, 2026b)
The hotel and restaurant chain in the UK is currently experiencing a skill shortage rate of 21.9%, compared to an information and communication technology skill shortage rate of 17.1% (Statista.com, 2026b). The emergence of Brexit caused a significant impact on the UK labour market by eliminating the participation of EU employees, which resulted in a severe talent shortage. The use of cloud-based tools and AI-enabled data analytics within an ICT foundation requires an effective level of digital numeracy to improve guest experience and accessibility. However, the current digital skill gaps of the UK staff represent poor digital literacy of the Premier Inn workforce. Additionally, the owner of Premier Inn, Whitbread Plc, announced plans to cut over 1,500 jobs as it has plans to close its 200 restaurants across the UK and expand its hotel business (BBC.com, 2026). Cutting a large number of workers from the global workforce of Premier Inn may lead to the elimination of skilled individuals who could efficiently handle digitally oriented operations. 
Theme 4: Implementation of cloud-based infrastructure and staff upskilling can enhance the use of ICT tools in the hospitality industry 
A cloud-based infrastructure is crucial for enhancing the adoption and use of ICT technologies. The primary purpose of installing ICT tools in hospitality is to enhance guest experience through data analytics-enabled informed decision-making (Abir and Khan, 2022). However, firms often struggle with the prevention of cyber threats due to the excessive use of personal and sensitive information. A cloud-based infrastructure strengthens the protection of sensitive and personal information of customers. Additionally, a highly advanced cloud infrastructure may also have a unique potential to adapt to the changing needs. For instance, the self-service agility with Oracle Fusion Cloud ERP and EPM of Whitbread Plc exemplifies an advanced cloud-based infrastructure which is capable of adapting to the changing needs of its business (Oracle.com, 2026). Similarly, Premier Inn also adopted a new cloud-based infrastructure in association with the PMS and CRS to enable a real-time view of the business operations for enabling informed decision-making (Amadeus-hospitality.com, 2026). Despite having adequate cloud-based infrastructure, the lack of digital skills among its employees remains a significant gap in enhancing the use of advanced ICT technologies. 
[image: ]
[bookmark: _Toc220682184]Figure 4.4: Digital literacy rate of hospitality professionals 
(Source: Nationalskillscoalition.org, 2026)
Around 18% of hospitality professionals have no digital skills to incorporate into the digital transformation process (Nationalskillscoalition.org, 2026). Employee upskilling can be an effective strategy for the hospitality brand to enhance organisational competence to deal with emerging technologies. The leading tech firms have partnered with the UK government to deliver AI skills training to over 7.5 million workers (Gov.uk, 2026b). Premier Inn can also partner with the governmental agencies to source, find, and deliver tailored and skill-based training to its staff. It will boost the digital literacy of workers to maintain ICT operations more proactively at the hotels and improve guest accessibility. However, low engagement and motivation to adapt to the changing organisational digital infrastructure may drive resistance to change among the hospitality staff. The current HRM strategy at Premier Inn is committed to prioritising career development opportunities for employees at all levels through an inclusive organisational culture (Mena.premierinn.com, 2026). This HRM approach will be effective for boosting employee motivation and minimising resistance to change at Premier Inn. 
[bookmark: _heading=h.spo31b4q49u7][bookmark: _Toc222829600]4.1.3 Summary
The thematic analysis above has demonstrated an in-depth understanding of the importance and role of ICT in hospitality. It has revealed the growing use of ICT tools such as cloud computing, data analytics, and IoT in the contemporary hospitality sector to drive personalised experience and increased accessibility for guests. Premier Inn is a leading hospitality company that incorporates smart room designs, real-time data accessibility, digital CRM and increased guest accessibility through an advanced ICT infrastructure. However, the company needs to upskill its employees to boost their digital skills. Overall, the qualitative findings have illustrated a critical understanding of the effects of ICT in the contemporary hospitality sector. 
[bookmark: _Toc222829601]4.2 Discussions
[bookmark: _heading=h.jxp3rnjm3txn][bookmark: _Toc222829602]4.2.1 Introduction
This section presents the data that has been collected with the help of thematic analysis and presents a discussion that is supported by the same. The findings section presents the results in detail and concludes with a summary of the findings. The findings have been listed in the given case based on the themes. Each of the themes has been made into separate headings. Under the relevant headings, the findings in the given case would be presented. Based on the findings, the discussion part analyses the data that has been presented and compares it with the findings associated with the literature review. 
[bookmark: _heading=h.1dllh86bzjky][bookmark: _Toc222829603]4.2.2 Objective reporting organised by themes 
[bookmark: _heading=h.w262x9bsvefz]The role of ICT in the hospitality industry significantly lies in improving guest experience through personalised service delivery. As stated by Shin and Jeong (2022), ICT integration in luxury hotels improves brand image by delivering customised services. The literature has signified the role of ICT in improving the value propositions of the hospitality firms. On the contrary, the qualitative findings have revealed how ICT technologies not only facilitate personalised experiences but also increase accessibility for the guests. The case study of Premier Inn has highlighted a crucial example of mobile-enabled check-ins and outs with the help of IoT tools. The internet penetration rate in the UK has increased to 97.8% of the total population (Statista.com, 2026a). Growing use of ICT tools in the hospitality sector supports the growing digital behaviour of consumers by offering flexible and remote hotel booking services. The IoT-enabled smart room designs in luxury hotels allow guests to control room temperature, lighting and entertainment via smart control panels according to their preferences (Saber, Helmy and Abdel Gaber, 2025). While the literature has highlighted a close link between ICT and hospitality brand image, the findings have noted the role of ICT in improving guest accessibility in hospitality services. 
The literature review and findings of this study have noted similar concerns regarding the use of room occupancy sensors as an ICT device. The real-time occupancy sensors within the ICT infrastructure help streamline housekeeping and maintenance in the luxury hotels (Gonzalez, Gasco and Llopis, 2022). This technology possesses a unique capability of seamlessly notifying the hospitality staff when a room is empty and optimising cleaning schedules (Admwise.co.uk, 2026). The literature has reviewed a significant role of real-time occupancy in aligning the hospitality industry operations with guest needs, which in turn improves guest experience.
The study has found a growing effectiveness of ICT infrastructure in terms of enhancing operational efficiency through cost minimisation and automation of routine tasks. Vlahović et al., (2024) highlighted the role of ICT in automating hotel reservation and booking options. The literature has denoted the importance of ICT-enabled automated bookings as a crucial approach in hospitality to enhance guest experience. On the other hand, the thematic analysis has interpreted automated reservation from a distinct perspective of how it facilitates hospitality flexibility. The provision of automated booking systems drives high digital convenience to develop a seamless hotel journey for the guests (Molina-Collado et al., 2022). Premier Inn currently operates 86,000 rooms in 850 hotels across the UK (Cdn.whitbread.co.uk, 2026). The use of automated booking enhances digital convenience and accessibility for the domestic and international guests in the large hotel chain of Premier Inn. For instance, Premier Inn has upgraded to Amadeus Hospitality Technology that integrates cloud-based CRS and PMS as two crucial components (Amadeus-hospitality.com, 2026). This helps the brand automate hotel booking services across the online channels. Additionally, the findings have pointed out the growing operational efficiency at Premier Inn with the help of its upgraded cloud infrastructure. The cloud-based infrastructure of the company enables real-time measurement of operational and customer data and eliminates the need for human labour, which in turn minimises the operational costs. 
Filimonau et al., (2025) reviewed the importance of ICT in the hospitality industry for improving occupancy management. This is a strategic process of tracking, analysing and optimising the available hotel spaces based on real-time data stored in the cloud infrastructure. On the other hand, the findings have noted the effective role of ICT-powered occupancy management in improving operational efficiency. Overall, the findings have denoted the advantage of ICT integration in enabling informed decision-making in the hospitality industry. Shin and Jeong (2022) considered improved brand image of hospitality organisations as an advantage of using ICT technologies. According to the literature, ICT conveys an effective capability of enabling instant global communication and personalising guest experience. Conversely, the thematic analysis has specified the role of ICT in managing large volumes of customer data to customise services. A reliable ICT infrastructure acts as a foundation of information related to buying behaviour and preferences of consumers to enable informed decision-making (Muriuki and Tumuti, 2024). Therefore, the use of information communication technology in the hospitality context is not limited to improving brand image, it also facilitates personalised service delivery. 
The study has revealed several challenges in implementing internet-oriented communication and technologies. One of the most crucial challenges of ICT implementation that both the literature and qualitative findings have revealed is the shortage of skilled professionals. Minor, McLoughlin and Carlisle (2025) considered that a lack of digital literacy among employees hinders the use and efficiency of ICT tools. Lower digital numeracy of hospitality staff limits their competencies to deal with emerging technologies such as IoT, data analytics and cloud-based tools. For instance, the UK hotel and restaurant chain has been struggling with a staff shortage rate of 21.9% compared to a staff shortage rate of the UK information and communication sector of 17.1% (Statista.com, 2026b). This may threaten the digital transition process in the hospitality industry due to ineffective staff expertise and knowledge to manage and use complex ICT technologies such as cloud computing and data analytics. The literature has conceptualised the Technology Acceptance Model (TAM) as a relevant theory of adopting innovative technologies. As stated by Almaiah et al., (2022), the adoption of an emerging technology depends on two factors, including the perceived usefulness and perceived ease of use. Although enhancing informed knowledge about the perceived usefulness of ICT technologies can minimise staff resistance to change, skills shortage remains a gap. 
The implementation of cloud-based architecture is crucial to strengthening the protection of sensitive information. Singgalen (2025) highlighted the importance of cloud-based CRS to improve demand forecasting in the hotel business based on occupancy levels. On the other hand, the findings have demonstrated comprehensive knowledge of how the provision of tailored staff training can enhance organisational capability to implement and use ICT technologies. For instance, a large number of British tech firms have partnered with the government to enhance digital skills and knowledge of using complex AI tools among more than 7.5 million workers (Gov.uk, 2026b). Similarly, effective delivery of personalised training initiatives at Premier Inn can enhance staff expertise to boost the ICT implementation and use.
A cloud-based infrastructure can enhance employee training by ensuring easy access to course materials. Employees can access course materials on multiple devices, fostering a more efficient and flexible learning environment. With a cloud-based architecture, employees can access resources and work on projects in real time, regardless of location (Nikopoulou, Kourouthanassis and Pateli, 2024). With this enhanced connectivity, it is now possible to facilitate better engagement. With the help of cloud computing, it is possible to train employees in digital skills, such as handling AI. This can be implemented on a scalable infrastructure, implying that the existing infrastructure can be used without requiring additional hardware. Managers at Premier Inn, Canterbury, can ensure that the staff associated with functional areas such as front office and kitchen can use the skills to offer enhanced services. 
[bookmark: _heading=h.u8q1d6d42gpy][bookmark: _Toc222829604]4.2.3 Limitations of the Study 
The study has illustrated a contextual understanding of how ICT has impacted and transformed the hospitality industry based on the case study of Premier Inn. However, the use of a particular case study of Premier Inn may not enhance the generalisability of the qualitative findings in relation to the entire hospitality industry. The use of multiple case studies could generate more practical and valid findings. Additionally, the study is limited to generating empirical data, which could illustrate a more practical understanding based on the real-life experience of participants. Empirical evidence is crucial to ensure research objectivity and draw an evidence-based conclusion (Homan, 2024). Additionally, the study is also limited to exploring the effects of ICT in the global hospitality industry due to its limited focus on the UK. 
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The findings of this study have illustrated the effective role of information and communication technology in enhancing hospital efficiency by improving customer service through personalisation and streamlining management. The primary purpose of integrating ICT within hospitality is to gain increased operational efficiency and streamline operational activities to reduce costs. The use of information technology has revolutionised ticket booking systems in the global hospitality sector. IT makes it easier for guests to book their preferred locations, tables and hotel rooms through online websites or third-party booking applications (Das, 2023). This ICT trend has highlighted its effectiveness in enhancing guest accessibility in the hospitality sector. Mobile applications and official websites have become crucial in modern hospitality management in terms of allowing guests to seamlessly access hotel information and make reservations by using their smartphones. The study has investigated how ICT has increased the satisfaction and loyalty of guests by personalising their experience and enhancing accessibility. Personalisation has become an increasingly essential aspect in the modern hospitality context to address shifting customer needs and preferences (Ibrahim and Islam, 2024). Cloud computing is a leading example of ICT technologies that is attributed with real-time data analysis to drive personalised experience by storing large volumes of customer data. The qualitative findings have also elaborated on how a solid ICT infrastructure supports the application of advanced cloud-based technologies to enhance organisational capability in handling large volumes of data. 
[bookmark: _Toc222829607]5.2 Linking with objectives 
Objective 1: ‘To identify the role of information and communication technology in enhancing guest satisfaction in the hospitality industry’
The study has maintained an effective level of objectivity by adopting deductive reasoning. The very first objective of this study is to highlight the role of ICT in enhancing customer satisfaction in the hospitality industry. The study has signified the modern hospitality practice in association with different ICT technologies such as smart hotel room designs, digital payment systems, real-time occupancy and artificial intelligence. Smart room technology has revolutionised the way guests interact with their accommodation. The thematic analysis has demonstrated the importance of automated lighting, voice-controlled assistants and automated temperature control in smart hotel rooms to enhance the convenience and satisfaction of guests. The analysis has found the Internet of Things (IoT) to be an integral ICT tool used in luxury hotels to allow guests to manage their stays through smartphone applications. 
Objective 2: ‘To determine the ICT tools used by Premier Inn Canterbury in its operations’
The case study of Premier Inn has supported the analysis by identifying relevant examples. For instance, the luxury hotel rooms at Premier Inn are integrated with smart LED lighting with extremely sensitive motion sensors that can be controlled by the guests through a touch screen control panel (Premierinn.com, 2026c). The investigation has signified the growing internet usage rate in the UK to support the growing use of ICT in the modern hospitality context. As of 2020, astound 92% of UK adults were found to be active internet users (Ons.gov.uk, 2026). Additionally, 74% of the total global population is estimated to be internet users in 2025 (Itu.int, 2026). Therefore, the provision of smart room designs, digital payment systems, online booking and mobile check-in with the help of ICT tools is beneficial in supporting the digital literacy of global hospitality consumers. Technology integration has become crucial in the contemporary hospitality industry to not only align with changing customer behaviour but also to gain operational efficiency. Digital transformation is a widely focused alternative to automate routine tasks and reduce staff workload (Jayawardena et al., 2023). Information and communication technology is a key component of the hospitality digital transition that enhances operational efficiency by automating manual tasks and enabling real-time data accessibility. For instance, the study has revealed the growing use of cloud-based infrastructure in luxury hotels to store and manage large volumes of data. Increased accessibility to the information related to industrial trends and customer behaviour enables informed decision-making in hospitality firms. 
Objective 3: ‘To identify the potential challenges of using ICT tools within the Premier Inn Canterbury’
Despite increased operational efficiency and guest satisfaction, the lack of digital skills among hotel staff remains a challenge for implementing ICT tools. Poor knowledge and expertise of the staff to deal with complex and emerging digital technologies disrupts the digital transformation process. The findings have revealed a current information and communication technology skills shortage of 17.1% in the UK. The lack of digital literacy among staff hinders the process of gaining increased operational efficiency and improving guest experience through ICT tools. Overall, the study concludes that the digital expertise of employees is a crucial aspect to boost organisational competence to enhance the use of ICT. Information technology and digital marketing are perceived as the driving force of promoting the development of the hospitality industry within a global competitive market (Qian et al., 2022). Therefore, the lack of IT skills of hospitality professionals may disrupt the development of a digital hospitality system. As a result, this may lead to decreased digital convenience and accessibility for the guests. 
Objective 4: ‘To provide recommendations for effectively using ICT tools in enhancing the operations at Premier Inn, Canterbury’
The study has investigated the need for developing tailored training initiatives to boost the digital numeracy of hospitality professionals. For instance, providing employees with cybersecurity training would be an effective approach to strengthen the protection of large volumes of sensitive information while incorporating a cloud-based ICT infrastructure. The case study of Premier Inn has upgraded to Amadeus Hospitality Technology that integrates cloud-based CRS and PMS to provide a real-time view of the operational activities and enable data-driven decision-making (Amadeus-hospitality.com, 2026). Additionally, the study has also considered the effectiveness of real-time occupancy sensors in notifying the hotel staff when a room is empty and scheduling cleaning activities. Therefore, the effects of ICT integration in hospitality are not limited to enhancing guest experience, as it also facilitates increased operational efficiency. 
[bookmark: _rzgeod7pg1ry][bookmark: _Toc222829608]5.2 Recommendation
The research has investigated wider qualitative knowledge in relation to the effects of ICT in the hospitality sector. The findings have recommended that increasing the use of ICT can drive enhanced operational efficiency, guest experience and accessibility. However, the study revealed an extreme need for data security concerns, staff upskilling and adequate resource allocation to support the growing use of ICT tools in hospitality. The following recommendations can be beneficial for Premier Inn in strengthening its digital transformation process with the use of ICT. 
· Integration of Big Data Analytics: The use of big data analytics is crucial for information and communication technology to transform massive raw datasets into actionable insights (Ushakov et al., 2022). Additionally, big data analytics drives cost minimisation by recognising business process efficiencies and optimisations (Nagendra, Narayanamurthy and Moser, 2022). Premier Inn can use big data to better manage the large volumes of customer data to drive personalisation and enable data-driven decisions. It can be a significant move towards hospitality digital transformation by empowering smart decisions and innovative business strategies. For instance, InterContinental Hotel Group (IHG) uses big data to manage and convert information shared by customers to personalise guest experience (Forbes.com, 2026). The use of this technology would help Premier Inn minimise the complexity of handling large datasets with a single ICT infrastructure. 
· AI-powered training initiatives: Lack of digital literacy among staff remains a significant gap at Premier Inn in implementing and using emerging digital technologies. Premier Inn has developed a diverse global workforce that prioritises the participation of individuals from diverse backgrounds. For instance, Premier Inn has employed over 37,000 employees across its UK domains (BBC.com, 2026). The hospitality firm currently operates over 85,000 rooms in 850 hotels across the UK (Reuters.com, 2026). A large hotel chain with a huge workforce, such as Premier Inn, demonstrates the participation of diverse cultural backgrounds. 
[image: ]
[bookmark: _Toc220682185]Figure 5.1: Barriers to investing in digital skills for the UK leaders 
(Source: Ukstories.microsoft.com, 2026)
Different individuals in the workforce of Premier Inn are associated with their distinct beliefs and work patterns. AI-powered learning helps employees adapt to specific and individual needs in real-time (Ramachandran et al., 2024). Premier Inn can use AI analytics in its training programs to help its staff identify and support with certain professional difficulties in terms of handling digital technologies. This will offer employees personalised training by assessing their specific areas for development. However, this strategic approach of integrating AI analytics in employee training is associated with a high initial cost. Additionally, around 27.79% of the UK leaders experience a lack of strategy regarding digital skills investment (Ukstories.microsoft.com, 2026). Premier Inn can access the governmental findings on employee training in the UK. For instance, there is up to 90% governmental funding available for upskilling existing staff in the UK (Learningcurvegroup.co.uk, 2026). This means Premier Inn would have to pay only 10% of the total training cost to boost the digital literacy of employees. 
· User-friendly interface: Although the use of digital applications is facilitating online booking in the modern hospitality context to enhance guest experience, a complex user interface remains a challenge for customers. Similar to hospital staff, a large number of hospitality customers still have limited expertise in using digital mobile applications. For instance, around 13 million British consumers lack the capability to use digital applications and tools (Researchbriefings.files.parliament.uk, 2026). A complex user interface of the official Premier Inn mobile application may challenge users in their online booking process due to poor digital knowledge. Especially, the older population has lower digital knowledge to handle modern digital applications. Around 33% of the older population aged 75 and above in the UK do not have the skills required to thrive in a digital society (Ageuk.org.uk, 2026). Therefore, Premier Inn needs to design a simpler user interface to better assist the aged population in their booking processes. This would enhance the digital booking rate and minimise long waiting times at the hotel front desks. 
· Transformational leadership approach: The digital transformation process at Premier Inn, with the help of emerging technologies, may potentially drive an elevated level of resistance to change. Transformational leadership can be a beneficial approach for the company to minimise staff resistance and maximise staff cooperation. Clear communication and transparency are the key components to enhancing informed knowledge of employees within an organisation (Hubbart, 2023). Transformational leadership is an effective approach to enhancing transparency and motivation within a diverse workforce. The workforce of Premier Inn consists of 8% ethnic minority groups and 40% female representation (Premierinn.com, 2026c). Transformational leadership would involve developing a transparent and inclusive organisational culture to prioritise the participation of diverse employee groups. On the other hand, the allowance of clear communication and openness would enhance employee engagement and motivation towards the shared digital transformation goals at Premier Inn. 
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