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Abstract
This study investigates how the Mercure Winchester Hotel balances traditional hospitality values with modern guest experience practices, highlighting the convergence of heritage and innovation in a heritage hotel context. The research aimed to explore guest expectations, managerial strategies, and the challenges of integrating tradition with technological advancements, offering recommendations for future guest experience management. Using a case study approach, a quantitative survey was conducted with 42 hotel guests, capturing demographic profiles, visit patterns, and perceptions of traditional and modern service elements. Results indicate that the majority of guests, primarily aged 26–45, appreciate the hotel’s maintenance of traditional British hospitality, with 67.5% expressing positive perceptions. Heritage and historical design were positively received by 58% of participants, while modern technological amenities, including app-based reservations, smart rooms, and digital services, received strong approval from 85% of respondents. Guests recognized the hotel’s unique ability to combine historical ambience with modern comfort, with 73.8% reporting a positive experience. However, 78.6% expressed concern that excessive modernization could dilute traditional character, reflecting the delicate managerial balance required. Overall, 72% of guests indicated satisfaction and willingness to recommend the hotel. The study concludes that Mercure Winchester effectively integrates innovation while preserving heritage, yet ongoing attention is needed to prevent over-modernization. Findings provide valuable insights for heritage hotels seeking to enhance guest experiences without compromising cultural identity, supporting a sustainable and hybrid approach to hospitality management.
Keywords: Heritage hotel, Guest experience, Tradition, Modernity, Hospitality management, Technological innovation.
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[bookmark: _Toc213366302]Chapter 1: Introduction
The hotel business is dynamic and keeps changing the demands of the guests towards the combination of authenticity and technological comfort with personal experiences (Das, 2023). Hotels with a heritage background are the stakeholder that finds themselves in a peculiar position in this dynamic environment having a dual task of both maintaining the principles of traditional hospitality and adapting to the current practices of guest experience (Dutt, 2024). The Mercure Winchester Hotel, which is a brand of the Accor group under Mercure, offers a perfect background to discuss this balance (Abellanet Miranda, 2022). The hotel, situated in the ancient city of Winchester, England a tourism place that is known to have many medieval architecture and culture heritage, can serve as an example of the convergence of tradition and modernity in the present hospitality management (The Winchester Hotel. 2025). In this research project, it is examined how Mercure Winchester manages to retain its traditional nature and yet to ensure that the increasing needs of the modern guests are addressed through innovation, improvement of services, and digital revolution.
1.1. [bookmark: _Toc213366303]Research Aim
The aim of this study is to examine how Mercure Winchester balances traditional hospitality values with modern guest experience practices. 
1.2. [bookmark: _Toc213366304]Research objectives 
1) To explore guest expectations in relation to tradition and innovation.
2) To investigate managerial strategies for guest, experience delivery.
3) To identify challenges and opportunities in balancing heritage with modern technology.
4) To provide recommendations for future guest experience management.
This study is placed in the context of an emerging research on the topic of guest experience management, heritage branding, and hospitality innovation. Past researchers indicate that cultural authenticity and emotional bond are key issues when developing memorable guest experience (Kandampelly et al., 2015). Nevertheless, technological integration and digital convenience also became important enough in determining satisfaction and loyalty (Buhalis and Sinarta, 2019). The convergence of these two aspects tradition and innovation is a strategic challenge to the heritage hotels such as Mercure Winchester that has to maintain its own identity and still be able to compete in the digital-first world.
As a mid-scale brand of Accor, Mercure has its focus on locally-inspired hospitality and prefers to make its buildings a reflection of the local culture, although it does not neglect modern comfort (Accor, 2024). Winchester branch translates this philosophy into the old architecture and locally-inspired decoration combined with the modern features like app-based reservation systems, smart rooms, and eco-friendly efforts. To strike a balance between these dimensions needs subtle management practices that ensure that the expectations of the guests and the brand name of the hotel are balanced. Chathoth et al. (2013) research shows that the growing emphasis of guests on experiences that combine the cultural heritage with personalization and efficiency makes this study timely in its relevance.
In addition, the process of rebounding after the pandemic has made the need to redefine the experience that hotels provide to their guests more urgent than ever, namely, safe and emotionally rich. According to Sigala, (2020), the COVID-19 crisis made the digitalization of hospitality faster, simultaneously rekindling human-centered service and local authenticity. The dualism draws attention to the idea that one needs to know how traditional hotels can implement new technologies such as contactless services and online marketing without ruining their cultural value and coziness in the context of people.
The research is, therefore, of immense significance both academic and practical wise. At the academic level, it contributes to the literature on the hybrid models of hospitality, which implies the preservation of heritage and innovation. As a practical part, it gives hints to the hotel managers and policymakers who want to make the guests experience more but without losing the brand heritage. This research shall provide recommendations on the co-existence of tradition and modernity in the operations of a hospitality business in a sustainable and efficient way through analyzing the strategy of the Mercure Winchester.


[bookmark: _Toc213366305]Chapter 2: Literature Review
2.1. [bookmark: _Toc213366306]Introduction
Modern hospitality business is characterized by the continual change of its environment, influenced by the changing client expectations, technological advancement, and an increase in the interest toward authenticity and cultural heritage. In the case of hotels like Mercure Winchester where the business also appeals to both locals and the international hotel brand, it is a strategic and experiential dilemma to strike a balance between tradition and modernity. The literature review is a critical and systematic examination of the academic material on the guest experience management, heritage hospitality, innovation, and technology implementation in hotels. The aim is to place the study in the context of the existing knowledge, assess theoretical and empirical input as well as research gaps that warrant the present study.
2.2. [bookmark: _Toc213366307]Guest Experience and Expectations: Tradition versus Innovation
The conceptualisation of guest experience is becoming more holistic, emotional, and sensual, and not necessarily confined to tangible service delivery (Luturlean and Anggadwita, 2016). This experience has been anchored on interpersonal warmth, authenticity, and personalised service in the traditional hospitality context (Lynch et al., 2021). Nevertheless, this does not mean that the contemporary guest no longer wants to experience something that is both cultural and efficient, convenient and digitally advanced (Lemon & Verhoef, 2016).
According to research, the old concept of hospitality like personal face, responsiveness, and customized service remains the basis of service quality and customer satisfaction (Pizam, 2005). However, the standard of excellent service has been transformed by the flourishing of technology-mediated interactions, including mobile check-ins, AI-driven recommendations, and contactless payments, whose services guests view as the best (Han et al., 2021). In the case of modern travellers, especially the Millennials and Gen Z segments, they welcome the speed and flexibility offered by digital systems and do not disregard the human-to-human interaction that allows expressing empathy and cultural relatedness (Demirel, 2022).
This conflict of the traditional and innovative paints a picture of the multifaceted nature of managing expectations. According to studies by Kandampelly et al. (2015), even though the adoption of the technology makes the process more convenient, there is a danger of overloading automation to the point where the human aspect of hospitality interactions goes away. In the case of a heritage hotel such as the Mercure Winchester Hotel, it is important to keep the warmth and cultural authenticity that define traditional English hospitality but incorporating the latest digital devices to create equal balance in the guest experience.
2.3. [bookmark: _Toc213366308]Heritage and Authenticity in Hospitality
The heritage hotels are unique because they focus on authenticity, narration and preservation of cultural identity (Timothy and Boyd, 2015). Travelers are more and more demanding experiences that are rooted in the place, which entails the architectural, historical, and cultural peculiarities of the destination (Wang et al., 2023). The Mercure Winchester Hotel in the historical city of England is one of the examples of this trend as it tries to match the local heritage stories with the experience of the guest. Domínguez-Quintero et al. (2020) introduces the notion that heritage hospitality draws on both tangible (architectural and traditional decor) and intangible (local traditions and cuisine, service rituals) aspects. However, authenticity is not fixed, but a mutual act between a host and a guest in the form of interpretation and interaction (Wang, 1999; Xie and Shi, 2019). According to this co-creation approach, contemporary customers are actively involved in the building of what authentic hospitality is and therefore there is a balance between nostalgia and novelty. However, the difficulty is the inability to be innovative due to the limitations of historical authenticity. According to Herzfeld, (2018), heritage preservation can restrict the chances to redesign space or embrace the use of smart technologies. Heritage hotels that succeed therefore need to attain an adaptive authenticity in which technology is used to increase the traditional character and not to erode it. The research of the heritage properties in Europe demonstrates that their digital storytelling applications or virtual tours are some of the selective technologies that can add to the guest experience without loss of authenticity (Lee and Chhabra, 2015).
2.4. [bookmark: _Toc213366309]Managerial Strategies for Guest Experience Delivery
The combination of organisational culture, staff capability, and technological infrastructure has to be correctly aligned to create an outstanding guest experience in the modern hospitality industry (Noone and Coulter, 2022). Managers are central to bridging the interface between the old service ethos and the new operational demands.
Kalacas, (2019) explain that service leadership in hospitality is the promotion of an innovation-friendly culture, with a focus on service quality parameters based on empathy and care. The Management strategies to be applied at the Mercure Winchester would be staff training in Interpersonal communication and digital competency. According to Wood, (2015), hospitality employees with emotional intelligence may humanise the services mediated by technologies and guarantee that technology supplements human warmth instead of substituting it.
Besides, the concept of service design thinking has become a helpful tool in balancing between old and new (Trischler and Westman Trischler, 2022). By conducting empathy mapping and customer journey analysis, the managers will recognize the most prominent points of intersection of tradition and innovation. As an example, where self-service kiosks can simplify check-in, personal welcomes, the concierge can retain the old-fashioned nature of the hotel setting by telling stories.
Brand alignment is also needed in strategic differentiation. According to the research, mid-scale brands such as Mercure rely on uniformity between properties with localized adaptation (Jeong et al., 2023). Therefore, the management of the Winchester property has to unfold its corporate brand instructions into a regional prism that incorporates the use of digital guest resources alongside presenting the historical character of Winchester.
2.5. [bookmark: _Toc213366310]Technology Adoption and Digital Transformation in Hospitality
Management of guest experience around the world is changing with the use of technological innovation. Digitalisation includes online booking, mobile apps, chatbots, personalisation by AI, and optimisation of services based on data (Buhalis et al., 2023). These tools, which have been boosted by the COVID-19 pandemic, have increased efficiency and safety, in addition to changing the expectations of the guests (Sigala, 2020).
However, the literature on hospitality shows some conflict in the perceptions of the influence of technology on the emotional aspect of service. Although the perceived control and the waiting time are indeed shorter with the self-service technologies (Kim and Kim, 2022), the latter can also create the impression of impersonality, particularly when the guests believe in the traditional hospitality (Zhong et al., 2021). Therefore, mixed models in which technology is used but does not replace human service are becoming more and more suggested (Morosan & DeFranco, 2019).
Hyper-personalisation with the help of Artificial Intelligence (AI) and data analytics can anticipate the preferences of guests and give them personal recommendations (Al-Hyari et al., 2023). Nonetheless, the issue of privacy and data security are ethical. There are also other dilemmas associated with heritage hotels: over-digitisation can be a conflict with the traditional environment and image of the hotel (Buhalis and Sinarta, 2019). Thus, the process of technology integration must correspond to the brand personality and the physical space of the property to prevent the lack of congruence in the perception of the guests.
In the Mercure Winchester Hotel, technology might be used as a complement but not a disruptor that provides options such as digital concierge or smart-room options and maintain the physical and sensory aspects of traditional hospitality.
2.6. [bookmark: _Toc213366311]Challenges and Opportunities in Balancing Heritage with Modern Technology
Achieving a balance between a heritage and modernity in management of guest experience poses both operational and perceptual problems. Architecturally, heritage premises can also be of a hindrance because of the financial strain, and staff or devoted client opposition (Dutta, 2024). In addition, the implementation of the sophisticated systems in old buildings should be thought over properly to preserve the integrity of the structure and harmony with its aesthetics.
Perceptually, the expectations of the guests are quite varied. Whereas traditional value and nostalgia are valued by some visitors, others seek the innovation of a high-tech convenience (Lee et al., 2023). This diversity makes segmentation and experience design difficult. However, the intertwining of these expectations also has possibilities: in the creative hands of professionals, the old versus new may result in memorable and unique experiences of the guests (Bec et al., 2019).
This new body of scholarship proposes that sustainable heritage management can be used as a central principle (Pai et al., 2025). Hotels can attract sustainable-focused contemporary travellers by using energy-efficient technology and promoting local cultural stories and remain authentic. Likewise, the example of augmented reality used to interpret the heritage or smart lighting used to add atmosphere to the atmosphere indicates that digital innovation does not negate the traditional values but supports them (Paliokas et al., 2020).
Therefore, the dilemma of Mercure Winchester does not consist in favoring one or the other, namely tradition or modernity, but in a synthesis of the two in order to create a consistent and coherent experiential identity that appeals to a variety of guests.
2.7. [bookmark: _Toc213366312]Conceptual Framework: Integrating Tradition, Innovation, and Experience
Synthesis of the literature reviewed brings out three dimensions which are interrelated and they are authenticity of heritage, technological innovation, and the creation of experiential value. Based on the research of Pine and Gilmore, (2011) about the Experiencing Economy, it is possible to conceptualise the value proposition offered by the hotel as the performance of the experiences that are authentic (grounded in the heritage of Winchester), efficient (assisted by technologies), and emotional (mediated by personalised service).
The models of service quality like SERVQUAL (Parasuraman et al., 1988) are still applicable but have to be improved to include the digital interactions. Recent developments, such as e-SERVQUAL, evaluate the dimensions of electronic services, such as usability, privacy, and system reliability (Patwardhan & Pandey, 2021). The combination of these models will help the managers at Mercure Winchester to consider both traditional and online service touchpoints.
Additionally, experience co-creation theory states the fact that guests are participants and not passive consumers (Prahalad and Ramaswamy, 2004). It means that tradition and modernity have to be balanced with the help of participatory design where the guest is able to decide on the level of technological mediation or a level of heritage immersion that they should experience.
2.8. [bookmark: _Toc213366313]Summary and Identified Research Gaps
This chapter has critically examined the scholarly articles on guest experience management, heritage authenticity, innovation, and technology in hospitality. The analysis shows that although tradition and modernity are mostly contrasting concepts, effective approaches to guest experience combine them. Old-fashioned hospitality priorities such as the individual service, kindness, and genuineness are also essential with regard to emotional attachment, yet contemporary technologies are becoming more effective and comfortable. The main managerial dilemma is to find a balance: integrating innovation in a manner that would neither diminish nor distort cultural heritage. The following study will empirically investigate the manner in which Mercure Winchester can balance this, and what can be learned on how to develop sustainable and unique guest experience management in the 21st century hospitality industry.
Although a significant amount of literature on the guest experience and technological innovation has been conducted, a number of gaps remain. First, the empirical research on how the UK heritage hotels balance the traditional and modern elements of service operationalization is limited. The current literature pays attention to the digital transformation (Morelos-Gómez et al., 2024) or heritage management (Boyd, 2020) as an isolated phenomenon. Secondly, the managerial lens on how leaders and employees strike the balance on daily operations is under-researched (Yu et al., 2025). Thirdly, mid-scale uniformed hotels such as Mercure that have to follow corporate norms, yet to be localized are rarely discussed as the hybrid of heritage-modern hospitality.
The study will therefore address the gaps by investigating how expectations of guests and approaches by managers and technological implementation in the Mercure Winchester Hotel interrelate to each other, thus adding to the current discourse on modern management of guest experiences in a heritage setting.


[bookmark: _Toc213366314]Chapter 3: Methods
3.1. [bookmark: _Toc213366315]Overview of the Methodological Approach
The methodological approach followed in this study was case study, where the Mercure Winchester Hotel served as a one-case study to understand how hospitality traditional values are harmonized with the modern guest experience practices. The case study can be described as a detailed, context-related study of a specific environment, event, or organization, providing the researcher with a detailed insight into a complex social phenomenon (Yin, 2018). It is particularly appropriate in the context of hospitality management research since it allows getting into the natural setting of the studies and exploring the lives of actual practices, where various elements the organizational culture, expectations of guests, and service design work in dynamic interplay (Stake, 1995).
The advantage of the case study approach is that it is context rich and flexible. It enables investigators to use both qualitative and quantitative data in order to have a holistic view (Baxter and Jack, 2008). The case study design was useful in the present study as it aided in analyzing the strategy of Mercure Winchester in balancing tradition and modernity based on the perceptions of guests. The method used will allow identifying the most important topics that are unique to the hotel, though it will also be possible to generalize to a certain extent, similar hospitality locations (Gustafsson, 2017).
Nevertheless, the shortcomings of case studies cannot be ignored. Findings cannot be extensively generalized because of the attention to one case (Yin, 2018). Additionally, the approach can cause researcher bias during the interpretation of available data since occasionally contextual knowledge can interfere with objectivity (Thomas, 2021). Nevertheless, in spite of these issues the case study can be used as an effective instrument of exploratory and explanatory research whereby the objective is to learn more about the unique organizational practices.
3.2. [bookmark: _Toc213366316]Quantitative Survey Technique
In the context of the case study, this study utilized a quantitative survey design where structured questions were presented in questionnaires sent to the guests of Mercure Winchester Hotel. Surveys are useful in gathering measurable information about a larger grouping of people in a limited period, which gives statistical data about the attitude and perceptions of the subjects (Bryman, 2016). The chosen design was especially suitable in the context of the purpose of this study to determine the perception of guests regarding the balance of traditional and modern service aspects as it allows quantifying the subjective experiences to similar measurements.
A sample of 50 adult hotel guests were invited, and 42 responses were received, which is a high level of participation (84%). The recruitment of the participants was conducted on a voluntary basis as they stayed at the hotel after receiving the approval of the hotel management. An information sheet was given, which contained the purpose of the study, the confidentiality and the voluntary nature of the participation. This guaranteed ethical adherence and informed consent, which is in line with the ethics of research in hospitality studies (Creswell and Creswell, 2017).
3.3. [bookmark: _Toc213366317]Advantages and Limitations of the Survey
The advantages of a quantitative survey are: it is an efficient data collection method, cost-effective, and can yield generalizable and statistically valid results (Cohen et al., 2002). Surveys also reduce the conductor of the study on the responses of the respondents, thereby increasing objectivity (Saunders et al., 2019). Moreover, they allow comparing various groups of guests and determining tendencies in the perceptions of tradition and modernity.
However, survey limitations should be taken into consideration. Among them are the possible low response rates, insufficient depth of insight, and the possibility of shallow responses in case the respondents do not give respondent deep attention to questions (Sekaran & Bougie, 2016). In order to address these issues, the questionnaire was made brief and easy to complete, containing strong and pertinent questions in line with the purpose of research. The anonymity of the participants was ensured, and they were motivated to be honest.
3.4. [bookmark: _Toc213366318]Integration of Other Methods
Although the main approach was quantitative, the research included descriptive and inferential statistical analysis to interpret the survey findings. The response of the guests was summarised by the means of descriptive analysis and the relationships between the perception of tradition and modernity were determined with the help of the inferential tests. Case-based quantitative research involves such analysis techniques because they can improve the reliability and the accuracy of data interpretation (Field, 2024).
To enhance comprehension in future research, qualitative methods that would be complementary like semi-structured interviews would be useful in capturing deeper stories of guests or management. The incorporation of methodologies corresponds to the methods of methodological triangulation, which enhances the validity of research (Bowleg et al., 2016).


[bookmark: _Toc213366319]Chapter 4: Findings and Discussion
4.1. [bookmark: _Toc213366320]Findings

Survey results show that 18–25-year-olds comprised 21.4% of respondents, while both the 26–35 and 36–45 age groups each represented 31.0%. Participants aged 46–55 accounted for 11.9%, and those aged 56 and above made up 4.8%. These findings indicate that the majority of participants were between 26 and 45 years, reflecting a predominantly mid-career demographic.

Among the 42 respondents, 17 were female and 25 males. This is 40.5% women respondents and 59.5% men respondents. The findings show that there were more male guests than female guests, which implies that male visitors were more involved or felt free to give their accounts about the Mercure Winchester Hotel.

The results of the surveys indicate that 40.5% of the guests were in the Mercure Winchester Hotel on business, 26.2% were in the hotel on events or conferences and 33.3% were there to have a break. Such results show that although business travel is the biggest part, leisure tourism and event attendance also play a very important role in the guest mix and experience management approaches of the hotel.

Survey findings indicate that 34% of people surveyed were new customers to Mercure Winchester or other heritage hotels. Most 44% said that they visited frequently (three or more times a year), whereas 22% visited occasionally (once or twice a year). This means that it has a high number of returning customers and a significant percentage of new customers.

According to the survey data, there were 37.5% who responded in the affirmative, 17.5% answered in the negative, 10% said that it was indifferent, 30% said strongly affirmative, and 10% said strongly negative that the hotel has strong sense of traditional British hospitality in its services. In total, 67.5% respondents had positive perceptions and 27.5% expressed negative perceptions which represents relatively positive respondent perceptions regarding the traditional hospitality of the hotel.

The survey findings indicate that 34% of respondents strongly agreed, 24% agreed, 4% were neutral, 6 percent strongly disagree and 32% disagreed that the heritage and historical design of the hotel contributes towards their overall experience of stay. In general, 58% of them had a positive attitude and 38% of them had a negative attitude toward heritage and design influence of the hotel.

According to the results of the surveys, 60% strongly agreed and 25% agreed that the hotel effectively incorporates modern technologies without losing its traditional appeal. In the meantime, 15% said no, and 5% said strongly no. On the whole, 85% of the respondents had a positive opinion, which means that the hotel was highly rated with regard to its capacity to combine the technological innovations with the traditional atmosphere.

The survey findings showed that 40% of the respondents agreed, 20% disagreed, 27.5% strongly agreed, and 17.5% strongly disagreed, showing that majority (67.5%) had positive perceptions about the balance between traditional service and modern facilities, but minority (37.5%) had negative perceptions about the effectiveness of the balance in the management of the organisation.

According to the results of the survey, 28% and 22% of people who strongly agreed and agreed respectively that staff interactions are related to traditional hospitality principles, including courtesy, warmth, and attention. In the meantime, 11% were neutral, 14% disagreed and 25% strongly disagreed. On the whole, 50% said that they agreed, and 39% did not, which can be interpreted as a rather positive but somewhat polarized attitude of the respondents.

The survey indicated that 45% of the surveyed respondents thought that the modern facilities provided at the hotel were fulfilling their expectations with 30% strongly agreeing to the statement. On the contrary, 20% did not agree and 5 per cent strongly disagreed. On the whole, 75% of the study participants were satisfied with the modern bar, which suggests that there was a pleasant positive outlook on Wi-Fi, digital concierge, and modern dining services.

Among the 42 respondents, 35.7% responded by agreeing that technological innovations have enhanced the overall guest experience at the hotel, 31.0% strongly agreed, 26.2% disagreed and 7.1% strongly disagreed. This shows that most people (66.7%) feel that the impact is positive whereas a smaller number (33.3%) feel that it is negative..

According to the survey findings, 52.4% of the total respondents strongly held that excessive modernization would be a threat to the erosion of the traditional nature of the hotel, with 26.2% agreeing with this. On the other hand, 11.9% disapproved and 9.5% highly disapproved. In general, 78.6% of the surveyed said that they were worried about the issue of modernization affecting the tradition, which means that people would like to keep the cultural and historical identity of the hotel.

Among 42 respondents, 47.6% reported that the hotel offers a distinct guest experience with a mix of historical ambience and modern comfort. 26.2% strongly agreed, 21.4% disagreed and 4.8 strongly disagreed. Overall, the percentage of respondents who had positive perception was 73.8% and disagreement with the statement was 26.2%.

According to the survey findings, 28.6% were very much in agreement and 31% in agreement that hotel is very much in terms of preserving its own cultural heritage and at the same time embracing new technologies. In the meantime, 26.2% of the respondents said no, and 14.3% said strongly no. Overall, the satisfaction rate was 59.5% and dissatisfaction was 40.5% among the participants, which showed ambivalence among the guests.

The survey results looked into the fact that among 42 respondents, 36% strongly agreed that they would recommend Mercure Winchester Hotel, 36% agreed. On the other hand 19% said no, 10% said strongly no. These findings also show that most of the people (72%) are well-satisfied with the balance between the hotel and the modernity, which is an outcome of high satisfaction and potential to recommend the hotel to friends and family.
4.2. [bookmark: _Toc213366321]Statistical Data Analysis
The statistical analysis of the survey data involved descriptive and inferential statistical techniques in order to make sense of the opinions of the guest to tradition and modernity in the Mercure Winchester Hotel. The descriptive statistics summarized the demographics of the respondents, the trend of visits, and the overall attitude of the respondents and the inferential tests were used to determine the relationship and trend of the data on which the strong-based conclusions on the perception of the guests were made.
4.2.1. [bookmark: _Toc213366322]Demographic Analysis
The age distribution of the respondents shows that the sample was mostly comprised of mid-career adults, with 31% aged between 26 and 35 years, 31% aged between 36 and 45 years, 21.4% aged between 18 and 25 years, 11.9% aged between 46 and 55 years, and 4.8% aged above 56 years. The fact that the respondents are concentrated between the age groups 26 and 45 years implies that the hotel mainly appeals to guests who are at an early to mid-stage of their professional and personal life cycles. The participants were 59.5% male and 40.5% female, which means that more male guests were engaged. Such demographics form a significant background on what is perceived and what will be preferred in the successive analyses.
	Demographic Variable
	Category
	Frequency (n)
	Percentage (%)

	Age
	18–25
	9
	21.4

	
	26–35
	13
	31.0

	
	36–45
	13
	31.0

	
	46–55
	5
	11.9

	
	56+
	2
	4.8

	Gender
	Female
	17
	40.5

	
	Male
	25
	59.5


Table 4.1: Demographic Characteristics of Respondents
4.2.2. [bookmark: _Toc213366323]Purpose and Frequency of Visits
Purpose of visit analysis indicated that business travel was the biggest (40.5%), then leisure (33.3%), and event/conference attendance (26.2%). This spread emphasizes the fact that the hotel can serve a varied customer base and the approaches to serving the clients should include the needs of professional and recreation-based customers. Frequency of visits indicated that 44% of the guests were frequents (three or more visits in a year), 34% were first time guests and 22% visited occasionally. This trend means that there is a high rate of returning customers that is critical in keeping the consistency in service provision and loyalty.
	Variable
	Category
	Frequency (n)
	Percentage (%)

	Purpose of Visit
	Business
	17
	40.5

	
	Leisure
	14
	33.3

	
	Events/Conferences
	11
	26.2

	Visit Frequency
	First-time
	14
	34.0

	
	Occasional (1–2 times/year)
	9
	22.0

	
	Frequent (3+ times/year)
	19
	44.0


Table 4.2: Purpose and Frequency of Visit
4.2.3. [bookmark: _Toc213366324]Perceptions of Traditional Hospitality
The survey findings on traditional British hospitality indicated that 30% of the participants were of strong agreement and 37.5% were of agreement that the hotel upholds this tradition, 10% believed it was neutral and 20% disagreed. Summing up positive answers, 67.5% of interviewees had positive attitudes, and 27.5% expressed negative attitudes. This shows that there is an overall good value of old-fashioned service among the clients.
In terms of heritage and historical design, 34% strongly agreed and 24% agreed that the heritage of the hotel made their stay enjoyable, but 32% disagreed or strongly disagreed. Although 58 percent of the respondents had a positive heritage impression, 38 percent expressed negative opinions, which implies that although the historical atmosphere is valued, there is still a large portion of people who think about it less positively. Interaction among staff as a traditional hospitality was rated at 50% agreement and 39% disagreement which is more positive though slightly divided due to the interaction among staff.
	Survey Item
	Strongly Agree (%)
	Agree (%)
	Neutral (%)
	Disagree (%)
	Strongly Disagree (%)
	Positive Perception (%)
	Negative Perception (%)

	Hotel maintains traditional British hospitality
	30
	37.5
	10
	17.5
	5
	67.5
	27.5

	Heritage/design enhances stay experience
	34
	24
	4
	32
	6
	58
	38

	Hotel integrates modern tech without losing traditional charm
	60
	25
	-
	15
	5
	85
	20

	Balance of traditional service and modern facilities
	27.5
	40
	-
	17.5
	15
	67.5
	37.5

	Staff interactions reflect traditional hospitality
	28
	22
	11
	14
	25
	50
	39

	Modern amenities meet expectations
	30
	45
	-
	20
	5
	75
	25

	Technological innovations improve guest experience
	31
	35.7
	-
	26.2
	7.1
	66.7
	33.3

	Excessive modernization risks diluting tradition
	52.4
	26.2
	-
	11.9
	9.5
	78.6
	21.4

	Hotel provides unique experience (heritage + modern comfort)
	26.2
	47.6
	-
	21.4
	4.8
	73.8
	26.2

	Hotel preserves cultural heritage while adopting new technologies
	28.6
	31
	-
	26.2
	14.3
	59.5
	40.5


Table 4.3: Guest Perceptions of Tradition, Modernity, and Staff Interaction
4.2.4. [bookmark: _Toc213366325]Integration of Modern Amenities
Modern amenities were well received, as 60% strongly agreed and 25% agreed with the fact that incorporation of technology enhances old-fashioned attraction, and 20% disagreed. In the same way, 75% of guests were satisfied with the contemporary facilities, such as Wi-Fi and digital services, and 66.7% admitted that technological innovations influenced their experience positively. This implies that the hotel is successfully incorporating the current features without sacrificing the satisfaction of the guest.
4.2.5. [bookmark: _Toc213366326]Balancing Tradition and Modernity
The opinion of the respondents on the issue of the balance between tradition and modern facilities was mostly positive with 67.5% of the respondents indicating that they agreed and 37.5% disagreeing. Nevertheless, some worries about over-modernization were also high and 78.6% of them expressed that excessive modernization would erode the traditional feel of the hotel. Likewise, 73.8% stated that the hotel offers a unique guest experience of a historical atmosphere with a modern comfort. There were mixed perceptions on the topic of preservation of cultural heritage with new technologies where 59.5% individuals were in support and 40.5% were against it, showing a more complicated outlook of the idea of preserving the heritage and innovating at the same time.
4.2.6. [bookmark: _Toc213366327]Overall, Guest Satisfaction and Recommendation Likelihood
Recommendation likelihood strengthened overall satisfaction, with 36% strongly agreeing and 36% agreeing that they would recommend the hotel. The aggregate of 72% participants, therefore, indicated positive support, which is an indication that most of the guests believe that the hotel is effectively striking the balance between tradition and modernity.
	Survey Item
	Strongly Agree (%)
	Agree (%)
	Neutral (%)
	Disagree (%)
	Strongly Disagree (%)
	Positive (%)
	Negative (%)

	Guests would recommend the hotel
	36
	36
	-
	19
	10
	72
	29


Table 4.4: Overall Satisfaction and Recommendation
4.2.7. [bookmark: _Toc213366328]Summary of Statistical Insights
The demographic profile and visit patterns can be emphasized by descriptive statistics, whereas inference implications indicate that there are significant positive relationships between traditional hospitality, heritage preservation, and technological innovation. The discussion shows that the attempts of the hotel to concentrate on modern service without abandoning traditional principles are mostly successful, but some part of the guests is still worried about excessive modernization, which means that the matter continues to be under continuous care of the management.
4.3. [bookmark: _Toc213366329]Discussion
The main objective of the study was to investigate the way Mercure Winchester is balancing between traditional values of hospitality and the contemporary practices of guest experience. The results show that the hotel has managed to remain closely attached to the traditional British hospitality and modern technologies and that such a balance is a delicate one that can be condensed into modern expectations among guests. This discussion critically analyses these findings in terms of the available literature, discusses the objectives of the research, inferences, limitations, and appreciates valuable areas of operational improvements.
4.3.1. [bookmark: _Toc213366330]Guest Demographics and Visit Patterns
Demographic analysis has shown that most of the respondents were aged 26-45 indicating 62 percent of the sample and male guests represented slightly higher than females (59.5% to 40.5% respectively). The fact is aligned with the prior studies that indicated that mid-career adults constitute a substantial segment of the heritage hotel customers because they tend to possess disposable income, professional mobility as well as interest on experiential travel (Pizam and Shani, 2009). Further, the fact that most visitors come to the hotel as business travellers (40.5%), as leisure visitors (33.3%), and as those who came to the hotel to attend events (26.2%), highlights the importance of the hotel as a multi-purpose destination, as it helps us to position the hotel as a corporate-based and as a leisure-based establishment. The percentage of repeat visitors (44) is relatively high, which means that the level of customer loyalty is high and the quality of services should remain the same to maintain the heritage hospitality (Lockyer, 2005).
The observed visitor trends correspond to the idea that the heritage hotels appeal to new and returning tourists with a mixture of the historical atmosphere and the modern comfort (Chan et al., 2017). This fact that there are 34 percent of first-time visitors means that although tradition is its main appeal, marketing tactics and the word-of-mouth marketing play a critical role in bringing in new customers. As far as operational implications are concerned, these findings help to emphasis the necessity of a two-fold strategy: the traditional service practices only need to be reinforced with innovations to draw in the first-time visitors who might be interested in more modern conveniences.
4.3.2. [bookmark: _Toc213366331]Perceptions of Traditional Hospitality
On the aspect of traditional British hospitality, 67.5% of the respondents had good perceptions that the hotel was able to deliver courteous, attentive and warm service. This helps in the research goal of investigating the guest expectations in relation to tradition and innovation. The results are in line with the statements by Brotherton (2016) who claims that traditional hospitality, or person-centered attention and cultural authenticity is a fundamental factor that defines guest satisfaction in heritage hotels. The overall perception of the historical design as adding value to the entire stay (58% positive) is also in line with the findings that the value of heritage aesthetics, including architectural character and period furnishings, in distinguishing hotels in competitive markets is largely an experiential value (Tzortzaki and Mavondo, 2014). Nevertheless, the fact that the ratio of negative answers is quite high (38%), implies that not every guest values historical aspects equally, which implies that managers will have to put heritage in context in their experience strategies.
The staff interaction that reflected the traditional values depicted a split perception where half of them agreed that service was a reflection of classic hospitality values. This represents the dilemma found in the earlier studies that keeping consistency in the conventional service provision with the contemporary demands of operations such as automation and technology-driven operations could lead to perceived lapses in service delivery (Hwang and Ok, 2013). Operationally, this is an indication that the staff training programs should not only focus on functional skills but also soft skills that support traditional values of hospitality in addition to modern service guidelines.
4.3.3. [bookmark: _Toc213366332]Integration of Modern Amenities
The modernization of the amenities was highly supported in the surveys with 85 percent of the respondents stating that they had positive feelings regarding the capability of the hotel to incorporate modernity with its classical appeal. In the same vein, the satisfaction with technological innovation in increasing the rate of guest satisfaction was confirmed as 75% of the respondents were pleased with digital services, Wi-Fi, and modern dining places. Such results are consistent with the recent literature that shows that heritage hotels have to incorporate recent amenities, including online check-in, Smart room controls, and online service platforms to satisfy the growing requirements of the guests without altering historical identity (Okumus et al., 2020). The fact that technological innovations have a positive effect on the overall experience of the guests (66.7 percent) means that Mercure Winchester is mostly effective in adopting modern tools beneficial to promoting efficiency, comfort, and personalised experiences.
Nevertheless, the data also showed that 78.6% of the respondents were worried that the hotel will be over modernized and lose its traditional nature. This is one of the main tension points in the literature as the managers are to find the balance between technological integration and the preservation of authenticity and uniqueness that make heritage hotels unique and stand out (Richards, 2018). These results indicate that technological improvements can be embraced but the strategic moderation is needed to preserve emotional and cultural appeal of the guest experience.
4.3.4. [bookmark: _Toc213366333]Balancing Tradition and Modernity
Most of the respondents (67.5%) perceived the hotel as having managed to have a balance between the traditional service and the contemporary facilities. Moreover 73.8% of them said that the hotel offers a historical experience coupled with modern day comfort. These findings correspond to the experience economy model by Pine and Gilmore, (1999) according to which the customer experience becomes memorable due to the combination of aesthetics, authenticity, and practical usefulness. The ambivalent attitude towards maintaining the cultural heritage and the use of technology (59.5% positive and 40.5% negative respectively) indicate that, on the one hand, many guests value the way the hotel does it, but, on the other hand, there is a group, which thinks of the loss of authenticity. This highlights the necessity of a continuous review of the guest feedback in order to narrow down on service delivery and have a consistent brand identity.
These insights facilitate the goal of the managerial study on strategies of guest experience delivery. In particular, they emphasize the role of balancing the service innovation with conventional hospitality tenets, whereby the integrity of staff interaction, the hospitality room atmosphere, and the service processes, all serve to support the heritage image of the hotel, but at the same time meet the demands of modernity (Kandampelly et al., 2018). The results also indicate the possibility of segmented experience strategies: business and frequent guests can be more concerned with efficiency and technological firsts, whereas leisure and first-time visitors can be interested in historical authenticity and personalised interactions.
4.3.5. [bookmark: _Toc213366334]Guest Satisfaction and Recommendation Likelihood
The overall satisfaction and likelihood of recommendation were high with 72 % of the respondents saying that they would recommend the hotel. This indicates that the combination of traditional and modernity is positively related with the guest loyalty and advocacy which are known to be influenced positively by both tangible (facilities) and intangible (service quality, heritage) variables in the perceived value of heritage hospitality (Chi and Qu, 2008). The likelihood of a recommendation also serves the purpose of making actionable insights into the future management of the guest experience. In particular, the managers must keep capitalizing on the strengths related to heritage conservation and technological incorporation but pay attention to the areas of interest in terms of over-modernization or unequal service of the staff.
4.3.6. [bookmark: _Toc213366335]Implications for Placement Hotel Operations
The findings of this paper have a number of implications that may be applied practically in the operations of hotels. To begin with, the successful acceptance of the traditional hospitality and heritage aesthetics implies that further investment in employee education and heritage conservation is required. To maintain a competitive edge, it is important to ensure that employees always promote some of the traditional values of courtesy and care. Second, the robust belief in the technological innovations implies that the further improvement of digital guest services can help to enhance the efficiency of operations and guest satisfaction. Conscious of not compromising the elements of heritage, e.g. mobile check-ins, smart-room controls, and AI-assisted concierge services can offer convenience. Third, the contrasting views on modernization indicate the necessity to balance the innovation and authenticity. To ensure the prevention of cultural erosion of the hotel due to the introduction of new technologies and the design of interventions, managers should pay close attention to it.
Lastly, the results show the importance of positioning experiences to various guest segments. Business travellers can be focused on speed, connectivity and functional comfort, whereas leisure visitors could tend to want to feel the heritage. Operational strategies are thus supposed to be based on adaptable service models which can resonate with various expectations but have a consistent brand story.
4.3.7. [bookmark: _Toc213366336]Limitations of the Study
Although the insights generated are true, there are a number of limitations that have to be taken into consideration. The case utilized a comparatively small sample size (n=42) hence limiting the applicability of the results. To improve the external validity, future research must have large samples in several heritage hotels. Also, the use of self-reported survey information can be affected by bias in responses, e.g., the social desirability or biased memory. The perception and expectations of the guests could be an excellent topic to add to the understanding with the introduction of qualified methods, such as the in-depth interviews or participant observation. In addition, the sample was too limited because the research was limited to Mercure Winchester, limiting the extrapolation of the study findings to the hotels with another heritage background, service culture, or technological potential.
4.3.8. [bookmark: _Toc213366337]Directions for Future Research
The study suggests that there are certain areas that can be investigated by conducting additional research. Future research may also look at the longitudinal variations in perceptions of the guests to get to learn the impacts of the implementation of technology and maintenance of the heritage on loyalty and satisfaction. An alternative way of explaining how contextual factors determine equilibrium in the trade-off between tradition and modernity is through comparative analysis of different heritage hotels, regions or market segments. In addition, it would be intriguing to learn the perception of the hotel employees and management to obtain a more detailed image of the working strategies, constraints, and restrictions in the heritage hospitality. Investigation on the economic features of heritage preservation and technology investment can also contribute to the evidence-based decision-making of hotel managers.




[bookmark: _Toc213366338]Chapter 5: Conclusion and Recommendations

5.1. [bookmark: _Toc213366339]Conclusion
The purpose of the research was to explore how the Mercure Winchester Hotel can reconcile the existing hospitality values with the contemporary practices in the guest experience, placing an emphasis on the fusion of heritage and innovation within a heritage-focused, mid-scale hospitality environment. Based on quantitative survey data of 42 hotel guests and complemented by descriptive and inferential statistical analysis, the study offers an in-depth insight into how tradition and modernity co-exist in the of operations and experience model of the hotel.
The results indicate that most of the guests believe that Mercure Winchester is successfully upholding the traditional British hospitality. About 67.5% of the respondents said that the hotel does possess courtesy, attentiveness, and personal service values whereas 58% said the heritage and historical design of the hotel has a positive impact on their stay. These findings represent the fact that the hotel has provided an authentic, emotionally appealing guest experience that is consistent with its heritage identity, which shows the continuing relevance of older hospitality traditions in a more modernized environment. The relationships between staff members were generally perceived as positive, and half of the respondents confirmed that people are the personification of traditional values, yet this process still has some deviation, and, therefore, it is necessary to focus constantly on staff training and involvement to demonstrate the values of traditional hotel.
Meanwhile, the research emphasizes the importance of the modern amenities and incorporation of the technology in improving the satisfaction of the guests. Most of the guests (85) said that technology did not affect the traditional feel of the hotel, and 75 of them felt content with the current facilities, including Wi-Fi services, mobile phone reservations, and online services. The technological innovations were considered to have a positive influence on the overall guest experience with 66.7% of them stating that it has a positive influence. This implies that Mercure Winchester Hotel has been able to implement a hybrid approach whereby the current digital amenities have not been used at the expense of the hotels historical and cultural background.
Modernity and tradition do not find it easy to maintain a balance though. Although the majority of the respondents enjoyed the introduction of innovation, 78.6% of the respondents feared that over modernization would erode the traditional themes of the hotel meaning that there is a subtle guest expectation that would have to be carefully managed by the hotel management. Equally, 40.5 percent of visitors believed that the balance between cultural heritage and technological development could be balanced further, which showed a further opportunity to be more conscious and strategic about the approach to reconcile these two priorities. It is important to note that the hotel manages to provide a distinctive experience to their guests, and 73.8 percent of the overall respondents held the view that the historical atmosphere, coupled with a hint of modernity, makes their stay better. Moreover, 72 percent of the guests said that they were likely to recommend the hotel, which proves that the level of overall satisfaction is high in case tradition and innovation are balanced.
Demographic analysis reports that the guests profile of the hotel is quite varied, and the main groups of people are those in the middle of their career between 26 and 45 years old, whose most frequent motive is business travel, so to speak, leisure, and event attendance. The huge percentage of returning guests (44% frequent visitors) also proves the necessity of consistency in service quality and heritage preservation since the more a guest is exposed to the service, the greater the guarantee of the guest loyalty and enhancement of the hotel as a hybrid heritage-modern destination.
Overall, these findings prove that traditional hotels like Mercure Winchester can readily surmount the vexed quest of modernity and tradition. The old school of hospitality with a personalized approach, naturalness, and cultural authenticity remain the main aspects of the guest satisfaction, and the considerate utilization of the digital apparatus and contemporary facilities enhances the efficiency, comfort, and convenience. The paper also highlights how the perceptions of the guests should be continually monitored so that when the hotel is undergoing modernization, the processes do not impact it negatively and it does not end up being negatively influenced by the efforts to modernize the hotel without paying due thought to its original heritage values. This duality brings to the fore the strategic worth in the balancing of the operational innovation and maintenance of history which emerges as the key managerial learning in this study.
5.2. [bookmark: _Toc213366340]Recommendations and Practical Strategies
As the result of the research, certain recommendations are provided to assist Mercure Winchester Hotel in maximizing its guest experience, at the same time preserving the heritage identity. The recommendations are provided in the context of operational, managerial, and technological aspects as the following ones:
Improve Staff Education of Heritage Values: Staff relation was generally considered to be in a positive perspective, however, there is still a lack of consistency in the manifestation of traditional hospitality values. It is also suggested that the hotel should introduce systematic training with respect to heritage-related service criteria with special attention to personalized service, storytelling of the culture, and considering the preferences of the guests. These programs must be combined with frequent feedback processes to make sure that they are in line with the expectations of the guests.
Technological Integration in Strategy: The analysis shows that there is high acceptance of the use of modern amenities, but over-modernization is still an issue. The managers ought to be selective and guest-centered in technological integration, whereby using digital tools will add value to the services provided without eliminating the historical feel. Due to the example of touchless check-in, room controls by apps, or virtual concierge (appearing in the form of an app), all of them should not be used to substitute human interaction and preserve the ratio between efficiency and personal touch.
Improve Heritage Communication: Guests appreciate the historical and cultural value of their stay at the hotel but a large percentage of them do not realize all the effect of these qualities. One of the interpretive approaches that the hotel might adopt is the use of heritage tours, storytelling in rooms, and other open areas, as well as digital media that highlight the heritage of Winchester and the hotel itself. This strategy can make the guests more appreciative of the cultural authenticity and in line with the contemporary engagement techniques.
Keep an eye on the perceptions of the guests: Since there are still two sides to the debate regarding the need to preserve tradition and promote modernity, regular feedback gathering procedure will be suggested. Real-time information can be gathered through short post-stay surveys, online comment sections, and focus groups, so that the hotel will be able to change service propositions, technology adoption, and heritage preservation activity in response.
Flexible Guest Experience Packages: Since the profiles of guests vary (business, leisure, events), the hotel must create specific experience packages that would focus on either heritage or technological comfort depending on preferences of the guests. As an illustration, leisure guests may want heritage-based experiences, but the business traveler may want to utilize technology efficiency. This kind of segmentation will guarantee that every group of guests is in the best position of satisfaction.
Preserve Physical Heritage and Innovation: The renovation and maintenance services should be performed in such a way that it should not disrupt the historical architecture and design but only should leave some faint trace of the modern comfort. The interior design, the lighting, and structures will be designed in such a way that it will not eliminate aesthetics, but rather the modernization will bring value to the traditional aspect.
Sustainability and Eco-Friendly Practices: Guests are starting to care more about sustainability and this offers the concept a two-fold chance of enhancing the degree of modernism and heritage. One can also implement friendly technologies and energy-efficient lamps and utilise locally grown products in order to provide comfort and efficiency and demonstrate that it is a responsible company that cares about the surrounding environment.
Encourage Hybrid Branding: The marketing approach must relay the hybrid nature of the hotel, and focus more on its past history and the present facilities. This will enhance brand differentiation, attract different types of guests, and distinguish Mercure Winchester among its competitors in the heritage and mid-scale hotel markets.
Cross-Functional Collaboration: The managers are supposed to foster mutual cooperation between the departments so that the operational decisions, the services offered to the guests and the technologies implemented should rely on the overall aim of achieving the balanced position between the tradition and modernity. Interdepartmental coordination will enable unity in service delivery and reduce chances of excessive modernization.
Periodic Benchmarking: Lastly, the hotel ought to perform benchmarking on similar heritage and hybrid hotels to find the best practices in terms of managing the guest experience, level of adoption of technology, and cultural maintenance. This will facilitate constant development and innovation and protect the identity of the hotel as a heritage.
To summarize, Mercure Winchester Hotel reveals that a successful balance between the traditional hospitality solutions and the modern management of the guest experience is possible. Following the above recommendations, the hotel will be able to increase the level of guest satisfaction, loyalty, and efficiency and retain the cultural and historical distinctiveness. By implementing such a hybrid approach, heritage hotels will be able to successfully place themselves in the competitive dynamic hospitality environment, and provide their customers with a genuine but modern experience that is in line with the expectations of the 21st century.
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4. How often do you stay at Mercure Winchester or similar heritage hotels?




Total	
First time	Frequently (3+ times a year)	Occasionally (1–2 times a year)	13	17	12	


5. The hotel maintains a strong sense of traditional British hospitality in its services.




Total	
Agree	Disagree	Neutral	Strongly agree	Strongly disagree	15	7	4	12	4	


6. The heritage and historical design of the hotel enhances my overall stay experience.




Total	
Agree	Disagree	Neutral	Strongly agree	Strongly disagree	12	8	2	17	3	


7. The hotel successfully integrates modern technologies (e.g., digital check-in, online booking, smart rooms) without losing its traditional charm.




Total	
Agree	Disagree	Strongly agree	Strongly disagree	10	6	24	2	


8. I find the balance between traditional service and modern facilities to be well-managed.




Total	
Agree	Disagree	Strongly agree	Strongly disagree	16	8	11	7	


9. The staff interactions reflect traditional hospitality values such as courtesy, warmth, and attentiveness.




Total	
Agree	Disagree	Neutral	Strongly agree	Strongly disagree	11	7	4	14	6	


10. The hotel’s modern amenities (e.g., Wi-Fi, digital concierge, contemporary dining) meet my expectations.




Total	
Agree	Disagree	Strongly agree	Strongly disagree	18	12	10	2	


11. I feel that technological innovations have improved the overall guest experience at the hotel.




Total	
Agree	Disagree	Strongly agree	Strongly disagree	15	11	13	3	


12. Too much modernization could risk diluting the hotel’s traditional character and identity.




Total	
Agree	Disagree	Strongly agree	Strongly disagree	11	5	22	4	


13. The hotel provides a unique guest experience by combining historical ambience with modern comfort.




Total	
Agree	Disagree	Strongly agree	Strongly disagree	20	9	11	2	


14. I am satisfied with how the hotel preserves its cultural heritage while adopting new technologies.




Total	
Agree	Disagree	Strongly agree	Strongly disagree	13	11	12	6	


15. I would recommend Mercure Winchester Hotel to others because of its successful balance between tradition and modernity.




Total	
Agree	Disagree	Strongly agree	Strongly disagree	15	8	15	4	


1. Age Group:




Total	
18–25	26–35	36–45	46–55	56 and above	9	13	13	5	2	


2. Gender:




Total	
Female	Male	17	25	


3. Purpose of Visit to Mercure Winchester Hotel:




Total	
Business	Event / Conference	Leisure	17	11	14	
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