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[bookmark: _Toc191258571]Executive Summary (Abstract)
The research project explores the implications of IoT in the guest experience and business efficiency. It uses Coldra Court Hotel, which was the placement organisation, as the case study. Internet of Things (IoT) is extensively employed in the hotel sector to enhance the efficiency of their operations and improve the guest experience. Though IoT has great benefits for hotels due to its implications on the operations and guest experience, Coldra Court Hotel, the placement hotel, has not fully embraced these technologies in its operations. As a result, the quality of service delivery has not been greatly improved, leading to some negative feedback from the clients who used their services but were not fully satisfied. Some of the recommended actions the hotel should take to increase its competitiveness include implementing the Airbnb segment, a centralised system for coordination and communication, emphasizing sustainability, implementing IoT sensors to help in predictive maintenance, and putting proper measures to mitigate data breaches.
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1.0 [bookmark: _Toc191258572]Introduction 
[bookmark: _Toc191258573]1.1 Overview of The Hotel 
Field placement is one of the academic qualifications that helps learners develop skills and competencies in their professions through real-world experience. This placement research project is based on Coldra Court Hotel, which was the placement organisation. During the placement at this hotel, various activities and experiences were gained, which will be instrumental in writing the project. Coldra Court Hotel is one of the hotel brands in the United Kingdom, located in Langstone, Newport. It is a luxurious brand in the county that offers a variety of services and products to its guests. The hotel has a court bar and room service, which enable it to provide a variety of services to its guests. This brand is widely recognised due to its steakhouse sophistication with smokehouse aromas and southern-influenced dishes. The hotel has different departments that carry out various functions to help it accomplish its overall goals and objectives. Some of the departments include HR, finance, sales and marketing, and dining and catering, each comprising its staff with skills and qualifications to work in the field. Thus, during the shadowing placement in the hotel, I had the privilege to work under senior staff or observe them execute their duties. This experience will be instrumental in this research project, as the insights gained will help in the analysis of the identified theme. Besides, engaging in the placement in this organisation made it possible to understand how the hotels operate and function to help them achieve their objectives and goals. In addition, this experience will be critical in the in-depth examination of the organisation, as it will make it easier to collect primary data from critical personnel working in the hotel. 
[bookmark: _Toc191258574]1.2 Overview of The Topic 
The key topic that will be explored within the study is the application of the Internet of Things (IoT) in the hotel sector. According to Car et al. (2019p165), "The Internet of Things (IoT) is the network of physical objects that contain embedded technology to communicate and sense or interact with their internal states or the external environment." Thus, this technology has been instrumental in hotel and hospitality. 
[bookmark: _Toc191258575]1.3 Background Research 
The IoT technology is applied to reduce operational costs and improve the quality of service offered, promoting efficiency and guest experience. With technological advancements, more IoT technologies are evolving, which are used in different sectors of the economy. As Amer and Alqhtani (2019), the rapid development of the IoT, new applications, and research related to the IoT are booming, leading to smart homes, smart cities, smart agriculture, and a smart world with many services and new devices being available to support various business activities. The hotel industry has been one of the beneficiaries of the IoT, which helps offer personalised guest services (Amer and Alqhtani, 2019). Coldra Court Hotel, the placement organisation, has not been left behind in applying the IoT, as these technologies were evident in their operations. 
[bookmark: _Toc191258576]1.4 Aims and Objectives 
The objective of this research project is to analyse the implications of IoT in the guest experience and business efficiency. 
[bookmark: _Toc191258577]1.5 Research Questions
· What are some of the IoT technologies used in the hotel's operations? 
· How do IoT technologies impact guest experience and business efficiency?
[bookmark: _Toc191258578]2.0 Literature Review
IoT has been instrumental in the hotel's operations, helping them improve the efficiency and quality of services the players in the sector provide. Wynn and Jones (2022) indicate that the digital economy has made players in the hotel sector seek competitive advantage in the digital landscape to drive their growth. In addition, a study by Sharma and Gupta (2021) indicates that technology is playing an important role in enhancing, co-creating, and personalising the guest stay experience in the hotel residency. Besides, this study highlights some areas where IoT is used in the hotel, such as smart room service, automated check-in & check-out, hotel room automation, and smart upkeep (Chen et al., 2022; Pelet et al., 2019). Applying technology in these areas of hotel operations is evidence of the transformation that has led to the sector. The hotel sector has been labour-intensive as every type of service needs some staff to execute. However, using these technologies has been critical in reducing the number of staff needed to work in the hotel as some services are automated. In the process, the hotel can reduce some of the costs it incurs in the operations as the number of staff hired reduces. Moreover, as highlighted by Ferreira (2023), IoT presents possibilities for enhancing hotel energy management by allowing the gathering of real-time data on energy consumption, spotting inefficiencies, and implementing focused approaches to help optimise energy by connecting IoT devices and sensors with existing energy infrastructures. Thus, technology plays a critical role in the management of hotels, helping reduce the costs of operations, which is reflected in the final prices of services and products. As a result, the customers get more value for their money due to high-quality services at lower prices, which improves the guest experience. 
Infante-Moro et al. (2021) explore some of the applications of IoT in the hotel sector. Firstly, there is wearable technology like smart glasses that enable the staff to identify and recognise a repeat customer facially as soon as they enter the hotel and give information on their preferences and tastes for personalised offers. This application is critical in improving the guest experience as it helps the staff to offer consistent quality products and services or improve better from what they enjoyed in their previous encounter, making them return for more services (Jawabreh et al.,2022). Importantly, the application helps in the retention of customers, which is critical to hotel operations, by ensuring they offer services aligned to their needs and tastes by mastering them through easy identification of customers, enabling it to continue generating more revenue as the business does not lose the customers easily. Another implication of IoT in the hotel industry highlighted in this study is smart refrigerators that order online so that they do not run out of products (Infante-Moro et al., 2021; Gupta et al., 2021). This application ensures that customers are always satisfied by getting all the necessary services so the hotel does not run out of product stock. As a result, there is no time wastage when placing orders for some supplies whose unavailability is noted once customers order. Hence, eradicating such delays and ensuring customers always get their supplies in time help improve their experience and satisfaction, making them loyal to the hotel brand. 
Moreover, connected minibars are another application of IoT in the hotel sector, noted by Infante-Moro et al. (2021), which notifies one when an item is picked and needs to be recharged, which is applied in the future visit clients as the details recorded from the minibars can be used in preparing for their preference. Consequently, the hotel is always prepared for what their clients prefer; thus, when returning, it becomes easier to understand their requirements and deliver exactly what the clients order. In addition, IoT has led to the development of mobile keys, which allow customers to enter rooms without the need for physical keys through a mobile app that is installed in the mobile device that gives them notifications when the room is available (Infante-Moro et al., 2021). This application makes room reservations and access more convenient, reducing the time that would be wasted when using manual processes and improving guest experience (Faliha et al., 2021). Besides, IoT has boosted facilities management and maintenance due to the automation of facilities like air conditioning, electricity, and water as per the needs and preferences of customers (Infante-Moro et al., 2021). Also, the IoT helps in the automatic switching on and off of the facilities, reducing the wastage of resources when not in use. As a result, hotel businesses have been using IoT to enhance their sustainability by reducing wastage and improving efficiency. 
With the high competition in the hotel industry due to many players in the sector, marketing is instrumental. Thus, IoT has been critical in enhancing the brands' marketing in the hotel as it makes it easier to collect data on the customers' preferences and use of products (Magalhães et al., 2021). Mercan et al. (2021) note that IoT comprises three main components, which include processing and storage units, appropriate sensors, and communication interphases, which are essential for accessing, processing, and storing information. Hence, it is easier to market. In addition, IoT helps in real-time analytics due to the interconnection of devices and their connection with the internet, making it possible for the brand to analyse the real-time data and engage in predictive analytics, which is instrumental to the company in forecasting the trends (Aliet al., 2017). These aspects of marketing cannot be achieved easily when using manual processes, which are more prone to errors. These errors affect the decision-making processes of the customers' needs as per the current trends. Specifically, following the manual processes to collect and analyse data affects timely analysis, affecting the outcomes as they do not reflect the real developments in the market due to the time factor that delayed their analysis. Hence, the use of IoT in marketing by the hotel sector has played an essential role as players are to access real-time data and conduct predictive analytics, leading to better decision-making (Rajan, 2024). Also, IoT helps the hotel industry to deliver personalised messages to customers after identifying and analysing their individual customer needs and preferences (Rajesh et al., 2022). As noted by Rajesh et al. (2022), through IoT technology, hotels become smarter, enabling them to use data obtained from past guest visits to personalise marketing information. 
The existing literature has extensively explored the use and application of IoT technologies in the hotel sector. However, this current body of knowledge has some gaps that should be bridged. One of the gaps is less focus on the specific cases or hotels that have employed these technologies and how they benefit from them. Thus, this research project will help bridge this gap by using a real case study of the placement hotel as a source of qualitative data to support the in-depth analysis of the topic. Another gap identified is their less focus on the challenges and shortcomings the organisations in the sector face when implementing these IoT technologies. This gap allows for deeper research to help identify some of the issues that affect the implementation of IoT technologies and the possible solutions that can be employed. 
[bookmark: _Toc191258579]3.0 Methods
Qualitative methodology will be used in the collection of data. One of the methods employed in the research project is the case study methodological approach, where data will be collected from a specific hotel that has employed IoT in its operations. Specifically, Coldra Court Hotel, will be the case study used in the research project. It was the organisation where shadowing placement took place, allowing the opportunity to get insights on how IoT technology is employed and its implications on business operations and guest experience. Using the case study methodological approach allows for an in-depth examination and analysis of the topic under study by exploring how the topic is applied in the specific organisation involved (Priya, 2021). This analysis provided an important understanding of the topic under study by getting insights into how it affects the organisation. For example, when examining the application of IoT in the hotel industry, using a specific case study of an organisation that has employed IoT technologies in its operations helps get insights into how they are employed, the changes they have brought, and how these changes have affected various aspects of the hotel. 
Under the case study methodological approach, various techniques will be used to collect the data about the topic under study from the hotel. One of the methods is observation, where the researcher will observe the applications of IoT, the changes they have brought in service delivery, and the reactions of the customers after the use of the IoT technology (Alam, 2024). Secondly, an interview method will be used where some staff will be interviewed on the use of IoT in the organisation and its impacts on the organisation (Khan and MacEachen, 2022). Thirdly, a survey method will be employed to gather data from customers seeking the services from the hotel to share their insights on the applications of IoT in the operations and how they benefit (Jain, 2021).
According to Cornejo et al. (2023), one of the benefits of the case study methodological approach is that it provides tools that make it possible to address the multidimensionality of various social and individual situations and problems. Another benefit is that the approach allows the use of multiple techniques in data collection, like interviews, observations, and surveys, providing multiple data sources (Rashid, 2021). The other benefit is the flexible approach, where case studies can be adapted to fit specific research questions and circumstances. In addition, the approach enables in-depth analysis of the research topic, providing insights into the factors involved and their relationships, and it provides vast qualitative data like narratives, descriptions, and insights from various people's perspectives and experiences (Priya, 2021; Rashid, 2021). However, the approach has limitations such as difficulty in generalising the findings to a wide population, its time-consuming, and being challenging to replicate the study as cases are unique in nature (Priya, 2021).
Additionally, online data netnography will be employed, where data from online sources like social media platforms and blogs will be employed (Smith et al., 2023). The method will be relevant to study the reactions and feedback of the customers who have visited hotels that use IoT technologies in their operations, which can be applied in the analysis of the implications of the IoT technologies.   
[bookmark: _Toc191258580]4.0 Case Study Hotel Overview and Findings
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The Coldra is a hotel located in Newport, South Wales (Morgan, 2017). It is situated a short drive from the Celtic Manor Resort on the opposite side of the Coldra Roundabout (Coldra Court Hotel, 2022). The hotel was built in 1990, and was last renovated in 2007 (Travelweekly, 2025). The hotel specialises in food from the southern origins smoked using hickory wood. It comprises a dining facility, enhanced by the Court Bar, which offers food and beverages to internal and external customers. The hotel is open to both hotel guests and visitors, as it provides an ideal place for a relaxed meal with friends, family gatherings, or celebration dinners (Coldra Court Hotel, 2022). The hotel is opens from Monday to Sunday from 6.30 a. to 10.30 p.m., offering different meals and drinks. Besides, the hotel offers a range of facilities and services to make the meetings or events successful. 
[bookmark: _Toc191258581]4.1 SWOT Analysis 
	Strengths
· Offer a wide range of amenities 
· Enabling environment comprising large spaces 
· Has professionals in various fields 
· Good facilities 
· Security services like electronic key/lock, surveillance cameras on site
	Weaknesses 
· Payment rates requiring full pre-payment before arrival 
· Slow operations and poor coordination of staff
· Cancellation policy 

	Opportunities
· Located in an ideal environment with many airports
· Technological developments
· Sustainable practices 
· It has discount policies 
	Threats 
· High level of competition, like Holiday Inn Newport, Celtic Manor Resort, new hotel
· Rise in the use of Airbnb. 



SWOT analysis tools help evaluate the company’s strengths, weaknesses, opportunities, and threats to help in strategic planning and management (Benzaghta et al., 2021). Thus, these tools seek to evaluate some of the strengths, weaknesses, opportunities, and threats of Coldra Court Hotel. One of the strengths of this hotel that makes it competitive in the industry is that it offers a wide range of services, which help it generate vast revenue as it does not rely on one type of service. According to Travelweekly (2025), the hotel offers a wide range of services, which include complimentary coffee, a crib/rollaway bed, currency exchange, paid onsite parking, and room service. Besides, the hotel offers a coffeemaker, daily maid services, free newspaper, television, and internet access (high speed &wireless). Another strength of the hotel is its enabling environment, comprising large spaces that make it attractive to guests for meetings. The hotel has 9 meeting rooms that hold 429 people and a total event space of 4,246 sq. ft. (Travelweekly, 2025). Another strength that contributes to the success of the hotel is qualified professionals in various areas, such as marketing & business service, catering, administrators, gym instructors, and receptionists who offer exemplary services to guests (Travelweekly, 2025). Furthermore, the hotel has good facilities, such as an indoor swimming pool, restaurant, bar, private parking, and fitness centres, that serve their guests’ needs (Coldra Court Hotel by Celtic Manor, 2025). Also, the hotel has enhanced its security, where they have installed electronic keys/locks and surveillance cameras on site, enhancing the safety of the clients (Travelweekly, 2025).
However, there are some weaknesses in the company which affect its ability to operate and succeed. Such weaknesses include payment rates, the requirement for full pre-payment before arrival, slow operations and poor coordination of staff, and a cancellation policy where customers who cancel their services at 4 p.m. on arrival date are charged one night (Travelweekly, 2025). These weaknesses may discourage customers, making them avoid the facilities and affecting the hotel's operations and growth.
There are different opportunities in the hotel that the company can employ to increase its success and competitiveness. Firstly, it is located in an ideal environment with many airports such as Filton, Bristol Intl, and Cardiff (Travelweekly, 2025). The hotel can take advantage of its location to market its services to these travellers and make its hotel services the preferable destination by offering services that meet the needs of all customer segments. In addition, the company can take advantage of the rising technological developments to implement various technologies that will make efficiencies and improve the quality of services it offers to clients. Besides, it can take advantage of sustainable practices evolving in the sector, such as energy-saving methods and waste management, to enhance their sustainability and reduce costs, which are reflected in the final prices. However, there are some threats in the sectors that are detrimental to the company. Stiff competition is one threat due to players like Holiday Inn Newport, Celtic Manor Resort, and new hotels (Travelweekly, 2025). Another threat is the rise of Airbnb, which most customers prefer for short stays during vacations instead of booking hotels (Powel et al., 2021). These threats negatively affect the Coldra Court Hotel, as they reduce their customers. 
[bookmark: _Toc191258582]4.2 PEST Analysis 
PEST is an acronym that stands for political, economic, social, and technological factors that affect business operations in the external environment (Cox, 2021). This framework is critical when identifying and assessing the external factors in the environment where this hotel operates due to their impacts on the business operations (Du, 2023). The analysis examines what is happening in the external environment, such as industry, government actions, people's behaviours and practices, and technological developments that have a great influence on business operations and their decision-making (Cox, 2021). The findings of the PEST analysis help the company to make strategic decisions to maximise the opportunities in the external environment and minimise the threats.
Table showing PEST analysis
	Political 
· Government instability 
· Favourable tourism policies and regulations
· Tax policies 
	Economic
· Economic growth 
· Low inflation 
· High employment rates

	Social 
· Health and wellness trends 
· Change in travel preference 
· Changes in demographics 
	Technological
· Online booking platforms
· Sustainability practices
· Digital Marketing



[bookmark: _Toc191258583]4.2.1 Political
One of the political factors that has negative implications on business activities is government instability. According to the Constitutional Commission (2024), Welsh democracy is at risk unless urgent changes are made to protect against the collapse of devolution. Such a trend hurts the business as it scares new investors and people from moving to areas with future uncertainties. As noted by Sallai et al. (2024), political instability disrupts the business environment, affecting the economic activities in an area. Thus, political instability in Wales can discourage people from visiting the place, hurting businesses in the hotel and hospitality sector. 
The other political factor in the environment is tourism policies and regulations, which affect people visiting an area, boosting the activities of hotel and hospitality businesses. According to a report by the UK Parliament (2022), Wales has made concerted efforts to attract American and other tourists to the region by hosting major entertainment events like the September 2022 WWE clash at the castle in Cardiff attended by 62, 296 people. Such efforts are beneficial to the hotel sector as an increase in guests will increase their economic activities due to the high number of visitors who will be seeking their services. 
Tax policy is another political factor in Wales that negatively affects business operations in the hotel sector. The Welsh government is seeking to introduce a 'tourism tax,' which aims at giving the local authorities the ability to levy small charges on rooms booked in commercial premises to generate additional revenue for local authorities (UK Parliament, 2022). Such a move will hurt tourism as the additional costs will be transferred to customers, increasing the costs of visiting places and booking rooms and discouraging customers. As highlighted by Zabihi and Rezazadeh (2023), an increase or decrease in tax rate significantly influences tourists' decisions on the destination of a voyage and means of accommodation.
[bookmark: _Toc191258584]4.2.2 Economic 
One of the economic factors in Wales, where Coldra Court Hotel is located that has implications on business operations is reduced inflation. According to a report by the Wales Government (2024), inflation in Wales continued to fall during 2024 and is not closer to the Banks of England's target of 2% per year, with the rate forecasted to be lower than in the past years, though it is expected to remain light higher than the target for the next couple of years. The economic factor in the external environment is high employment rates, with more than 11,000 people employed in 2022 (Wales Government, 2024). Lower inflation reduces the business's operational costs, enabling it to make profits and favouring its operations (Carrière-Swallow et al., 2023). Reduced unemployment allows many people to afford hotels and travel to different destinations within the country, boosting business operations (Fathan et al., 2022; Ngubane et al., 2023). Moreover, economic stability in Wales is evident through the reduced economic inactivity, which shows that many people are productive in various sectors of the economy (Wales Government, 2024). As a result, they can earn some money, increasing their purchasing power and positively affecting business operations.
[bookmark: _Toc191258585]4.2.3 Social
Change in travel preference is one of the social factors affecting the operations of businesses in the hotel sector, where customers have become more eco-tourism, preferring destinations that do not destroy the environment (Omelchenko, 2021). As a result, green consumerism has been a trend among customers, whose behaviours prefer sustainability and environmental responsibility (Riva et al., 2022). Another social factor is health and wellness trends, where customers visit hotels specialising in healthy food options like organic and offering SPA treatments and wellness programmes that will positively affect their health (Jones, 2024; Myllylä, 2024). Hence, they start preferring hotels offering services and products with health and wellness benefits. Lastly, change in the demographics, as older people have different preferences than younger people, thus influencing the services and products offered by hotel businesses. According to the 2021 census, persons aged 65 years and below account for 78.7% of the country’s population; hence, services and products offered by the hotel businesses should reflect this demo graphic’s preferences and tastes since they are their customers’ segments (Office for National Statistics, 2022).
[bookmark: _Toc191258586]4.2.4 Technological 
Technological development has greatly affected the hotel industry. One of the technological factors shaping the hotel industry is the rise in online booking platforms such as Airbnb and booking.com. According to Jones (2022), there has been a huge rise in people listing second homes on Airbnb in Wales, which has seen the number of properties listed on the holiday website, Airbnb grows from 13, 800 in 2018 to 21, 718 in 2022. Higher-income generated from Airbnb and quicker money generated have led to a rise in their use, as landlords charge an average of £710.14 for–a bedroom and £2,175.71 for a four-bedroom property (Mclaughlin, 2022). This trend has changed how clients find and book hotels, with most preferring the online platforms to the physical premises that follow the manual processes, subjecting them to stiff competition. 
The other technological trend evident in the Wales hotel industry is digital marketing, where brands in the sector have increased their marketing and presence in digital platforms, where they promote their products, replacing the traditional methods (Cezim, 2023). Facebook, Instagram, and mobile apps have become the most prominent marketing tools used by hotel owners to promote their products, where they share photos about their premises, services they offer, and menus served to attract customers (Banyeva et al., 2023). This marketing approach helps reach the target customers, mainly the young people and working class, who are users of the platforms. Thus, for the businesses in the sector to become competitive, they are forced to shift to these digital marketing tools. 
Sustainability is another trend in the hotel sector, where brands have been using various technologies to reduce their wastage and promote efficiency. To achieve this sustainability, IoT and artificial intelligence (AI) are greatly used in the management and operation of the hotel to improve efficiency, data management, and customer services (Gajić et al., 2024). For example, businesses in the hotel sector have been using smart room features controlled by mobile applications like lightning, temperature regulation, and entertainment systems (Dasgupta and Jamader, 2024). These sustainability practices have disrupted how the business in the hotel sector operates, with those that embrace them becoming sustainable and competitive.
[bookmark: _Toc191258587]4.3 Netnography
This research explores customers’ feedback and other relevant data on the Internet platform on the experience with the Coldra Court Hotel service. Online reviews from the customers show mixed feelings, with some complaining about the prices, facilities, and quality of the services. On the other hand, there are some customers who have had a good experience with the hotel’s services and products (APPENDIX 1).
[bookmark: _Toc191258588]4.4 Reflective Account Based On Personal Account of Professional Observations and Experience  
While working at Coldra Court Hotel during the placement, I observed and experienced how the hotel operates, serves its customers, their feedback, and the quality of services it provides to its clients. Despite the evolution of the IoT, I observed that the hotel has not seriously implemented technology in key areas to improve the guest experience and enhance efficiency. One of the areas they have applied the IoT is in the security aspect to ensure the safety of their guests and their luggage to ensure they do not lose their items, and in case they do, they can be traced and the culprits held accountable. In this case, the hotel has CCTV cameras on all their premises, which are connected to the security officers' devices for easier and close monitoring. I observed this application has helped improve the guest experience due to the ease of monitoring the stranded guests and according to the necessary help they need, like directing them to the right staff and departments. Moreover, the hotel has installed strong Wi-Fi connections, which help ensure their guests are connected while in the facility and can easily access their website to order and book various services. Many clients were happy with this application, as it saved them the struggle of queuing and waiting to be served, as they are only supposed to work their services or order food as they continue with their events. As a result, guests can enjoy it maximally without disruptions or time-wastage when following up for physical orders and booking.  
Additionally, I observed some clients complain about the services they received from the hotel. For example, I experienced several instances where clients were complaining that they received food at different times despite ordering them together. This issue could have been resulting from poor coordination in the dining and catering department, where the staff receive information late, causing delays. This gap can be addressed by IoT, where staff is connected to one device to get the order pertaining to their order in real-time. Moreover, I observed that the hotel has saved the customers the struggle of queuing to pay since they have implemented a cashless system. This function is supported by Point of Sale (POS), allowing customers to complete their purchases (Adeniran et al., 2022). This system benefits the customers by making it convenient for them to pay for their ordered food and booked services. In addition, I observed that the hotel benefits from this system in that it allows them to track sales and inventory for accountability purposes, manage customer profiles, generate digital receipts, and provide the necessary insights on the business purposes performances in terms of sales, cash flow, and inventory management, helping in making decisions. This hotel has not taken advantage of the IoT to boost its sustainability by reducing wastage, which is one area I observed that needs a lot of transformation.
[bookmark: _Toc191258589]5.0 Discussion 
[bookmark: _Toc191258590]5.1 Interpretation and Analyses of the Research Findings and Their Implications
The findings from the research point out some challenges in the operations and facilities at Coldra Court Hotel that contributed to the negative guest experience. There are negative reviews from the customers who have visited the hotel, showing there are some improvements needed. One of the standing issues raised by the guests who have visited Coldra Court Hotel before is the bathroom, where they indicated that the shower base is slippery and they have a wardrobe in the bathroom, reducing the space. These reviews imply that the guests were not satisfied with the facilities in the hotel; thus, when going on other vacations, they would choose hotels that have better services. According to Baquero (2022), there is a relationship in the service industry between the quality perceived by the customer and the level of satisfaction. Similarly, a study by Ali et al. (2021) indicates that service quality has a great impact on the guests' satisfaction, which is influenced by the service delivered and facilities available in the hotels. Thus, the negative experience with the bathroom facilities, as highlighted by the customers through their feedback, shows they were not satisfied, as the quality of the services they received did not meet their expectations (Ganatraet al.,2021). As a result, they are less likely to return to the same hotel with such a poor bathroom; instead, they will consider others with better bathrooms, especially if they are looking for a place to spend a night.
However, the implications of the bathroom challenges can be overcome by other positive attributes raised by the customers about the services delivered. For example, some positive aspects noted in the customer reviews include a good quality breakfast, clean and friendly staff, spacious rooms, cleanliness and comfort in the breakfast, and supportive staff. These issues may make the customers return for more services, though if they had negative experiences with their bathroom, they might choose to have food and breakfast in this hotel and spend the night elsewhere. Another thing that customers may choose when visiting a hotel is the prices of the services and value for their money. In the case of Coldra Court Hotel, though some reviews show that they serve good breakfast and their staff are supportive, others indicate that they are costly. One of the customer's reviews indicates that she thought the bar menu was good value until she was stung with a service charge that was not deserved. Another customer review indicated that the prices of the restaurants were too high for poor menu choices. These sentiments show that she was not satisfied with the value she got for the money she paid for the bar menu. Hence, in the future, she may avoid such services in the hotel and choose others, or she may consider looking for a different hotel where she thinks she will get more value for their money.
Moreover, online reviews about the hotel can attract or discourage other potential customers from visiting the hotel. For example, if customers are looking for hotels with guest room services and encounter some negative issues about the facilities, like in the case of the Coldra Court Hotel washrooms, they can avoid the hotel. However, if they come across positive details about the hotel, like the good breakfast served at Coldra Court Hotel, and looking for a place to have breakfast, they will most likely choose this hotel. Kim and Kim (2022) assert that with the growing popularity of the internet, customers easily share their experiences and information in online reviews, which are widely recognised by customers as valuable sources of information before consumption, and they influence their purchasing decisions. Hence, these online reviews about Coldra Court Hotel have great implications for their operations due to their influence on the customer's decisions on whether to visit the hotel or not, depending on the information they get about their services and facilities (Arruda and Barcelos, 2021). The implications of these online reviews on the brand are evident that Coldra Court Hotel needs IoT in their operations, like cloud computing and connectivity, that will enable them to collect, transmit, and store the data to help in decision-making (Meisami et al., 2023; Syah et al., 2023). For example, through the use of IoT, the hotel could sample the negative reviews from customers who were not satisfied with the service the brand offers and implement the right solutions to prevent similar negative experiences from customers in the future. In addition, by accessing the data on customer reviews through the use of IoT, the hotel responds to some of the claims and assures the dissatisfied clients of better services and experiences in the future.
In addition, in the hotel sector, some services are critical to the guest as they directly affect their experience. One such facility is the parking facility, as customers need to visit hotels where their care will be safe and convenient for them. Hence, the availability of ample parking at Coldra Court Hotel has a significant impact on the guest experience as they have no worries about whether they will park their cars after visiting the premises (Travelweekly, 2025). However, there are some negative reviews of this hotel's parking facilities that may discourage some customer segments. For example, one of the customer reviews noted that Coldra Court Hotel's parking is not easy to drop off a disabled person and then park. Thus, this feedback may discourage customers with such people who are abled differently from visiting their place. Parking Management Network UK (2024) asserts that parking facilities are critical in the hotel and tourism sector as they enhance experience. Besides, Mrnjavac et al. (2021) indicate that adequate parking facilities are essential for tourist attractions and the accommodation of visitors. Hence, the ample parking facilities at Coldra Court Hotel are critical in attracting guests who want accommodation as they are assured of spaces for parking their cars. Also, the negative reviews may discourage guests with disabled individuals from visiting the hotel (Arruda and Barcelos, 2021). The parking challenges experienced by the hotel show the gaps in the implementation of IoT technology in the management of the parking spaces. These systems have sensors installed in the individual parking spots to help detect vehicle occupancy in real-time and enable the drivers to access information about the available spaces through mobile apps or displays (Martin and Alwin, 2025). The system would help the guests visiting the hotel to plan adequately for parking, preventing the negative experiences highlighted, where some persons could not find spaces to park their cars. Experience these parking challenges is evidence of the important roles IoT can play in the hotel and tourism sector by helping businesses use smart systems for real-time management of parking spaces.
Other vital aspects of Coldra Court Hotel security include surveillance cameras around the premises, ensuring the safety of customers and the hotel's facilities (Travelweekly, 2025). Moreover, the hotel uses electronic keys/locks in their guest rooms, which enhance the safety of customers and their luggage (Travelweekly, 2025). Hotel sectors serve customers from different places and with different characters; hence, security is paramount to prevent guests from losing their belongings. A study by Anichiti et al. (2021) states that the tourism and hotel sector is exposed to various kinds of threats and risks, such as terrorist attacks, natural disasters, and other issues. Hence, implementing the necessary security measures like CCTV cameras helps monitor the hotel premises and take the necessary actions in case of breach to protect the customers' lives and belongings. Also, the electronic key/locks make it difficult for unauthorised persons to open and access the guests' rooms without their consent to steal their belongings (Horan, 2024). Moreover, this security feature ensures the guests' privacy as they are the only ones who can open the room once they book it. 
Furthermore, research shows various technological developments are evident in the hotel sector. These include the rise in online booking platforms, the use of technologies to enhance business sustainability, like controlling the use of energy and water by turning them off when needed, and digital marketing (Boto-García et al., 2021). These advancements show that customers will prefer hotels where their experiences will be smooth through the use of these sustainable practices. As noted by Oh et al. (2022), customers enjoy service convenience where customers enjoy services with minimal time and effort. Thus, using technologies in business operations is one factor that attracts customers to the business. For example, online booking platforms save them the struggle to follow manual processes (Zervas et al., 2021). In addition, sustainable practices will reduce wastage of resources, lowering operational costs, which enables brands to offer clients more value for their money through improved quality of services (Varelas et al., 2021). Furthermore, through digital marketing, the brands engage in targeted advertisements to specific customers across various platforms (Panda and Mishra, 2022; Sadullayevna, 2024).
Additionally, social changes in the hotel sector that have resulted in health and wellness trends, changes in travel preferences, and changes in demographics require the players in the hotel sector to up their games to be competitive. IoT in their operations is one of the approaches that can be employed to make the business stand out. This approach would help appeal to the rising number of young and middle-aged demographics that are major customer segments in the sector and may make services more appealing to them. In addition, they will help in developing better solutions to health and wellness issues, making the hotel attractive to guests pursuing wellness goals (Amini and Zilic, 2024; Casillo et al., 2024). Moreover, the economic growth, favourable tourism policies and regulations, low inflation, and high employment rates witnessed in the country show that the environment is conducive for businesses to thrive (PMP et al., 2024; Surya et al., 2021). Similarly, the country where the hotel operates has a stable government, making it conducive for business as many can visit (Rahim and Rahman, 2024). 
The threats the hotel faces in the industry due to players like Holiday Inn Newport, Celtic Manor Resort, and new hotels mean that businesses compete for the same customer share since they offer similar services. Thus, for businesses to stand among these competitors, they need to differentiate their service by investing in approaches that would improve the guest experience and give customers more value for their money by delivering high-quality services. As noted by Pereira-Moliner et al. (2021), sustainable practices are some of the approaches players in the hotel sector employ to enhance their competitiveness due to their financial implications that help them lower the costs of their services. Professionals at the Coldra Court Hotel can also be a source of competitive advantage for the hotel as they help it deliver quality services that meet the needs of their clients. As highlighted by Travelweekly (2025), the hotel has qualified professionals in various areas, such as marketing & business service, catering, administrators, gym instructors, and receptionists who offer exemplary services to guests. This implies that the professionalism of their staff has led to exemplary services, as evident through the positive online reviews from the clients who praise the staff for being friendly and helpful during service delivery. According to Yoopetch et al. (2021), staff creativity is a source of ideas and knowledge that helps foster organisational performance. Thus, having professionals qualified in various fields work for Coldra Court Hotel enhances their creativity, enabling them to offer better services and resulting in customer satisfaction, as evidenced by online reviews.
[bookmark: _Toc191258591]5.2 Limitations
One of the limitations is the limited amount of information published about the hotel on its websites, preventing deeper examination of some of its aspects, like the workforce. The other limitation is involving fewer participants in the collection of some information, which may affect the generalisability of results in some areas. Thirdly, there was a time constraint, making it difficult to collect data about the guests over an extended period.
[bookmark: _Toc191258592]6.0 Conclusion and Recommendations
[bookmark: _Toc191258593]6.1 Conclusion
With technological advancements, research shows that the hotel and hospitality industry is one of the most affected sectors, where various technologies are employed. Specifically, research shows that the Internet of Things (IoT) is greatly employed in the hotel sector to enhance the efficiency of their operations and improve the guest experience. Specifically, with the need for hotels to be sustainable, IoT technologies have been effective in the hotels, minimising the wastage of resources. High-end hotels have implemented IoT to enhance smart rooms, where various technologies are employed to adjust temperature and lighting and change TV channels to align with guest preferences. Moreover, the technologies are used to automate check-in and check-out, where guests visiting the hotels do not need to engage with the staff. Furthermore, security is critical in the hotel sector, which ensures the guests' safety and their belongings are secure. Thus, IoT has been instrumental in managing security in the hotel sector, as they can use CCTV cameras and connect with their computers, helping in real-time manning and collecting data that is instrumental in security management.
Though IoT has great benefits for hotels due to its implications on the operations and guest experience, Coldra Court Hotel, the placement hotel, has not fully embraced these technologies in its operations. As a result, the quality of service delivery has not been greatly improved, leading to some negative feedback from the clients who used their services but were not fully satisfied. However, in areas where Coldra Court Hotel has employed technology, like in the communication with the clients and security, there have been significant improvements noted with no negative complaints raised in these areas. The findings show that IoT is a sure way of enhancing efficiency in the hotel sector and improving the guest experience. The technologies enable guests to use the hotel services and facility conveniently and in as little time as possible, leading to better satisfaction.
[bookmark: _Toc191258594]6.2 Recommendations and Practical Strategies 
The research findings show that Airbnb has been on the rise, leading to stiff competition in the industry, as they offer convenient services to clients. Coldra Court Hotel, the placement hotel, has not tapped into this customer segment as it relies on the traditional on-site concierge and housekeeping. Thus, since it is a reality in the sector, it should consider implementing this service segment in its line of services to make it outstanding in the industry. For effective implementation of this strategy, the hotel should first convert a few units and carry out a pilot project to establish the viability of the idea. Once it establishes the idea is viable and has good returns to the business, it should target like 100 house units and convert them to Airbnb to get the customers who prefer renting them instead of hotels. Besides, since these Airbnb offer amenities like foodstuffs where guests prefer their meals and live the way they prefer, the hotel should ensure that it sources all the available necessities guests in the Airbnb require to ensure it gets some profits it loses from the meals, which could have been served to guests who opt to prepare their meals. This strategy will help the company generate additional income from this segment by reducing the number of idle guest rooms to meet the needs of Airbnb clientele. 
Slow operations and poor coordination of staff is one challenge identified at the Coldra Court Hotel, leading to a lot of complaints among the customers. Due to this challenge, there was a delay in the serving of the clients. Thus, one of the recommendations the hotel should embrace to mitigate this challenge is having a centralised system that is accessible by all the heads of the departments to reduce the line of command from relying on the general manager to communicate with individual staff, which affects coordination. Instead, the managers will communicate directly and in real-time with the head of each department, who will share the information with their staff, leading to better engagement and coordination, as shortening the communication channel will reduce miscommunication that negatively affects coordination. Besides, this approach will make it easier to ask questions or clarify any issue to ensure that client needs are met, leading to a better experience. This approach will reduce the complaints over delayed service delivery, enhancing client satisfaction.
Sustainability is creating milestones in the hotel sector as they help meet current needs without compromising future needs. Coldra Court Hotel has not greatly invested in this area; thus, it needs to put more emphasis on sustainability by taking advantage of the Internet of Things (IoT) to conserve its resources and reduce wastage. Therefore, Coldra Court Hotels should invest in smart rooms by ensuring that their rooms have automatic room temperature adjusting technologies, automatic lighting, and water control techniques, which ensure their water outflow automatically goes off once the tanks are filled. These sustainability approaches will help reduce the wastage of resources, leading to lower operational costs. As a result, the hotel will be able to enhance the guest experiences, as well as give them more value for their money in the service delivery, where the money saved in the operational costs will be used to enhance the quality of services at a lower price.
The research shows that the Coldra Court Hotel was built in 1990 and was last renovated in 2007. It is evident that the hotel has existed for a long time, making it prone to breaking and damage and affecting the guests' experience due to the nature of the facilities. Hence, one of the recommendations to Coldra Court Hotel in mitigating this challenge is the use of intelligent hotel maintenance by implementing IoT sensors to help in predictive maintenance. This solution will ensure that this hotel's equipment operates optimally, reducing downtime and preventing service disruptions as maintenance is detected early and fixed before they disrupt the operations. Hence, the hotel should take advantage of IoT to implement sensors in their power and water connections to help detect issues and predict maintenance for early intervention.
Though technology has become an essential aspect in the current business environment, especially in the hotel sector, security and privacy have been concerns due to increased cybersecurity. Thus, Coldra Court Hotel should put proper measures to mitigate data breach to ensure the safety of the customer and the hotel's data, preventing their access by authorised people. One of the strategies his hotel should employ is developing a policy that guides the hotel and its staff on using their information technology resources. Secondly, it should educate the staff on the prevention strategies against cybercrimes. Thirdly, Coldra Court Hotel should ensure it complies with data privacy laws and other legal requirements. These steps would help the company operate legally without issues due to lack of compliance and mitigate cybersecurity threats. As a result, the hotel will be able to implement IoT technologies effectively in their operations and benefit from them without negative implications.
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[bookmark: _Toc191258596]Appendix 1: Customer Reviews on their experience with the hotel
Catherine: “The bathroom/toilet is a little bit outdated. Having to pay for Parking.
Lovely and Spacious rooms. Breakfast was tasty. Lovely decor at the hotel lounge/reception. Lovely swimming pool, steam room, and sauna. The staff were friendly”. Similar sentiments have been raised by Colin, who indicates that” Shower base very slippery and would prefer wardrobe not in the bathroom. Did not have breakfast.”
Karen: “Some signs of age in doors and door frames…. Comfortable beds, great breakfast.”
Helen: “The breakfast was good quality, but the cooked option was all cold…Clean and staff were friendly.”
Alvina: “English breakfast did not include tomatoes, and when I asked why, I was told, 'It's just what it is' by one person, and I was told, 'We don't put tomatoes because here are beans. Very surprising and disappointing for a basic expectation. Charging £4.5 for a sauce at dinner is ridiculous…..Space of the room, cleanliness, and comfort Breakfast was good except for the lack of tomatoes for English breakfast.”
Golf: “Meals were very expensive there, and only being able to have 45 minutes in the pool was poor for the family. Having to book a breakfast slot was a pain as like to just go when we wake up and not have to plan it all, as that’s not a break to us…..Location was great for what we wanted.”
Julie: “Reception staff gave wrong information about parking, which left me queuing for 20 minutes when I did not need to. I thought the bar menu was good value until we were stung with a service charge that was definitely not deserved. The prices of the restaurant were too high for a poor menu choice. A request to reception took over an hour and a half to happen. Breakfast was spread out too much, and my disabled husband needed me to get most of it for him because it was too far back and fore across the restaurant. I understand you may nor want people to use the car park who are not resident, but charging for parking on top of room rates is very poor. The majority of people need a car to get there. Not easy to drop off a disabled person and then park. The lighting between the hotel and the car park was not good at night, I felt vulnerable on my own…. Mostly helpful staff. The room was comfortable. Near to main area, which, as my husband is disabled, is good. Breakfast was good but too spread out. One welsh member of staff was lovely and really helpful in the restaurant at breakfast.”
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