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Abstract 
In this paper, the author will discuss how the guest experience is being redefined due to personalisation and digital transformation that are characteristic of the post-COVID hospitality sector, particularly at The Huntsman Inn in Holmfirth. It is a secondary qualitative research project that examines the main tendencies, such as the adoption of technology, alleviating guest demands, and hybrid types of services. Digital innovation has been the focus of the recovery of hospitality, especially with small independent hotels. The results indicate that emotional involvement with automation will increase satisfaction, loyalty and competitiveness. Eventually, the recovery strategy of The Huntsman Inn is balanced and sustainable since it involves digital integration and personalised service.
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[bookmark: _Toc211706493]1.0 Introduction (LO1) 
The post-COVID period has introduced a huge change in the hospitality sector of the world, transforming the experiences of guests through digital innovation and personalisation that hotels convey. The pandemic increased the use of technology, and hotels had to redesign their operations to address new customer demands. Huntsman Inn, in Holmfirth, is a good example of a small, independent hotel that is changing to adapt to this changing environment through the incorporation of personalised services and digital tools to retain the same hospitality principles. Moreover, guests have changed their preferences to include contactless, safe, and comfortable stays, which means that they demand more digital delivery of services. 
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Figure 1: The Huntsman Inn
(Source: Booking.com 2025)
The research article will be devoted to the ways The Huntsman Inn uses personalisation and digital transformation to improve post-pandemic guest experience strategically. The paper goes further to review literature, describe the research method, examine the contributions of this theme as an impact on the economy using PESTLE and SWOT frameworks and concludes by offering recommendations towards sustainable growth.
[bookmark: _Toc211706494]2.0 Literature Review (LO2) 
[bookmark: _Toc211706495]2.1 Overview of Post-COVID Trends in Hospitality
The COVID-19 pandemic is a so-called transformational event that has changed the whole strategy of global hotels to become more sustainable, embrace technology, and ensure the safety of the guests (Youssef et al. 2022). The research found that hotels have adopted hybrid business models, combining leisure and remote work models to provide new types of guests (Al-Kumaim et al. 2025). The decline of business flows has led to the development of staycations and domestic tourism because people now also appreciate wellness, privacy, and the local experience.
[image: ]
Figure 2: The Hospitality Industry in the Face of the COVID-19 Pandemic
(Source: Davahli et al. 2020)
In addition, there has been an analytical obsession of the industry with the concept of health protocols and touchless technology, which will guarantee its operational sustainability amidst an unstable surrounding (Abraham and Krishnan 2021). Conversely, however, António and Rita (2021) point out that digital transformation has not been spread out equally in the market, with smaller hotels struggling to meet the challenging financial requirements of implementing advanced systems. The changing consumer and managerial priorities are reflected in Table 1 through the comparative change in the hotel strategies that occurred before and after COVID-19. Hence, now the post-COVID recovery plans rely so much on flexibility, innovation, and digital service models, pre-determining the redefinition of the concept of guest experience.
	Period
	Guest Priorities
	Hotel Strategies
	Technology Adoption
	Service Approach

	Pre-COVID
	Luxury & leisure
	In-person service
	Minimal automation
	High-touch human service

	Post-COVID
	Safety & wellness
	Hybrid experiences
	High automation
	Blended digital-personal service



Table 1: Comparative Shift in Hotel Strategies Before and After COVID-19
(Source: Self-created)
Table 1 shows major strategic shifts that define the post-pandemic hospitality industry, including the adoption of health, technology, and service balance.
[bookmark: _Toc211706496]2.2 The Concept of Guest Experience Redefinition 
Guest experience has changed so much that it has started to focus more on the emotional service, the digital service, in addition to the personalised service. Pine and Gilmore present restaurant guests with an emotional bond with their service spaces in the so-called Experience Economy (1998). Das (2023) confirms this fact with the help of underlining the fact that post-pandemic hospitality should be aimed at generating emotional satisfaction by means of digital and interpersonal dimensions. Nevertheless, Bilgihan and Ricci (2024) assert that technology does not guarantee loyalty, and it needs to be consistent with major marketing tenets of establishing posture and genuine character in guests. 
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Figure 3: Redefining Customer Experience in Business Models
(Source: Business 2025)
Personalised communication and sense of belonging enhance the emotional value in the case of the boutique hotels, such as The Huntsman Inn (Mandić et al. 2023). Moreover, with the change in consumer needs toward safety and convenience, hoteliers will need to incorporate hybrid formats of interaction, as this will guarantee empathy-based interactions. Such a redefinition is not only the reaction to pandemic shocks but a gradual shift to experience-based service models in the long run. To recap it all, the guest experience has become a result of both technological perfection and emotional intelligence, which makes personalisation a positioning strategy in the new hospitality environment.
[bookmark: _Toc211706497]2.3 Digital Transformation in Hospitality
Digital transformation has emerged as the pillar of contemporary hospitality activities. Zade and Sethi (2024) argue that hotels have moved towards mobile check-ins, smart room features, and AI-controlled concierge as a way of increasing efficiency in hotels since the pandemic (Abdalla 2024). Nevertheless, minor independent hotels are usually challenged in terms of limited funding and technical skills. 
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Figure 4: Timeline of the COVID-19 Pandemic and its Impact on the Hospitality Industry
(Source: Zade and Sethi 2024)
One can apply the Technology Acceptance Model (TAM), which explains the idea of guest adoption of such innovations, with the focus on the notion of perceived usefulness and the sense of ease of use as two determinants (Awasthi 2022). Thus, digitalisation is not only a force of competitiveness but also helps boutique hotels such as The Huntsman Inn to restore their offerings in line with the evolving customer expectations.
[bookmark: _Toc211706498]2.4 The Role of Personalisation in Enhancing Experience 
The practice of personalisation has become a fundamental factor in enhancing the satisfaction of guests and loyalty. As Hiezl and Gyurácz-Németh (2025) posit, technology-driven personalisation enables hotels to provide personalised offers with the help of data analytics and AI-based suggestions. According to Das (2023), current CRM platforms capture behavioural data because they can provide offers and services tailored to customers, hence building stronger customer relationships. Nonetheless, excessive dependence on automation will inevitably lead to the loss of the human warmth that is at the core of hospitality (Bagadiya and Kathiriya 2024). Thus, a proper strategy will imply the combination of empathy and digital accuracy, so the personalised experiences of the guests should stay authentic and heartfelt.
[bookmark: _Toc211706499]2.5 Integration of Digital and Human Services 
Technology has turned out to be a strategic imperative in human services. Trifonova (2024) argues that effective models of hospitality are a combination of automation and human compassion to maintain and sustain contact with the guests. Conversely, El-Said et al. (2024) state that hotel chains that operate internationally frequently focus on efficiency rather than on the emotional connection, which results in depersonalised relationships. 
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Figure 5: Benefits of digital transformation in the hospitality industry
(Source: Trifonova 2024)
The Huntsman Inn is a small hotel that can leverage its personal service by being selective about digital tools, which will allow it to gain a competitive advantage. This is a hybrid model that guarantees efficiency in its operations and does not compromise the spirit of hospitality. Therefore, the knowledge of this integration gap will give a solid basis to the digital transformation strategy of The Huntsman Inn in the following section.
[bookmark: _Toc211706500]3.0 Methodology (LO3) 
[bookmark: _Toc211706501]3.1 Research Approach 
The paper takes a secondary qualitative research method that adopted a desk-based approach of analysis of published literature and case materials. As Elkhwesky et al. (2024) explain, secondary research enables the researcher to critically evaluate the changing industry practices and conceptual models based on plausible academic and organisational materials. In such a way, it will be possible to get the current information regarding the hospitality digitalisation and the tendencies in the guest experience after the pandemic. Moreover, it is efficient and reliable and does not involve ethical concerns that are associated with the collection of primary data. 
[bookmark: _Toc211706502]3.2 Data Sources
The literature sources to be used in this research are peer-reviewed journals, industry reports, and corporate websites. The main scholarly materials are published by such journals as the International Journal of Hospitality Management, Tourism & Management Studies, and Strategic Change. Bianchi (2024) says that the combination of scholarly information and industry documentation increases credibility and contextuality. Additional materials are reports on Visit Britain, STR Global, and HOSPA that present the performance of the sector and the use of technologies. Also, the official webpage and social media of The Huntsman Inn provide useful case-specific data about the innovations in the service, the marketing approaches, and interacting with the guests after the pandemic.
[bookmark: _Toc211706503]3.3 Analytical Framework 
The present paper uses PESTLE and SWOT frameworks to evaluate the transformation of the hospitality industry in the post-COVID era. Breier et al. (2021) claim that the models are successful in capturing the external macroeconomic factors and internal strategic factors. PESTLE gives a macro-perspective of environmental forces, whereas SWOT concentrates on the strengths, weaknesses, opportunities, and threats faced by The Huntsman Inn and therefore sustains a comprehensive assessment.
[bookmark: _Toc211706504]4.0 Theme Impact Analysis (LO4) 
[bookmark: _Toc211706505]4.1 PESTLE Analysis of Post-COVID Hospitality Transformation 
The multiple aspects of external factors that influence recovery and innovativeness of the business have contributed to post-pandemic change in the hospitality industry (Al-Kumaim et al. 2025). On the political side, health policies and tourism revival policies have reinvented areas of operation compliance, particularly in the UK regional sectors (El-Said et al. 2024). Economically, the increasing cost of operations has been caused by increasing inflation and labour shortage, whereas domestic travel has compensated for the loss in the international market to some extent (Bianchi 2024). The social aspect requires that guests require safety, sustainability, and emotional comfort and require a redefining of the service delivery.
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Figure 6: PESTLE Analysis of Post-COVID
(Source: Self-created)
The technological pressures, including automation and system (AI) based personalisation, have only intensified faster because of the increased demands of smooth digital interactions (Hiezl and Gyuraczy-Nemeth 2025). Branding and customer trust strategies now have to be developed because of legal and environmental forces, specifically, data protection (GDPR) and environmentally friendly tourism.
	Factor
	Key Influence
	Implications for Hotels
	Examples
	Strategic Impact

	Political
	Health & safety regulations
	Compliance costs, sanitation standards
	UK Clean Stay initiatives
	Enhanced guest trust

	Economic
	Inflation, staffing gaps
	Rising costs, local hiring focus
	Visit Britain Recovery Fund
	Adaptive pricing models

	Social
	Wellness, safety focus
	Demand for personalisation
	Local experience marketing
	Shift to emotional service

	Technological
	Automation, AI tools
	Streamlined operations
	Contactless check-in systems
	Improved service efficiency

	Legal
	GDPR
	Data protection, compliance
	Data privacy policies
	Avoid legal penalties

	Environmental
	Energy efficiency, waste reduction, and carbon footprint
	Adoption of sustainable practices, reduced resource use
	Solar panels, recycling programs, and water-saving initiatives
	Long-term cost savings, enhanced eco-friendly reputation



Table 2: PESTLE Analysis of Post-COVID Hospitality Transformation
(Source: Self-created)
Table 2 sums up important PESTLE factors that influence post-COVID hospitality by identifying the external variables that affect the revival and innovation of hotels.
[bookmark: _Toc211706506]4.2 SWOT Analysis: The Huntsman Inn (Holmfirth) 
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Figure 7: SWOT Analysis: The Huntsman Inn (Holmfirth)
(Source: Self-created)
The Huntsman Inn has a solid local brand equity and a client base, as they believe that it is an authentic and engaged place in the community (Camilleri and Valeri 2022). Nevertheless, the hotel is experiencing some internal issues, such as a weak technological investment and an old system of tenancy booking (Abdalla 2024). The main opportunity it has is its ability to use digital marketing and CRM tools to engage domestic travellers and personalise their experiences as guests (Das 2023). Meanwhile, its future risks are the increase in expenses, the problem of staff retention, and the growing competition with giant hotel chains and their sophisticated digital resources.
	Strengths
	Weaknesses
	Opportunities
	Threats

	Strong local identity & customer loyalty
	Limited budget for digital innovation
	Domestic tourism growth
	Competitive pressure from larger chains

	Personalised guest relations
	Outdated booking system
	CRM & loyalty tools
	Rising operational costs



Table 3: SWOT Analysis – The Huntsman Inn (Holmfirth)
(Source: Self-created)
Table 3 summarises the internal and external aspects of The Huntsman Inn as strategic areas of improvement to enhance digital and service offerings during post-COVID recovery.
[bookmark: _Toc211706507]4.3 Impact of Personalisation and Digital Transformation
Guest engagement has taken the form of strategic pillars of personalisation and digital transformation. Das (2023) argues that data-driven insights can be used to create value in small hotels by customising the experience of their guests. Huntsman Inn can apply CRM systems to provide personalised amenities in rooms and tailored food to the preferences of the guests. Hiezl and Gyurac Nemeth (2025) point out that the hybridisation of AI-based analytics can boost emotional satisfaction by suggesting recommendations or product picks (Alotaibi and Khan 2022). The Huntsman Inn can strike a balance between human sympathy and technological accuracy, where the competitors in the boutique segment are embracing the same concept under the banner of similar models. Personalisation, therefore, is a competitive edge, as well as a customer loyalty factor.
[bookmark: _Toc211706508]4.4 Industry Response and Critical Reflection 
International hotel chains such as Marriott and Accor have taken advantage of combining so-called smart service ecosystems to alleviate the digital efficiency versus guest connection. Bilgihan and Ricci (2024) believe that big-box stores use automation to increase productivity without affecting the personal connection. Nevertheless, small independent hotels have certain obstacles, such as the scarcity of funds and the digital skill gap (Mandić et al. 2023). Regardless of these limitations, digital investment is a mandatory competitiveness factor for the long term (El-Said et al. 2024). Hence, the digital transformation in the hospitality industry should focus on its inclusion, whereby smaller players can continue growing sustainably without losing their original service culture.
[bookmark: _Toc211706509]5.0 Conclusion 
In this research, it is concluded that the post-COVID hospitality will be transformed by the digital transformation and personalisation. The Huntsman Inn shows the possibility to emphasise competitiveness through incorporating customer data analytics, no-touch service, and emotion. Antònio and Rita (2021) argue that technological adaptation coupled with authentic hospitality is guaranteed to provide long-term satisfaction to the guests. Moreover, automation and empathy represent the idea of a balanced approach that results in loyalty and resilience in turbulent marketplaces. Thus, the future success of The Huntsman Inn is bound to capitalise on the digital innovation by leveraging personalisation of services without losing its human touch that makes it an example of adaptive recovery in the changing hospitality industry.
[bookmark: _Toc211706510]6.0 Recommendations (LO5) 
[bookmark: _Toc211706511]6.1 Strategic Recommendations for The Huntsman Inn
Huntsman Inn must implement low-price digital technologies that include mobile booking applications and the combined CRM systems. Small hotels can receive an improved service delivery and data management system due to the availability of cheap digital tools. Employees need to be educated on how to balance technology and personal touch to make services more authentic. The introduction of a loyalty app will also have the additional value of improving repeat visits as well as brand recognition. Also, collaboration with local tourism organisations might increase publicity. 
[bookmark: _Toc211706512]6.2 Wider Industry Implications 
Regional hotel networks should deploy shared digital environments to maximise marketing and data exploitation. The promotion of technological innovation in the country, especially in small businesses, promoted by the government, will reinforce digital inclusivity. Furthermore, the industry bodies such as HOSPA can popularise the best practices in digital adaptation and service ethics. Such a strategy creates an environment of reciprocal learning and strength. As a consequence, a comprehensive approach to sustainable change demands a collaborative effort of policymakers, the leading representatives of industries, and educational institutions to provide fair access to digital opportunities.
[bookmark: _Toc211706513]6.3 Implementation and Feasibility 
The short-term implementation should focus on digital literacy education and modernising the channel of online booking. CRM analytics and AI-based service optimisation, the improvement of personalised propositions can be classified as long-term strategies. These threats may be reduced by clear policies and regular involvement of the staff. Finally, the reality of change will lie in the process of transformation cost-benefit, which will enable The Huntsman Inn to maintain its competitive edge without losing its human-based hospitality brand.
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