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Abstract
The first chapter of this research project discusses the background and rationale of the research, provides an overview of the case study, and outlines the research aims, objectives, and questions. It reveals that the development of internet services, mobile applications, data analytics, and self-service kiosks has improved guest service quality by offering personalised services, thereby increasing customer satisfaction. 
The second chapter of this research project, the literature review, finds that digital transformation has become the most important tactical strategy in the modern hospitality sector. It contributes to improving business processes, guest satisfaction, reducing employee turnover, and much more. Furthermore, hospitality establishments are integrating various digital technologies, such as mobile check-in and check-out, digital room keys, AI-powered chatbots, and smart room systems, to provide guests with a seamless stay experience. Moreover, guests perceive digital transformation initiatives in hospitality establishments based on their preferences, comfort levels, and cultural backgrounds. 
The third chapter of this research project is the methodology section, which explains that the researcher used the philosophy of interpretation, the inductive research method, the case study research strategy, the mixed research method, and the secondary data collection method to complete the research project.
This research presents the impact of digital transformation on both guest satisfaction and service quality at Novotel Hotels through various technology-driven initiatives that have contributed to enhancing customer experience. The report shows how mobile check-in and check-out solutions, artificial intelligence in customer service, Big Data personalisation capabilities and the process of smart room technologies are enhancing convenience, speed and satisfaction of guests. It also demonstrates how digital feedback tools and loyalty programs are being used to enhance guest engagement and retention. According to the results, the customers of Novotel would desire digital systems due to the fact that they decrease waiting time, offer 24/7 assistance to them and give a feeling of comfort and personalisation during their stay in the hotel. The study also discovers that big data analytics and customer relationship management or CRM tools assist Novotel to understand what guests want and enable it to provide customised services, whereas internet of things or IoT technologies increase room comfort and energy savings. 
In the conclusion section, it is highlighted that the achievement of digital transformation will largely be demonstrated and presented by training staff and their digital literacy, as employees remain the core point and factor to ensuring technologies are used productively. The research also suggests that it is important to combine digital transformation with human interaction for hotels due to the fact that it enhances efficiency and satisfaction, but both are necessary for retaining personal connection with the customers and ensuring that they are getting the service that they deserve. The research suggests that Novotel should update and enhance its mobile systems, integrate artificial intelligence and IoT functions further and improve the staff training programmes along with data security based on the General Data Protection Act. In addition, to improve the study and to enhance future learning about this topic, future studies could compare hotel-chain differences by examining whether the relationship differs across perceived brand loyalty, analyse long-term impacts of digital tools on loyalty or assess various guest segments to better understand technology acceptance. In general, the research demonstrates that mobile technology adoption for digital transformation in hospitality fosters better service quality, guest satisfaction, and operational efficiency.
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[bookmark: _Toc213347296]Chapter 1: Introduction
[bookmark: _Toc213347297]1.1 Research background 
This is the modern age, where most of the business organisations of the world are adopting different digital technologies to increase their efficiency and productivity level. Therefore, business organisations in the hospitality industry are focusing on digital transformation to enhance guest experiences through personalised, convenient, and contactless services, as well as to develop operational efficiency through automation, streamlined management, and data-driven decision-making (Gardini, 2024). Furthermore, the development of online ins, mobile apps, data analytics, and self-service kiosks has improved the quality of guest services by providing personalised services, which helps increase the customer satisfaction rate (Pavia, Floricic and Mrnjavac, 2023). 
Novotel Hotels is a well-known hotel chain from the hospitality industry that was founded in 1967 by Paul Dubrule and Gerard Pelisson (Accor, 2025). The organisation has a great reputation for its customer service, which has been developed after making a digital transformation. The organisation has adopted several technologies such as AI-powered customer service tools, mobile apps and many more, which contributed to developing its operational efficiency and maximising the satisfaction rate of its guests (Dwivedi, 2023). Therefore, this research project will examine how Novotel Birmingham Hotels’ digital transformation initiatives influence guest satisfaction by analysing secondary data sources. 
[bookmark: _Toc213347298]1.2 Research rationale
In this modern age, customers’ expectations change rapidly, and the innovation of different emerging technologies has a significant impact in this case. Now, they want to provide more personalised customer services, which increases the necessity of the business organisations to make a digital transformation to meet their expectations level and ensure a high satisfaction level (Busulwa et al., 2020). Different research has been conducted before on the digital transformation, but there has a limited research organisation that conduct research on a mid-level hospitality organisation like Novotel Birmingham, and how such of business organisation takes different initiatives regarding digital transformation to ensure high customer satisfaction (Stavrinoudis and Kakarougkas, 2025). Therefore, this research project will fulfil this gap by conducting comprehensive research. 
[bookmark: _Toc213347299]1.3 Overview of the case study
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Figure 01: Novotel Hotel. 
Source: (Accor, 2025).
Novotel Hotels is a well-known hotel chain in the hospitality industry, founded in 1967 by Paul Dabrul and Gerard Pellisson (Marques and Marques, 2023). Now, the organisation has expanded its business throughout the world by setting up 559 hotels. However, the organisation was acquired by Accor in 1987, and it handles all the operations of the business (Accor, 2025). The organisation is focusing on developing its operational effectiveness through the integration of digital technologies. Therefore, the organisation has developed a user-friendly Mobile app, integrating smart technologies in the hotel rooms, using data analytics tools to provide personalised services, digital communication tools and many more (Hotelier Magazine, 2023). 
[bookmark: _Toc213347300]1.4 Research aim, objectives and questions
Research aim
[bookmark: _Hlk213322166]The aim of this research project is to examine how Novotel Birmingham Hotels’ digital transformation initiatives influence guest satisfaction by analysing secondary data sources.
Research objectives
1. To recognise the different initiatives regarding digital transformation applied by Novotel. 
2. To analyse the impact of digital transformation on increasing the satisfaction rate of guests at Novotel Hotels. 
3. To assess perceptions of guests about different digital transformation initiatives. 
4. To provide recommendations for enhancing Novotel’s digital strategy.
Research questions
1. Which initiatives regarding digital transformation were applied by Novotel? 
2. What is the impact of digital transformation on increasing the satisfaction rate of guests at Novotel Hotels? 
3. What are the perceptions of guests about different digital transformation initiatives? 
4. What types of suggestions can be provided for enhancing Novotel’s digital strategy?


[bookmark: _Toc213347301]Chapter 2: Literature review
[bookmark: _Toc213347302]2.1 Identification of the different initiatives regarding digital transformation in the hospitality industry. 
As per Sapelnikova (2025), digital transformation has become the top tactical strategy in this modern age in the sector of hospitality, as it contributes to developing business operations, guest satisfaction rate, reducing employee turnover rate, and many more. According to the research of Business Research Insights (2025), the global digital transformation market in the hospitality sector is 14.6 billion dollars in 2024, which is expected to grow to 45.3 billion dollars by 2034, at a growth rate of 13.7%. This statistic illustrates how the demand for the digital transformation market is growing. Prodromou et al.'s (2025) research also illustrates that 80% hospitality organisations in the United Kingdom are using at least one emerging technology in their customer services. Development of mobile apps, utilisation of websites, integration of Artificial Intelligence (AI), and so on are the common initiatives, which are used in different sectors of a hospitality organisation. According to Marques and Marques (2023), digital check-in and check-out is one of the notable initiatives which are used by hospitality organisations to reduce the waiting time of customers, as well as make the check-in and checkout process easier. Furthermore, Pragnell (2025) research also identifies that 53% of the hospitality organisations within the UK are using chatbots for interacting with customers for their inquiries, where customers can gain any information about the organisation’s services 24/7. Furthermore, use of Internet of Things (IoT) technology is another initiative by the hospitality organisations as this technology enables smart features in the room, like automated temperature control, lighting, voice assistants and many more (Gardini, 2024). 
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Figure 01: Technology Acceptance Model (TAM).
Source: (Busulwa et al., 2020).
The Technology Acceptance Model (TAM) can be useful in understanding the responses of customers to these technologies, which for the organisations are different emerging technologies (Marques and Marques, 2023). According to this model, people adopt any technologies after perceived usefulness and ease of use. In this case, these digital initiatives of the organisations increase the customer service quality as well as being easy to use, which helps them to adopt these technologies easily, as well as their satisfaction rate also goes higher. 
[bookmark: _Toc213347303]2.2 Analyses the impact of digital transformation on increasing the satisfaction rate of guests in the hospitality industry. 
Digital transformation has a great influence in terms of increasing the satisfaction rate of guests in the hospitality industry. According to Sapelnikova (2025), different digital technologies such as mobile check-in/check-out, digital room keys, AI-powered chatbots, and smart room systems are integrated by the organisations of the hospitality industry, which is providing guests with a seamless stay experience. As per Pavia, Floricic and Mrnjavac (2023), guests no longer have to wait in line due to mobile app-based check-in and check-out, which makes the process quick and simple. Improving the visitor experience raises their degree of satisfaction. Recurring visitors can receive special offers, have their rooms customised according to their tastes, and receive tailored meal recommendations based on their past data. This helps build a devoted clientele and fosters an emotional connection with the visitors. Marques and Marques (2023) also illustrate that the hotel's digital platforms facilitate easy communication between guests and staff. In order to provide customers with quicker support and room services, the hotel also makes use of chatbots and instant messaging technologies. Since contactless services have reduced human connection, customers' perceptions of the hotel's safety and cleanliness have been altered by digital transformation (Hotelier Magazine, 2023). The organisation's digital initiatives are delivering efficiency and convenience, which is increasing customer satisfaction rates.
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Figure 03: SERVQUAL model.
Source: (Gardini, 2024). 
The SERVQUAL model is used to understand the service quality of an organisation based on the customer expectation. As per Marques and Marques (2023), automation develops responsiveness and reliability, which allows customers to receive fast and accurate service. Furthermore, digital communication platforms such as email and social media platforms maximise reassurance by ensuring continuous engagement, while personalised experiences increase empathy. Additionally, high-tech solutions enhance reality by contributing to the creation of a modern and engaging environment.
[bookmark: _Toc213347304]2.3 Assessment of the perceptions of guests about different digital transformation initiatives in the hospitality industry. 
Stavrinoudis and Kakarougkas (2025) stated that guests perceive digital transformation initiatives in hospitality organisations based on their preferences, comfort levels, and cultural backgrounds. According to Prodromou et al. (2025), research of 1,000 hospitality industry customers, the majority of visitors shared their favourable opinions, with 75% saying they value digital key services and mobile check-in for saving time and hassle. Innovation is perceived by visitors as modernism and efficiency. In this case, younger, tech-savvy, business-focused visitors might favour technology-driven services, whereas older or less tech-savvy visitors might have trouble utilising digital tools. A hotel that relies too much on technology may overlook interpersonal communication and human touch, and not everyone will find it appealing. According to the research of Pragnell (2025), many visitors believe that hotels' digital initiatives have improved their security and transparency. Additionally, they believe that a number of amenities, like computerised menus, online room control, and contactless payments, are more convenient and safer. The use of feedback systems using apps or email surveys makes guests feel valued. They feel that the organisation is empowering them to get the services they want (Hotel Magazine, 2025). However, there are a lot of guests who provided negative feelings about the different digital transformation initiatives taken by the hospitality organisation. As per the research of Kumar, Shandilya and Kumar (2024) on hospitality industry customers, different guests value human interaction rather than digital technology, as they think that automation is not able to interact like people do, which reduces the quality of customer services. Furthermore, many guests also show concerns about their data privacy as there is a potential chance to hack the website or data information system of the organisation, and steal the data of customers, which may be harmful to the customers. 
[bookmark: _Toc213347305]2.4 Recommendations for enhancing digital strategy in the hospitality industry
Although businesses are making great efforts to enhance customer service quality by integrating digital technologies, there are still some digital strategies that should be followed to enhance the efficiency of digital transformation. According to Pragnell (2025), business organisations should focus on personalisation, which can be accomplished through the use of data analytics. Data analytics will provide key insights regarding customers’ behaviour, including their likes and dislikes. Hence, it will contribute to increasing the customer satisfaction rate for the hospitality organisations. As per the research of Hotel Magazine (2025), 88% of customers in the hospitality sector in the UK like to recommend those organisations that offer personalised services to their customers. Furthermore, Marques and Marques (2023) stated that hospitality organisations should arrange training programs for their employees to enhance their capabilities in using digital technologies. Therefore, it will contribute to offering customer services more effective way, which will contribute to increasing the customer satisfaction rate. 
[bookmark: _Toc213347306]2.5 Literature gap
This literature section has provided extensive information from different sources regarding digital transformation and its impact on customer satisfaction. However, all of these literatures emphasise the hospitality industry, but no one presents the data or information of any particular existing organisations, which creates a lack in understanding how digital technological initiatives impact an organisation. 


[bookmark: _Toc213347307]Chapter 3: Methodology
[bookmark: _Toc213347308]3.1 Research philosophy 
Interpretivism philosophy has been used in this research project. This research philosophy has been selected due to several reasons, and one of the reasons is the context dependence (Saunders, Lewis, and Thornhill, 2012). Under this philosophy, research findings always present the context-based outcomes as contexts are generally shaped by historical, social and cultural environments. Furthermore, this philosophy also emphasises understanding the motivation, meanings and beliefs behind a specific phenomenon, rather than finding universal laws (Veal, 2006). However, there are also limitations of this philosophy, which include a lack of generalizability, difficulty in validation, limited scope and many more. 
[bookmark: _Toc213347309]3.2 Research approach
To conduct this research, the researcher has implemented an inductive research approach, as it begins by emphasising observations and formulating theories or notions based on the observations and research (Collis and Hussey, 2014). The key reason behind selecting this research approach is the flexibility and adaptability, where researcher can adapt the approach after starting their research process, as well as remain effective in exploring questions related to the industry. Furthermore, this research approach is also effective in finding new and unexpected outcomes (Cottrell, 2014).  Additionally, it also plays a crucial role in developing new hypotheses and theories. However, there are also limitations of this philosophy, which include uncertainty, lack of causality, time-consuming analysis and many more (Bryman, 2008). 
[bookmark: _Toc213347310]3.3 Research strategy 
The researcher has used a case study research strategy for this research project as a case study strategy provides a holistic view, developing theories, actionable insights and many more (Denscombe, 2010). According to Cottrel (2011), a case study research approach provides an in-depth and holistic understanding of the research topic by providing rich data, offering contextual insights, and uncovering nuanced details. Additionally, in this research strategy, researchers can implement different types of data collection methods, which provides greater flexibility to the researchers (Diamantopoulos and Schlegelmilch, 2002). However, the key limitations of this research strategy are research bias, time-consuming nature, resource-intensive nature, limited generalizability and so on.  
[bookmark: _Toc213347311]3.4 Research method
The researcher has used a mixed research method for this research project, as a mixed method allows researchers to collect both quantitative and qualitative data, which helps in understanding the research topic in a comprehensive way (Silverman, 2011). Mixed methods is the integration of qualitative and quantitative data, where a researcher collects both numerical and non-numeric data to attain the research aim effectively (Cottrell, 2014). This method allows researchers to provide deeper insight into a broader perspective, which is useful in examining any complex social phenomena. However, the key limitation of this mix method includes expensive and time-consuming, complex design, challenges in data interpretation and so on (Grbich, 2006). 
[bookmark: _Toc213347312]3.5 Data collection method
The researcher has used a secondary data collection method in completing this research project. In the secondary data collection method, researchers collect data from existing sources, where data and information are stored by another person (Pallant, 2010). This data collection method has been selected for various reasons, as it is cost-effective, as well as time efficient, allows access to a large database and conducts historical analysis, identifies potential gaps, and many more (Greetham, 2014). Some limitations of this data collection method create challenges for the researcher, which include outdated data, lack of control, lack of specificity, quality issues, irrelevant data and so on. However, the researcher has collected data from newspapers, academic journals and articles, books, and websites (McGiven, 2006). 
[bookmark: _Toc213347313]3.6 Data analysis technique
The thematic data analysis technique has been used in a research project of the Novotel Hotel. Different benefits of this data analysis technique have influenced to take this technique, which include flexibility and adaptability, in-depth understanding, accessibility, being effective for large databases, clear communication of findings and many more (Yin, 2003). Some limitations of this data collection method create challenges for the researcher, which include potential for bias, risk of decontextualization, limited scope, inconsistent results, reliability concerns and so on (Robson, 2016). 
[bookmark: _Toc213347314]3.7 Ethical consideration
The researcher collected all the data and information in an ethical way by taking permission while accessing the data database of the organisation and taking reliable information (Marshall, 2015). Furthermore, no one has been forced to provide data and information regarding the research project. Additionally, the researcher also maintained honesty and transparency throughout the research project. 

[bookmark: _Toc213347315]Chapter 4: Findings and Discussion:
[bookmark: _Toc213347316]4.1 Research findings
[bookmark: _Toc213347317]4.1.1 Coding
	Theme/Objective 
	Subtheme 
	Authors 
	(Code) Findings 

	Theme 1: The impact of digital transformation on increasing the satisfaction rate of guests at Novotel Hotels.
	Subtheme 1: Influence of mobile check-in and check-out systems on guest convenience
	(Abdel‐Hamid et al., 2022), (Ali et al., 2021), (Ali, Khan and Sener, 2025)
	Guests perceive mobile check-in/out as time-saving and convenient, enhancing first impressions and loyalty.

	
	Subtheme 2: Role of AI-based customer service (chatbots, digital concierges) in enhancing satisfaction
	(Alrawadieh, Alrawadieh and Cetin, 2020), (Azzam et al., 2023), (Busulwa et al., 2020).
	AI-driven chatbots improve response time and personalisation, reducing service gaps and improving guest trust.

	Theme 2: The different initiatives regarding digital transformation applied by Novotel.
	Subtheme 3: The different initiatives regarding digital transformation applied by Novotel
	(Chakraborty, 2025), (Cheng et al., 2023), (Chourasia, 2025).
	Smart room features create comfort and control, positively influencing guest satisfaction and repeat visits.

	
	Subtheme 4:  Implementation of smart room technologies 
	(Demir, Yasar and Demir, 2022), (He et al., 2022), (Iranmanesh et al., 2022)
	CRM data enables personalised offers, enhancing perceived value and emotional connection with the Novotel brand.

	Theme 3: Assess perceptions of guests about different digital transformation initiatives.  
	Subtheme 5:  Guest perceptions of usability and reliability of digital tools and apps
	(Jevtic et al., 2024), (Kim and Kim, 2022), (Kitsios et al., 2023).
	Guests value simplicity and speed; glitches or complex navigation negatively affect satisfaction levels.

	
	Subtheme 6:  Relationship between digital innovation and perceived service quality
	(Kolobkova, Romanov and Frolova, 2021), (Majeed et al., 2022), (Nguyen and Nguyen, 2023)
	Digital innovation raises expectations; effective digital tools lead to perceived service excellence.

	Theme 4: The initiatives that can increase the effectiveness of the digital strategy of Novotel Hotels. 
	Subtheme 7: Integration of digital feedback and loyalty programs to enhance engagement	
	(Manoharan, Ashtikar and Kumar, 2024), (Nikopoulou et al., 2023), (Ruel and Njoku, 2020).
	Digital loyalty platforms strengthen engagement through instant feedback, tailored offers, and gamified rewards.

	
	Subtheme 8: Staff training and digital literacy as enablers of effective digital transformation	
	(Sadek, 2022), (Sanchez-Gonzalez and Gonzalez-Fernandez, 2021), (VO, Chovancova and Tri, 2021), (Wynn and Jones, 2022)
	Employee digital competency ensures smooth implementation and a consistent guest experience across locations.


[bookmark: _Toc213347318]4.1.2 Research Findings Interpretation 
Theme 1: Impact of digital transformation on increasing guest satisfaction
Subtheme 1: Influence of mobile check-in and check-out systems on guest convenience
[image: ]
Figure 04: Guest convenience in using mobile check-in/out.
Source: (Abdel‐Hamid et al., 2022).
The above presented graph shows how the guests are perceiving mobile check-in/out to contribute to their convenience. 82% of hotel guests like using mobile apps for check-in and check-out processes because this eliminates the necessity of waiting for hotel staff. 86% of travellers like hotels with having digital check-in system. A survey conducted by Ali et al. (2021) found that the hotels have improved 30% of their check-in times using kiosks or mobile check-in. The guests also see this as positive, as this decreases their arrival friction while increasing the service quality and speed. Correspondingly, 66% of the guests believe that the quick and easy check-in process in hotels is improving their satisfaction with the hotels (Ali, Khan and Sener, 2025). Based on this fact, different hotels like Novotel are offering mobile check-in/out to increase the convenience and satisfaction rate of guests at the hotels on Booking.com and Tripadvisor.
Subtheme 2: Role of AI-based customer service in enhancing satisfaction
[image: ]
Figure 05: AI-based customer services for enhancing satisfaction.
Source: (Alrawadieh, Alrawadieh and Cetin, 2020).
The above presented graph shows that 58% of customers prefer AI-driven tools for guest services. Again, 64% of hoteliers are using AI-based chatbots to serve the guests, and 54% of hotels have implemented AI-powered chatbots for managing customer inquiries. The graph also shows that the personalised services with AI and data analytics have improved 15% of their satisfaction. Azzam et al. (2023) stated that 73% of the guests expect the hotel to use a digital platform and tools so that they can use the platform rapidly for requesting services. The graph is also showing that the guests believe their use of chatbots and digital concierges in the hotels has decreased their wait times, providing them with 24/7 service and personalised responses. They believe, using AI-based customer services has enhanced the service quality of hotels (Busulwa et al., 2020). Based on this, Novotel can use AI service tools to attract tech-savvy customers and gain their satisfaction with the hotel.
Theme 2: Different initiatives regarding digital transformation applied by Novotel
Subtheme 3: The different initiatives regarding digital transformation applied by Novotel
[image: ]
Figure 06: Enforced digital initiatives for digital transformation.
Source:(Chakraborty, 2025).
The above presented graph shows how the digital tools are delivering personalised services to the customers to improve their experience. 45% of hotels now use big data analytics to make fast decisions in their operational areas. Further, 72% of guests want to share their data on likes and dislikes for getting a personalised service experience. As a guest experience, Cheng et al. (2023) reported that the hotels have used personalised marketing campaigns and increased 84% loyalty to their loyalty by 84%. Again, Chourasia (2025) found that using chatbots or digital tools for service has increased 15% of guest satisfaction in the hospitality sector. In the context of Novotel, when the hotel uses CRM and analytics, this can modify the organisational offerings based on customer preferences, like room upgrades, bedding, and personalised messages. This can connect the customer with the hotel emotionally and push them to come to the hotel repeatedly. This can increase the potential income of the company.
Subtheme 4:  Implementation of smart room technologies 
Demir, Yasar and Demir (2022) stated that 67% of hotel chains are using IoT and other smart room technologies. Again, He et al. (2022) cited that the hotels which used IoT devices have increased 15% of their energy efficiency.  This data is used as operational metrics, but the guests perceive that IoT-driven rooms having lighting, HVAC, and entertainment are increasing their comfort and enhancing their convenience in a personalised way. Iranmanesh et al. (2022) said that 78% of guests expect the hotels to use their digital data to make personalised recommendations when they are staying in the hotel. In the wider hospitality industry, using smart home technologies is not notable for saving operational costs, but these are highly effective in enhancing the experience of guests. Jevtic et al. (2024) found that IoT and AI have increased 15% of guest satisfaction in hotels. Based on this, the Novotel hotel can use smart room initiatives for delivering a seamless and modern experience to the customers. This can help enhance satisfaction and loyalty.
Theme 3: Guests’ perceptions of different digital transformation initiatives
Subtheme 5:  Guest perceptions of usability and reliability of digital tools and apps
[image: ]
Figure 07: usability and reliability of digital tools and apps.
Source: (Kim and Kim, 2022).
The above presented graph shows how guests are finding the digital tools and apps usable and reliable. Kitsios et al. (2023) found that 55% of hotel guests do not like the conventional system of service; rather, they like digital self-service options. Again, 48% of travellers said that they enjoy their hotel staycation for the digital innovation of the hotels, but 59% of travellers are frustrated with using the technologies for low connectivity and technical issues. This suggests that hotels ensure smooth usage of digital tools by terminating glitches like app crashes, slow check-in, or malfunctioning controls because these can degrade customer satisfaction. Based on this, Novotel can use digital tool design, but this needs to ensure seamless integration so that people can rely on mobile apps, responsive chatbots, and error-free smart systems.
Subtheme 6: Relationship between digital innovation and perceived service quality
The guests consider digital innovation as the hotel's responsibility for delivering quality service. Kolobkova, Romanov and Frolova (2021) found that 73% of consumers oversee the customer services and digitalisation before recommending any hotel to others. 86% of customers have no issues with paying more for a better hospitality experience. From an industrial perspective, 55% of hoteliers said that they have implemented digital technologies with have increased their customer satisfaction, so digital transformation is connected to how the customers see the hotels’ service quality, how they promote the hotel, along with willingness to pay and return repeatedly (Majeed et al., 2022). Novotel can combine digital tools with high-end services to enhance the customer perception of service quality.
Theme 4: Initiatives that can increase the effectiveness of the digital strategy
Subtheme 7: Integration of digital feedback and loyalty programs to enhance engagement
The hotels need to enforce feedback loops and arrange loyalty programmes to engage the guests. Nguyen and Nguyen (2023) found that 87% of hotels have digital loyalty programmes, while 80% of hotel guests decide to come back to the hotel after getting a personalised experience from the hotel. They use digital tools for feedback, like apps, kiosks, and chatbots, so that they can engage the guests. Manoharan, Ashtikar and Kumar (2024) said that 88% of hoteliers reported that when they started using digital feedback tools, they got guidelines on how to improve service quality. So, Novotel can collect feedback using post-stay surveys and in-stay prompts for digitalisation, which can help the hotel recognise guests and give them a personalised experience. The hotel can use mobile apps in loyalty programs for determining notifications and rewards to increase satisfaction and retention.
Subtheme 8: Staff training and digital literacy as enablers of effective digital transformation
[image: ]
Figure 08: Staff training and digital literacy for digital transformation.
Source: (Sadek, 2022).
The above presented graph shows that implementing digital tools cannot deliver customer satisfaction; rather, the satisfaction majorly depends on how the staff are using and adopting the enforced technologies. Ruel and Njoku (2020) cited that digital transformation has increased 87% of the response speed to the guest, but the hotels face issues like system integration and staff training. 82% of hospitality companies reported that they have used digital transformation and enhanced their operational efficiency, but the staff played a major role in ensuring effective usage of tools. Based on the findings, Novotel can train the staff on using mobile apps, IoT room features, chatbots, CRM dashboards, and digital feedback tools for ensuring seamless integration and reliability (Sanchez-Gonzalez and Gonzalez-Fernandez, 2021). The staff must come forward to deliver maximum experience of digital initiatives to increase guest satisfaction.
[bookmark: _Toc213347319]4.2 Discussion
1) Which initiatives regarding digital transformation were applied by Novotel?
The SERVQUAL model is appropriate for identifying the initiatives of digital transformation at Novotel. As tangibles, the hotel has adopted technologies like mobile check-in/check-out, smart-room control (IoT) and digital room keys. From the literature, it has been found that cloud-based systems of property management in hotels have increased working efficiency while smart room controls have increased customer satisfaction (VO, Chovancova and Tri, 2021). The findings suggested assisting the reliability of digital systems for delivering quality service. The AI chatbots decrease work pressure for human staff and allow them to do empathetic or complex tasks. To ensure reliability, Novotel needs to ensure seamless integration and easy usage of digital tools. Considering the responsiveness of digital initiatives like apps and chatbots, these support the customer to communicate and meet their service needs faster. The literature showed that digital transformation in the hotel industry with contactless technologies and app-based check-in/out has enhanced the comfort and safety of guests (Wynn and Jones, 2022). First, the initiatives support efficient operations, then, these focus on knowledge and safety of guests, and no Novotel need to focus on privacy and data security of digital tools. To consider the needs and preferences of guests for delivering a personalised experience, the hotel has implemented data analytics and CRM systems for analysing customer data. The findings showed that the customers want to share their data for getting personalised service, so Novotel can use data for app-based room preferences and personalised offers. The discussion implies that Novotel can identify its undertaken digital initiatives and the gaps which need to be met by taking more initiatives (Abdel‐Hamid et al., 2022). The limitations are that the existing literature delivers general perspectives to the hotel industry, but this does not consider regional differences, guest segments, and brand positioning of different hotels. So, the findings comply with the literature and satisfy the research question.
2) What is the impact of digital transformation on increasing the satisfaction rate of guests at Novotel Hotels?
Technology Acceptance Model (TAM) is appropriate for analysing the staff and guests are using and accepting the implemented technologies and how they much effective they are. The findings have shown that digital transformation has increased the satisfaction of guests with convenience, personalisation, and service quality (Ali et al., 2021). The hotel has integrated mobile check-in/check-out, digital room keys, AI-powered chatbots, and smart room systems, which are delivering a seamless staycation experience to the guests. Mobile app-based check-in/out has terminated their wait time in the queue as they can easily and quickly complete the process. Enhancing the guest experience increases their satisfaction level. The literature has revealed how Novotel is using data analytics to make personalised recommendations to customers. For example, the guests who come repeatedly, the hotel can modify its room design based on preferences, give them special offers, and recommend personalised food using their previous data (Busulwa et al., 2020). This supports developing emotional connectivity with the guests and developing a loyal customer base. Further, digital platforms of the hotel support the customer to easily communicate with the hotel staff. The hotel also uses Chatbots and instant messaging systems so that guests can get faster assistance and room services. Digital transformation changed how guests used to perceive the safety and hygiene of the hotel, because contactless services have decreased human interaction. The digital initiatives of the organisation are also delivering efficiency and comfort, which increases the customer satisfaction rate (Chakraborty, 2025). The implication is analysing the staff and guests are using and accepting the implemented technologies and how they much effective they are, but the limitation of the findings are majority of the studies include self-reported satisfaction, but the actual behaviour can be different. So, the findings comply with the literature and satisfy the research question.
3) The Perceptions of Guests about Different Digital Transformation Initiatives 
The guest perceives the initiatives of digital transformation at Novotel Hotels based on their preferences, comfort levels, and cultural backgrounds. The majority of the guests expressed their positive perceptions, for example, they appreciated mobile check-in and digital key services to save time and decrease hassle (Cheng et al., 2023). The guests perceive innovation as efficiency and modernity. Here, the young tech-savvy and business people can like technology-driven services, but the older guests or those who do not use technology frequently can face difficulties using the digital tools. If the hotel becomes overly dependent on technology, it might overlook human touch and personal interaction, and all demographics might not see this positively. The literature has shown that there are many guest who think digital initiatives at the hotel have enhanced their safety and transparency. Even, they feel different features like contactless payments, online room controls, and digital menus are more secure and convenient. The usage of feedback systems using apps or email surveys the guests feel that they are valued (Iranmanesh et al., 2022). They think the organisation is empowering them in getting the services of their choice. The guests of Novotel see digital transformation as part of innovation, which is contributing to the brand's reputation. The implication of findings for hotel operations is that hotels need to focus on testing technologies frequently and use digital tools to get feedback from guests. The organisation can keep an alternative for guests who prefer traditional service. They also need to discuss data security and personalisation with guests clearly. The limitations are that the existing literature delivers general perspectives to the hotel industry, but this does not consider regional differences, guest segments, and brand positioning of different hotels (Sadek, 2022). So, the findings comply with the literature and satisfy the research question.
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In conclusion, the results of this study demonstrate that digital transformation has been a factor in operations for customer satisfaction and new service development in Novotel Hotels. By combining and applying mobile check-in and out options, artificial intelligence-based interactions with customers, targeted personalisation based on information and usage, smart-room technologies, and a digital feedback process, the experience for both consumers and the company has changed leaps and bounds (Zhou, 2024). The research also demonstrates that these digital applications of the hotel are meeting the needs of modern travellers, who put more value on less time consumption and convenience on their holidays.
The findings show that guests get great service, which is relaxing from digital devices such as mobile check-in and check-out, because it allows them to avoid front desk operations as well as getting in long lines. This technological process system helps to ensure quicker check-ins and check-outs, provides guests more control of their time and actions, and removes unwanted processes during their stay (WTO, 2022). On the other hand, artificial intelligence-supported customer service tools like chatbots and virtual helpers have improved guest satisfaction by giving people 24/7 access to assistance. They also personalise their guest experience in an information-based system, which helps to know the demands of guests and provides customised service. By automating these tasks, employees have more time for focusing on enhancing their careers and improving other skills, which in turn increases service quality (Sheldon, 2024).
In addition, Novotel’s commitment to digital transformation can be seen by using Big Data and CRM or customer relationship management systems. Based on guest preferences and behaviour, the hotel can provide personalised services to make the stay easier and enjoyable, whether it’s selecting a room of their choice, changing the menu or others. It also helps to increase the satisfaction of the customers and is a loyalty driver, as guests feel appreciated and happy (Rosendahl and Gottschalk, 2023). The results of the research show that guests are becoming more eager to share personal data in exchange for good service. Due to that factor, the research focuses on data analytics and personalisation as key elements of a strategy to improve guest satisfaction and emotional connection to Novotel.
The integration of the Internet of Things or IoT, and smart room technologies has also changed the way customers want to enjoy their services (Robins, 2023). Intelligent lighting process in the rooms, HVAC and entertainment systems deliver a modern experience that can be customised with minimal effort, and they are used by a remote or app. These technologies are also beneficial for energy saving and help to consume a smaller number of resources, which also shows that the company is focused on environmental care, and it also increases the brand value of the company. Travellers and customers appreciate these smart changes not only as add-ons but also as signs of innovation, as well as modern experiences in hospitality (Neuhofer, Buhalis and Ladkin, 2023). For Novotel, working with technologies like these has given the company a good face value and a forward-thinking brand that is user-friendly.
[bookmark: _Hlk213340576]From a guest’s point of view, the study highlights the effectiveness as well as the environment-friendly of digital applications. All these digital transformations provide advantages only when it is done so inclusively and effectively, which allows all guests to enjoy the services even if they are not too fond of technology to use them (Merkl and Scharl, 2023). Flawless internet connectivity, dependable mobile apps and easy designs are crucial to avoid customers’ disappointment and build a good image about the company.
Service quality is also impacted by digital innovation, and a lot of guests now look for technological growth with better service availability. They see hotels which are investing in digital and technological innovations as more professional, and this means that the digital transformation has a direct effect on brand value and consumer loyalty (Matias, Nijkamp and Sarmento, 2021). Customers are willing to pay a premium for hotels that provide digital services in their rooms services and Novotel’s digital services help drive profit by attracting travellers who are looking for the latest hospitality use of tech, along with customer satisfaction.
Another impact of digital transformation digital feedback process and loyalty programs, and through digital surveys, apps or chatbots, tourists and customers might express their experiences and help the company to understand where they are doing well and what needs to be improved (Laudon and Traver, 2020). When customers understand that their feedback can provide good results in the upcoming stays, they will understand that they are being heard, and it will increase customer satisfaction. Mobile apps, loyalty programs which is integrated and supported through them with real-time information capability, increase the tourists to visit the company again and drive customer satisfaction.
But the research also shows that successful digital transformation is largely dependent on staff training and digital understanding (Laudon, 2020). In other words, a high level of technology cannot provide effective services to the customers if workers are not able to use it in the right way. In order to work with technology, the workers will have to know the systems, understand how to mark issues, and help the clients with a smile on their faces. Effective training ensures that the workers' understanding of new technologies, and promotes high levels of guest and employee satisfaction (Katsura and Sheldon, 2021). Workers who understand technologies and are motivated are able to help deliver better service to guests, and ensure that digital systems services for the customers remain effective. For Novotel, ongoing training for staff is a must in order to ensure the quality and consistency of its digital services.
In general, the results of the research highlight that Novotel’s digital transformation efforts, intelligent rooms and information-based personalisation have highly contributed to improving the client’s satisfaction (Gradus, 2021). These actions by the hotel have advanced the efficiency of hotel operation, enhanced the comfort level and satisfaction of guests, for a more consistent level of service. 
However, digital transformation is a process which should be followed for a long time because technologies change rapidly and require adjustments. The demands and needs of the customers will rise as technology develops in the future, and Novotel will need to remain cautious of new technologies and how customers are using them in order to enhance their experience in staying at the hotels and looking for good service (Gaol, Mars and Saragih, 2023). The hotel should also adapt digital efficiency and ensure the training of the workers to ensure that the customers are getting the service that they want. Furthermore, keeping the information secure, following the privacy rules and regulations of guests and being transparent in digital operations are also important factors that help to maintain trust and satisfaction (Gamble, 2023).
[bookmark: _Toc213347322]5.2 Recommendations
[bookmark: _Toc213347323]5.2.1 Recommendations for the company
From the research results and discussion, it can be concluded that Novotel has a good foundation for digital transformation, but there are many other potentials to improve the guest satisfaction level and improve the competitive edge. One of the most important pieces of advice to Novotel is to further invest in and enhance its mobile check-in and check-out applications (Clarke, 2021). Novotel should ensure the mobile stays fast, user-friendly and works on diverse devices as well as networks and should include digital room keys, real-time notifications, and feedback options to make it most convenient and enjoyable for the client.
Another recommendation is that Novotel should improve the implementation of artificial intelligence and data analytics to personalise services (Canada, 2023). The research has highlighted that lots of guests are looking for hotels to know what they want and create specialised experiences for them. Artificial intelligence-based CRM systems will help Novotel to collect and analyse information about the clients in order to identify patterns, find their type of room, dining habits or special requests. This will create a feeling in the clients that they are being appreciated and emotionally attached to the brand, which will increase loyalty and repeat visits (Buhalis, 2021). But implementing these technologies, Novotel needs to focus on transparency and data privacy, which will let the guests know how their information is collected and that the company is also keeping them confidential.
Another recommendation is that Novotel must strengthen its investment in smart room technologies like IoT-controlled lighting, climate, and entertainment. These can be convenient, and it will also increase the satisfaction level of the customers to stay more comfortable, energy-efficient (Baltzan, 2024). It's also important to understand that Novotel should make sure its technology is reliable and user-friendly for all age groups and even if they're a bit less technology proficient, so the average guest can enjoy it without any hassle.
Another important recommendation is that training of the workers and digital literacy actions need to be implemented. Digital transformation only works effectively when its people understand and use those technologies correctly, which is highlighted in the research (Bagon, 2023). Novotel must conduct a training process and hands-on training for their staff, where they get trained on artificial intelligence, CRM systems, Chatbots and IoT. Workers of the company should also be trained in digital communication and problem-solving so they can provide service to the customers with confidence. With the right digital implementations, staff are able to act more quickly while still maintaining a higher quality of service to ensure the best overall guest experience (Archdale, 2021).
[bookmark: _Toc213347324]5.2.2 Recommendations for future study
While the findings of this study have meaningfully contributed to understanding digital transformation and its influence on guest satisfaction at Novotel Hotels, it cannot be said that the research was perfect, and there is no improvement needed in the research. In future research, the researcher should perform a comparison with Novotel of staff performance within another hotel company in other regions or countries (Katsura and Sheldon, 2021). This will help to understand how cultural, economic, and technological heterogeneity affects guest satisfaction and the performance of digital initiatives. It will be interesting to see the results based on findings from several hotels, which will give a more comprehensive understanding of what works and does not work for hospitality organisations.
A related recommendation is to assess how digital transformation can affect guest loyalty and revenue over the long term (Matias, Nijkamp and Sarmento, 2021). Although satisfaction of the customers has been the main focus of this investigation, additional studies can explore to what extent implementing digital tools helps in increasing customer retention, brand image and financial returns over time. This will enable the readers to understand whether investment in digital technologies delivers consistent results (Robins, 2023).
Another future recommendation of research is to investigate the guest experience from different demographic segments, mainly in terms of age, nationality, and how different demographics perceive and utilise digital tools. Understanding such differences could enable hotel companies and readers like Novotel to design more inclusive digital technologies that are best for all types of their customers (WTO, 2022).
Lastly, qualitative methods such as interviews or focus groups could be used in future research, with guests and hotel staff will help to gain a wider and effective result. It will help in providing an intimate look at people's experiences, emotions and issues that cannot be understood through questionnaires or statistics. Integrating quantitative with qualitative data would provide richer and more dependable insight for hotels advancing their digital strategy to keep all guests satisfied (Buhalis, 2021).
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