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Abstract
The research project is critically examining the impact generated by the limited approach of digital technology towards guest experience and service efficiency at the Hilton Puckrup Hall which is the 4-star country hotel related under the portfolio of Hilton. In the industry that is being highly driven by the transformation of digital approaches the parcel adoption regarding back of house technology and guest facing technology are presenting the unique opportunity for assessment of how these gaps are influencing the satisfaction of the guests along with operational performance.
The aim of the research is exploring how the underutilization or absence regarding key technologies are impacting the guest perception and service delivery. The key technologies include the mobile requests, integrated CRM system or contactless check in. The research followed four important objectives for the study which include:
· Evaluation of the current state regarding digital technologies at the Hilton Puckrup Hall across the front office food and beverage department and housekeeping.
· Analysis of how the specific gap in technology is correlated to the operational inefficiency and the guest dissatisfaction.
· To benchmark the digital maturity of the hotel against the other competitors of United Kingdom 4-star hotel and the best practices.
· To recommend the cost sensitive and practical improvements for enhancement of both efficiency and experience of the guest.
Secondary data is collected for the research by the help of identifying the online reviews from websites and even taking into considerations the articles and journals that are presented online regarding the same issue. The utilization of these data helped in conducting thematic analysis that presented a proper understanding of the impact generated by these operations on the hotel in terms of this satisfaction and the number of customers that are loyal to it. The current approaches can maintain the positive review from some of the customers in terms of the personalized services presented by the humans, but it cannot ensure that a robust understanding of the current scenario can be generated. Change is the inevitable approach for the hotel and application of digital tools is going to be the future of the hotel in terms of its competitiveness in the current market.
The important recommendations presented include development of phased roadmap for digital transformation complementary initiatives including the literacy training of employees on digital tools and introduction of the real time analytics and feedback dashboard. It is also recommended to enhance the Inter departmental communication by utilization of digital platforms. These measures are aimed in reduction of manual workload and certain the time for response and delivery of more seamless journey for the guests.
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[bookmark: _Toc213348270]Chapter 1 Introduction
	The hospitality industry is currently undergoing a lot of technological transformation, including digital innovations like digital key rooms, kiosks with self-service, mobile check-in, and integrated management of property systems that are being increasingly adopted for the enhancement of guest experience and operational efficiency. Digital tools, when applied in hotels, can reduce the operational bottlenecks and shorten the wait times of the guest and increase satisfaction, while the legacy manual approaches might undermine the delivery of service as well as the perception of the guest (Peng et al. 2024).
	Under this context, the Hilton Puckrup Hall is identified as the case study for this paper, and it is situated in Tewkesbury, Gloucestershire, United Kingdom. The property is currently a four-star Hilton Hotel and Loft Golf Club, which is established in almost 140 acres of countryside near the area of Cotswolds, and it presents 112 guest rooms with leisure facilities that also include a spa and golf course for meeting the leisure requirements, business guests and conference (Puckrup Hall Hotel 2025).
[image: Hilton Puckrup Hall & Golf Club, Tewkesbury - Best Rates on Hilton.com]
[bookmark: _Toc213185754]Figure a: Hilton Puckrup Hall
	Despite the global reputation of the brand regarding digital amenities, the specific context of operations related to the hotel reveals there are potential caps in terms of technology provision. For instance, while the hotel is listing free Wi-Fi and digital key among the current amenities, the commentary of the guests, as well as online sources, suggests that they charge for the infrastructure inside the room and the bedside USB-C ports, along with the mobile request workflow, are inconsistent or limited (Hilton 2025).
	The proposed research is therefore aiming to critically examine the current gaps present in the hotel technology, including mobile requests, integrated PMS/CRM contactless check-in, which are impacting guest experience and operational efficiency specifically for Hilton Puckrup Hall, and identify the cost-sensitive and practical improvements. The following are the research objectives selected for the study:
· Diagnosing the current state of the back-of-house technology and guest-facing technology for the hotel, which includes front office, food and beverage ordering, and housekeeping coordination by the end of November, and utilising the structured approach of an audit checklist.
· Analyse the current association among the specific gaps in tech, including limited digital requests, paper-based tasking and no mobile check-in, and measure the pain points of the customers, including check-in time, response time, queue length, and review keywords, by the utilisation of mixed methods.
· Benchmark the tech capacity of Hilton Packrup call against the present hospitality practices and compare it with four-star country hotels in the United Kingdom and then recommend the low risk and prioritise the road map for the enhancement of efficiency and guest experience with the indicative benefits and costs.
The study is mentally motivated by observation conducted during the placement of the hotel and the manual processes identified to contribute towards delayed responses, as well as the inconsistent flow of information. By understanding the technology gap of the hotel with the broader findings of academics, it will be possible to understand the importance of the technology readiness in terms of driving acceptance of the guest (Wu et al. 2024). Benefits related to the research will include clearer metrics regarding operational efficiency and contributing towards the strategic decision-making of the hotel.
[bookmark: _Toc213348271]Chapter 2 Literature Review
[bookmark: _Toc213348272]2.1 Introduction
	In the current hospitality industry, digital technologies are increasingly identified as critical to operational efficiency and enhanced guest experience (Marques and Marques 2023). As the guests of the hotels are becoming very much digitally savvy as well as expecting a self-service, personalised and seamless experience, the hotels are under increased pressure to integrate the technologies that are expected by the guests and implement back-office systems like the Integration of PMS/CRM and housekeeping task management (Hospitality Technology 2024). At the same time, various hotels, particularly in resort, country or non-urban contexts, are facing gaps in terms of adoption, constrained budgets or legacy systems. The review is going to explore three thematic areas, such as digital technologies towards the guest experience and hotel operations operational efficiency, that is impacting the digital adoption and the limitations, research gaps and barriers in the digitalisation of hotels. The main objective is the location of the literature that supports the case study for Hilton Puckrup Hall and the identification of where the gaps are remaining in understanding how the limited technology of the digital approach is impacting the guest experience and service efficiency.
[bookmark: _Toc213348273]2.2 Current digital technologies in the guest experience and hotel service delivery
The recent research emphasises the fact that digital technologies, including digital keys, chatbots, mobile check-in or checkout, Internet of service smart rooms and guest apps on mobile, are no longer considered to be an optional luxury but rather a normative expectation of guests. For instance, it is reported by e360 hospitality (2025), that major hotel brands are adopting the mobile check-in or the mobile key access on a larger scale, and the adoption of mobile check-in is expected to increase by almost 300% since 2020. Similarly, the quantitative study conducted in the Indonesian star-rated hotels by Anwar, Deliana and Suyamto (2024), identified that the integration of the PMS based on cloud, big data analytics and AI chatbots is leading towards the enhancement of operational efficiency to almost 30% and the satisfaction rate of the guests is increasing to about 15%. Positive correlation is identified between the comfort perception of the guest and the Smart Hotel features, including automated services (Giannoukou 2024). A broader review conducted by Marques and Marques (2023), identifies the growing body of literature regarding theoretical framing and case studies towards digital transformation and their importance in hotels. From the length of the guest expectations, the technology helps in enabling seamless service, greater convenience, personalisation, and shorter wait times (Das 2023). Yet, considering the technological momentum the industry reports and the guest comments are suggesting the presence of technology expectation and gap, as many of the hotels are deploying some of the related technologies for the guest, but are lacking the staff processes or full integration, which is delivering promised efficiency (LoungeUp 2024).
[bookmark: _Toc213348274]2.3 Service performance and operational efficiency
One of the major drivers of digital adoption towards the hospitality industry includes operational efficiency (Nadkarni and Haider 2022). Digital technologies can reduce the workload of service delivery, reduce errors, free the time of the staff for interaction with the guest and automate tasks (Hospitality Technology 2024). The sector-wide data of the survey identified that 71% of the operators in the hotel industry believe that the guest-facing technology empowers, while 62% of them believe that the technologies facing the employees are empowering the staff, but 21% along with 42% respectively, viewed them to be the possible points for friction (Hospitality Technology 2024).
	It is examined by Garcia-Lopez, Galindo-Pérez-de-Azpillaga and Foronda-Robles (2025), that the internal process of digitalisation in the hotels and the adoption phase is significantly different, as many of the hotels are not yet properly integrated in utilising tools like Internet of Things sensors, PMS/ CRM or even real-time data analytics, which is leading towards a dual-speed approach of digital transformation. From the context of operation, the enhancement towards check-in time response time to the requests of the guests, housekeeping turn around, as well as error rates are identified to have been attributed towards the digital workforce, yet these are also measured on a larger scale or in luxury hotels (Gomes 2022). For instance, the study conducted by Anwar, Deliana and Suyamto (2024), reported a potential workload reduction of almost 70% with the help of AI chatbots and an efficiency gain of 30% identified with the application of the Cloud PMS in the hotels of Indonesia. From the perspective of the market, the smart hospitality area is projected to increase dramatically by almost USD 186.1 billion by the end of 2032, and much of the identified growth will be driven by the gain of guest experience and operational efficiency (SNS Insider Pvt Ltd 2024). However, there is less research to be published on the hotels that do not have efficient adoption of digital approaches or have limited technology. This gap is highly relevant for the hotels that are being partially digitalised and rely heavily towards legacy or manual systems for various processes, which is the scenario that is being addressed by this case study.
[bookmark: _Toc213348275]2.4 limitations, gaps and barriers in research
Wider benefits related to hotel digitalisation are documented widely in the literature, which also highlights some of the persistent barriers, including staff training, investment cost, legacy system, data privacy or cyber security, system complexity and readiness of the guests related to digital approaches (Limna and Kraiwanit 2023). For instance, it is identified by LoungeUp (2024), that 45% of the hoteliers are fragmented about the technology ecosystem, which is preventing the industry from gaining a comprehensive operations view for the guests. The trend of the digital hospitality report identified that system integration accounts for 75%, cost accounts for 83%, staff shortages at 43% and staff training at 59% as the major obstacles to be identified (Userguest 2025).
	In terms of the conceptual perspective and the systematic review, research gaps are identified towards co-creation of guest value readiness or behaviour of the guest under the digital context of hospitality and design of digital service (Dang and Nguyen 2023). Moreover, many of the studies identify the fact that digitisation without any proper alignment towards guest segmentation, service culture and brand expectation might actually create failure or friction in delivering the expected outcomes (Hospitality Technology 2024). The readiness of the guest is also an issue in this context, as it is identified by Khan and Khan (2025), that, in the context of smart hospitality technology, the readiness of the guest, as well as the perceived design of the amenity, is driving outcomes.
	The specific gap in this research emerges in this context, which is the impact of the partial or limited adoption of digital technology in the country or non-urban hotel context, regarding guest experience and service efficiency (Mandić, Panić and Šain 2023). Most of the literature focuses on luxury or fully digital properties, and fewer hotels are addressing the legacy systems in which the adoption of a digital approach is selected in nature. Additionally, while the review of the guest and the sentiment mining are being increasingly utilised, the research links the matrix of operational efficiency with the outcome of guest experience in the context of the case study to be highly limited (Zhao, Hao and Li 2024). Another conceptual gap includes the absence of a robust study in the country hotel environment of the United Kingdom that evaluates the interplay present between digital gaps, guest experiences and surface bottlenecks.
[bookmark: _Toc213348276]2.5 conceptual and theoretical framework relevant to the paper
The literature presents a lot of theoretical lenses that are relevant to the study. The technology acceptance model is utilised widely in hospitality research to explain the adoption of technology by employees and guests. The technology acceptance model is integrated with the CAC model for the explanation of the intention of guest behaviours (Soliman et al. 2025). The resource-based view theory is explained by technological innovation as a resource capable of present advantage in sustainable competition. For instance, it is identified by Nyuga and Tanova (2024), that technological innovation is positively influencing the competitive advantage and knowledge management in the hotel firms. Efficiency framework and service quality are identified as many of the studies link the digital tools towards the reduction of error or wait times and enhanced service quality (IFEANYI et al. 2023). 
A deeper understanding towards employee readiness for digital tools and service efficiency towards hospital industry can be identified from application of Human Capital Theory and the four level model of Kirkpatrick. Both models are highly irrelevant to the operational context of Hilton Puckrup Hall. The four level model of Kirkpatrick is evaluating the development effectiveness and training through the help of four levels that include: Reaction helps in identifying how the participants are responding towards training or learning initiatives, Learning is the skills or knowledge that is gained, behavior is the application of the identified skills in workplace and results are the overall impact generated on the performance of the organization (Alsalamah and Callinan 2021). In the context of hospitality this model is highly useful in evaluation of technology and digital literacy adoption among the employees. For instance, if the hotel introduces mobile check-in approach or digital housekeeping then the model can assess whether the employees are responding positively towards digital training, whether they are acquiring the required skills in technical aspects, whether they are applying the skills consistently during the time of operations and whether these changes are enhancing efficiency as well as guest satisfaction.
[image: How to Master Kirkpatrick model of training evaluation | Kodosurvey]
[bookmark: _Toc213185755]Figure b: Kirkpatrick’s Four-Level Model
	Another theory identified as human Capital theory states that investment towards employee training skills development and employee education enhances organizational performance and productivity (Nadezhina and Avduevskaia 2021). In the industry of service, including hospitality, technical competency and interpersonal approaches of employees, critical forms regarding human capital are capable of directly influencing the experience of the guest. For the Hilton Hotel the limited adoption regarding digital tools suggests the fact that underutilization of the potential of human capital is identified. Buy investment towards digital upscaling the stocks can be trend and service consistency can be maintained. Human capital theory is also aligning closely with the resource-based view theory in which it is clearly identifiable that technology is not going to be sufficient itself, but it needs to be applied by the knowledgeable as well as adaptable employees.
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[bookmark: _Toc213185756]Figure c: Application of human capital theory
[bookmark: _Toc213348277]2.6 Gaps
The gap includes limited or even partial adoption of digital technology, linking the measurable metrics of operations with the experience of guest perception in a similar study and exploration of the incremental adoption of technology and cost-sensitive approaches under the hospitality context.
[bookmark: _Toc213348278]Chapter 3 Methods
[bookmark: _Toc213348279]3.1 Introduction
	The study is going to apply the single case and embedded mixed methods design of a case study for the investigation of how the limited presence of digital technology is impacting the guest experience and the service efficiency at the Hilton Puckrup Hall. These studies are important for conducting in-depth investigations regarding contemporary phenomena in real-life contexts, and they allow multiple sources of evidence to be triangulated (Greenhalgh 2025). Qualitative data is only going to be utilized in this research which will ensure that a lot of articles are collected and online papers are also selected for gathering data to meet the research objectives (Huang et al. 2025).
[bookmark: _Toc213348280]3.2 Rationale for the approach of case study
	The utilisation of the single case design is important in this context as the research is focusing towards the real world and bounded unit in which the contextual detail, including the resort operations or the country hotel operations, is crucial for understanding the gaps in technology and the consequences on its operations (ANNAMALAH 2024). The case studies will allow the researcher to combine the metrics of the operations, managerial insights and guest perceptions regarding a holistic picture, which is an advantage in addressing the phenomena on the process level, including housekeeping tasks or check-in queues (Putri et al. 2025).
[bookmark: _Toc213348281]3.2 Methods strategy and the instruments
Qualitative data collection is going to be utilized in this paper which will ensure a robust understanding of the topic and a lot of data will be generated for ensuring it is possible to meet the research objectives extensively (Huang et al. 2025). Articles in the literature review are mainly from the last 10 years but recent articles mainly from the last three years will be utilized in the secondary research to be conducted by the investigator for proper analysis of the study (Montgomery 2025). Questionnaire is not going to be utilized for this paper as the main approach of the study will be understanding the topic in depth (Taherdoost 2022). Utilization of more than 30 articles for secondary research is going to ensure that a robust collection of data will be conducted which will further facilitate the growth of the study (Lakens 2022).
	The qualitative component will consist of semi-structured interviews to be conducted with three of the guests, and a purposeful selection will be conducted to reflect the different purposes of visit, which are leisure, business and event (Adeoye‐Olatunde and Olenik 2021). The small sample of the interview will align properly with the contemporary guidance towards in-depth and focused qualitative inquiry regarding feasibility research and case studies, where saturation is both explanatory depth and modest to the current priority (Wutich, Beresford and Bernard 2024). Secondary data collection will also be conducted by gathering data from websites like TripAdvisor and Booking.com and the insights from customer review will be collated and analysed.
[bookmark: _Toc213348282]3.3 Data analysis
	Thematic data analysis is going to be conducted for the paper which will ensure that a proper explanation of the common themes that are emerging from the study are identified. The utilization of this approach will further facilitate the proper understanding of the selected research objectives (Roy and Datta 2022). Thematic analysis will be conducted on the qualitative interview from the collected transcript for identifying the recurrent themes related to digital shortfall, as well as the impact generated by the service. The findings from the thematic analysis will then be converted into proper understanding of the research topic and development of the paper in a robust manner (Huang, Zan and Zhao 2025).
[bookmark: _Toc213348283]3.4 Reliability and limitations
	For the enhancement of reliability, the questionnaire will be defined properly as identified in Appendix A, and ethical procedures will include informed consent, voluntary participation and confidentiality. The limitation includes the small survey and the small interview to be conducted; therefore, the study must follow the context-sensitive recommendation to be presented rather than following the wide generalisations (Makian and Nematpour 2024).
[bookmark: _Toc213348284]Chapter 4 Findings and Discussion
[bookmark: _Toc213348285]4.1 Findings
[bookmark: _Toc213348286]Introduction
	The chapter provides findings from the two of the important data sources. The first source includes the placement observations which is focusing on front office guest staff interaction operational workflow and housekeeping. And the next source is the thematic analysis generated from the guest reviews gathered online from important platforms that include and they provide the understanding regarding guest perception towards technology utilization experience consistency and service speed. The structure of findings to be presented below include observational findings which highlights the technology gaps and direct operational gaps of the hotel. And the next one is reviewing based findings which will highlight the expectations of the guests and the sentiment of the guests. Each of these findings are linked towards external research for supporting and contextualizing the interpretation of what the meaning of limited digital technology means in terms of guest experience and service efficiency.


[bookmark: _Toc213348287]Findings generated from the placement observations
Front office delay and the manual check in
During the time of observation check in time at the hotel the process of the front desk involves the paper-based registration manual issuance of key card and guest queue rather than the kiosk check in or mobile check in process. These delays are aligned to the fact that technology enabled approach of check in is significantly capable of reducing the waiting time at the front office (Štilić, Nicić and Puška 2023). For instance, hotels that are implementing the mobile approach of check in reduces the time of processing from almost 8 to 12 minutes to less than three minutes. Furthermore, conducting review on the trend data of the industry identifies the guests are now expecting the approach of mobile check in process with access of mobile key as the default options to be present at the hotel (Elisa et al. 2024). The identified absence of these kinds of systems is suggesting the fact that the hotel is reliant towards approach of manual process despite being the four-star hotel (Dixit and Pol 2024) (Hamizan and Alda 2024). The gap is also identified to be contributing towards initial frustration of the guest along with slower rate of service.
Housekeeping and the task coordination
Observations regarding the housekeeping workflow identified reliance towards paper logs as well as verbal handoffs rather than applying the integrated system of digital management of task. Requests are presented from the front desk to the housekeeping to be communicated by a written note or phone and the time between the fulfilment and request are also frequently extended. This kind of workflow reflects the slower pace regarding digital transformation towards operations of back office that is consistent with the digital transition in a dual speed manner in the hospitality where the guest and the elements that are provided to them might adopt the technology while the housekeeping and the Staffs are manual (Farías and Cancino 2021). The research towards housekeeping trends also confirms the fact that the modern operations are utilizing embedded system of digital approach that can enhance the consistency and improve service speed (Demir, Yaşar and Demir 2023) (Nikopoulou et al. 2023). Lack of any kind of visible staff application in real time or dashboards are contributing towards contraction of the agility of provided service (Hinson 2024).
Gaps in the technology provided to guests
	During the time of placement while the hotel was presenting free Wi-fi there was lack of signage regarding guest communication about the app of the hotel, request platform of Digital Service or Mobile Key. Few of the guests were identified to utilize the mobile check in option and the employees serving the guests will be handling even the basic requests of service in a manual approach (Cain et al. 2024). It aligns with the rese stating that the hotels that are not meeting the basic standards of digital services are risking negative expectations of the customers (Iyengar and Venkatesh 2024). Furthermore, it is identified that the data of the industry state that contactless check in or checkout services along with requests on Mobile service are now identified to be the baseline expectations (Bachu 2025). The identified mismatch among the available services of digital aspect and the expectations of the guests are influencing the satisfaction of the guest along with the perceived modernity regarding the hotel (Chourasia 2024).
Workload of staff and digital literacy
	Placement note along with informal observation identified the staff to be performing a lot of duplicated tasks. Manual request of logging is conducted, and phoning is presented to other departments for updating the paper logs. The environment of the hotel was not having any evidence regarding the dashboard for Staffs or even allocation of mobile task or any other tools related to them. One identifiable barrier towards tech adoption includes the readiness of the staff and the training presented to them (Mat Yaacob 2021). Without the presence of right tool for digital literacy even the technology that are available might become the source towards friction rather than being an efficient approach (Kolobkova, Romanov and Frolova 2021) (Tavitiyaman et al. 2022). Under this scenario the manual workflow might indicate the fact that although the upgrades of digital tools are possible the employee’s confidence is also important so that the process readiness might help in smoother interaction of the change and application of the digital tools (Potekhina et al. 2022).
Efficiency VS ambience trade-off 
	The hotel benefits from the appealing ambience of the country house coma strong service presented personally to every customer and the setting of golf course. Observationally the process of manual approach contributes towards slower service, but it also feels that they provided service is personalized in nature. However, the charm is also coming with trade-offs which include slower time of response and fewer convenience in terms of digital tools (Wirtz, Kunz and Paluch 2021) (Song et al. 2022). The emerging expectations of the guests include emphasis on technology which is no longer an option but rather the strength of a hotel and absence of any technological underpinning might limit the ability of the hotel in delivering speed and consistency especially when they are compared to the competitors that are fully digitalized (Srinivasan et al. 2024).
[bookmark: _Toc213348288]Findings from online review
	Thematic analysis is conducted for review of the guest data from important platforms lot of consistent patterns related to perception of digital technology along with service efficiency at the properties of the hotel that have direct relevance towards the case of Hilton Puckrup Hall.
[bookmark: _Toc212786176][bookmark: _Toc213185757]Table 1: Thematic table
	Theme
	Key findings

	Delay of Manual check-in
	The manual check in is causing a lot of frustration and queue especially for the business and family guests.

	Limited number of digital features
	Absence of the mobile check in service apps and digital keys are impacting convenience.

	Expectations of the guest vs the brand standards
	Guests are expected to have higher integration of digital aspects from the brand reputation of Hilton.

	Recommendations regarding improvement
	Guests are suggesting the application of mobile app, online request of service and digital keys.



Secondary findings
	Guests are constantly uploading the and attentive and warm stuff and describing the setting of the hotel as a peaceful and beautiful area with many others citing the view of golf course as well as tranquil grounds to be the highlights (Booking.com 2025). Many of the reviewers are recording a positive experience received from amenities including breakfast variety spacious rooms swimming pool and particularly noting them to be a strong aspect for family as well as leisure stays (Booking.com 2025). On the other hand, the recurring concern is regarding room infrastructure and aging décor (Travelmyth 2025). Another issue identified by the users include hidden cost as well as value for money (Headforpoints 2025).
Digital touchpoints and the guest expectations
The analysis conducted of the current statistics identify majority of the reputation of the hotel being increasingly saved by the feature of the digital services that include 86% of the hoteliers identifying the review of the guest to be highly important (Roelen-Blasberg 2025). The benchmarks of the guest review for the first quarter of 2024 identify the review time of response along with positive mentions can enhance globally and signalling the rise of expectations of guest regarding convenience and responsiveness (HITEC 2024) (Zhou et al. 2025). The narrative of guest review common relates to delay regarding check in lack of any mobile key functionality or even weak access to Wi-fi as the identified negative experience. These also align with the findings regarding the in-room control of digital services that can drive higher scores of reviews (Mathai 2025).
Efficiency of service and the response time
From the collected data one of the recurring themes identified is the slow service especially when the requests are looking for human delay rather than taking into considerations the digital routing. Several review studies on larger scale utilized the aspect based and sentiment methods that identify attributes including room readiness housekeeping and check in being capable of strongly influencing the overall satisfaction of the guest. For instance, the study identified that the check in and room cleaning are negatively impacting the attributes during the time of pandemic (Tran, Ba and Huynh 2019) (Özen and Özgül Katlav 2023). Another study analysed the fact that service quality in terms of responsiveness is critical for maintenance of guest loyalty in the hotels (Erdoğan et al. 2025).
Human touch its competition against technology
	The review sentiment highlighted the tension among personal service and the digital convenience. Some of the guests are valuing the interaction with having the elastic ambience for the country house hotels but others are explicitly comparing them to the tech enabled hotels in the city and expressing disappointment at the absence of any keyless entry or mobile services (Das 2023). Technology is not considered to be an optional approach but as a proper aspect that needs to be implemented in the hotels (Özen and Özgül Katlav 2023). It is further identified that focus on hotels that are technically supported creates the positive impression on the satisfaction of the guests (Das 2024).
Review of Platform Matrix and the reputation signals
The Global Review Index from the first quarter of 2024 identified 89.8% positivity regarding the hotel review and enhanced reply from the hotels (Moncada 2025). Additionally, it is important to state that sentiment extraction from the data set of hotel review identified advanced natural approach towards language and machine learning which derives the concerns of the guests at larger scale (Jayanto, Kusumaningrum and Wibowo 2022) (Viverit et al. 2023). Therefore for the hotel in concern in this case the metrics are capable of providing the hotel with the idea about the staff service and the physical setting that is perceiving the positive comment from the customers as well as lack of the digital features of digital tools that might reduce the potential of differentiation and impact the sentiment of review in a negative manner (Yolcu, Şahin and Dirsehan 2025) (Igoumenakis and Giannoukou 2024).
Impact on the experience of the guest and loyalty
	The review studies are consistently linked towards digital convenience tech enabled service and faster time of response for enhancement of guest loyalty. The findings of the review indicate the fact that the mobile check in app-based service request and mobile key can improve the satisfaction rate of the guests and are often mentioned under the positive reviews (Guestara 2025). Moreover, the hotels that are engaging towards online reviews are responding quickly and acting on the feedback that identify better perception among the guest (Hotel Online 2024).
[bookmark: _Toc213348289]Discussion
	In this discussion chapter the findings from the online review as well as on site observation will be interpreted under the pretext of existing literature by exploring the divergent and alignment between real world operations and theory at the hotel. The analysis will be presenting highlights towards critical aspects related to technological adaptation waste experience service efficiency and stuff performance by presenting nuanced understanding regarding the operational practices of the hotel that reflects or diverges from the contemporary research on hospitality.
The findings indicated the fact that the experience of the placement Hotel is related to delay in the front office room readiness and check insurance that are often attributed towards inconsistent coordination among the departments. This observation aligns with data presented by Marques and Marques (2023), who identified the fact that the interdepartmental communication is the fundamental determinant regarding guest satisfaction and the service quality. It is further emphasized by Anwar et al. (2024), that the operational efficiency is related to the collaboration of the employees as well as tools of real time communication in which the placement hotel is currently lagging behind. However, while the literature is often assuming the fact that the integration of digital approaches can offset coordination towards inefficiencies the placement hotel is still relying heavily towards manual processes which suggests the gap between technological advancements as well as practical implementation. The identified gaps towards inconsistent utilization of available tools by the employees and digital literacy might be interpreted through the previously discussed Kirkpatrick model. At this stage of learning and reaction the hotel appears to be limited in this context as there are no structured programs of digital training for enhancement of employee readiness or evaluation of confidence with the technology. Furthermore, from the context of human capital theory the under investment towards continuous learning is reducing the potential of productivity of current workforce.
The delay towards the responses from the housekeeping and slow turn time of turn around regarding room services are observed during the time of placement and it also reflects the issues presented by Smith and Li (2022), who noted the fact that inefficiency towards task scheduling might lead towards reduced satisfaction score of the guest. Yet the placement of the hotel staff exhibited higher degree of professionalism as well as effort for recovering the failure of service which is further supported by the argument of Yılmaz and Altuntaş (2021), regarding the fact that employee engagement as well as emotional intelligence are compensating towards structural deficiency. Therefore, while the inefficiency in procedures are persisting the recovery effort driven by human are helping maintenance of moderate level regarding guest satisfaction as identified in the online review.
One of the major prominent themes identified from the finding is related to the limited utilization of the digital technologies of the hotel as compared to that of the contemporary trends of the industry. The online reviews are frequently citing the delays towards a request of service as well as lack of any options regarding mobile check in that contrasts with the enhanced global shift towards app based and contactless interactions. As identified by LoungeUp (2024) and Al-Omari et al. (2022), the digital transformation is becoming the core driver towards the competitiveness of the industry personalization customer satisfaction and enhancement of efficiency. A lack of the hotel in the application of integrated system of digital feedback or even platform for guest engagement demonstrates the lag towards adoption of service innovations that are enabled by technology which is identified by the literature to be the essential aspect regarding the modern operations of hospitality. By application of the human capital theory in this context the slow adoption of the digital check-ins might be identified as the missed opportunity towards enhancement of both the efficiency of human resources and technological resources. Moreover, under the model of Kirkpatrick under the level of results the enhanced efficiency of service and guest satisfaction is also impacted by the absence regarding earlier stages. Therefore, the limited adoption of technology by the hotel is not only the slow process but it interrupts the training, performance and feedback loop as predicted by the model of Kirkpatrick.
However, some of the aspects are diverging from the conducted literature while the existing research is suggesting that the technological innovations are inherently enhancing the satisfaction rate of the guests the observational findings reveal the fact that the clientele of the placement hotel is largely comprised of the domestic travelers and the older guests that often prefer the direct interaction of the human (Marques and Marques 2023) and (Dube and Renaghan, 2022). It further reinforces the notion regarding successful adoption of technology that needs to consider the cultural and demographic contexts (Anwar et al. 2024). Therefore, although it can be stated that the advance regarding advanced systems of digital approaches is reducing the efficiency of operations the personal touch that is being maintained by the employees supports the service identity of the hotel which is partially mitigating the negative impacts related to technology lag. The tension among digital convenience and human touch highlights the dimension of behavioural outcome for the model of Kirkpatrick. The employees operating at the hotel needs to master the interpersonal and emotional elements regarding service which can further demonstrate strong performance towards behavioural stage allied to the ethos of hospitality. From the context of human capital theory, it is identified that the partial deployment of capital including service orientation and emotional intelligence of the employees are realized fully but the competency of the technology is still underdeveloped. While the theory of human capital is generally assuming that investment in skills is leading towards measurable gain of productivity the case of Hilton illustrates the fact that without the presence of managerial support and cultural alignment new competency might not be capable of enhancing the current outcomes.
Findings generated from both the review and the observations highlight the fact that while the staff members are responsive and courteous the training appears to be highly inconsistent in nature particularly in terms of digital skills as well as complaint management. This further aligns with the findings presented by Koc and Bozkurt (2023), who argued the fact that the workforce hospitality is frequently facing the gaps in skills among the delivery of the traditional service and the demands regarding tech driven and contemporary environments. Literature presented by Yılmaz and Altuntaş (2021), also underscores the importance regarding structured programs of training for sustenance of motivation as well as consistency in service delivery which are currently being underdeveloped at the stated hotel. Nevertheless, the employees are demonstrating the strong ability of interpersonal approaches along with cultural sensitivity that confirms the claim presented by Marques and Marques’s (2023), regarding emotional labour which remains the cornerstone towards the excellence in hospitality even among the aspect of digital disruption. 
The findings also reveal the fact that the experiences of the guests at the placement hotel are quite mixed as many of the reviews are placing the helpfulness and friendliness of the employees the complaints are often identified regarding delayed response of service as well as outdated facilities. This duality aligns properly with the findings presented by Yılmaz and Altuntaş (2021), who highlighted the fact that empathy and emotional intelligence in the interaction of the employees are significantly capable of enhancing the perception of the guest even when the inefficiency in operations is existing. The ability of the hotel in recovering from the failure of service through the help of personal engagement is also supporting the recovery of service as discussed by Dube and Renaghan (2022), who suggested the fact that well-handled complaints can enhance loyalty among the customers. However, the absence regarding Structured Resolution Protocol of complaint is contrasting with the findings presented by Al-Omari et al. (2022), hosted the requirement towards systematic feedback collection after service for identification of the recurrent issues in service.
Although the literature review is promoting the digital transformation as the enabler towards guest satisfaction the placement hotel is demonstrating the application of human cantered service to be capable of driving the positive experience particularly among the guests that are non-tech oriented. The demographic context is predominantly maturing the domestic travels which suggests the fact that personalization through the help of human connection is as impactful as the efficiency of technology. Nevertheless the comparison towards digitally advanced companies and the current expectations of the custom it relates to the fact that the hotel is risking the loss of tech savvy and younger clientele that are expecting real time and automated updates which reinforces the relevance presented by the observation of Marques and Marques’s (2023), who identified that modernization needs to compromise the authenticity of human service.
[bookmark: _Toc213348290]Chapter 5: Conclusions and recommendations
[bookmark: _Toc213348291]Conclusion 
	The study aims in critical evaluation of the impact generated by the limited digital technology on the efficiency of service and the guest experience at the Hilton Puckrup Hall of Tewkesbury. 
	The research sets out in evaluating the impact generated by the technology of digital tools on the service efficiency as well as guest experiences at the hotel. Through the help of observational analysis conducted during the placement along with detailed reviews regarding customer feedback gathered from the platforms like TripAdvisor and Booking.com the study presented meaningful insight towards how the digital tools are impacting the operational performance, long term competitiveness and the guest satisfaction. The findings further demonstrate the fact that while the hotel is maintaining high standard regarding hospitality grounded towards tradition the service values that are cantered on humans and the absence regarding the system of modern digital approach particularly in the operations of front office guest communication and housekeeping coordination is creating inconsistency and inefficiency towards service delivery. The continued emphasis of the hotel towards personal interaction is further supported by the literature review and the authors identified that emotionally intelligent and authentic services are the code driver regarding satisfaction especially among the segment of traditional guest Koc and Bozkurt (2023) and Yılmaz and Altuntaş (2021). 
	Moreover, it is highlighted by the research that the limited adoption of technology at the hotel is resulting towards challenges including delayed responses towards request of the guest slower process of checking communication gaps among the departments. Despite the identified inefficiency many of the guests are reporting staff friendliness and satisfaction along with professionalism and demonstrates the fact that human warmth is capable of partly upsetting the technological shortcomings. These findings also demonstrate the fact that successful hospitality operation needs to balance the personal engagement with digital convenience as presented by Dube and Renaghan (2022), in the literature review. From the perspective of the managers the study is suggesting that the hotel needs to significantly enhance the performance through the help of gradual integration of digital tools including introduction of digital trackers for housekeeping automated system of feedback collection and mobile check in. These measures are capable of reducing delay in operations and preserve the unique personal touch of the hotel which is in line with the data presented by Smith and Li (2022), regarding internal communication across all the departments needs to be streamlined through the help of shared platforms of digital tools for ensuring the request of service are handled in a consistent and prompt manner. The study also acknowledges the limitation particularly the reliance towards online review as well as observational data rather than applying interview or guest survey. 
[bookmark: _Toc213348292]Recommendations
	Based on the findings, experiences and insights that are gathered during the placement at the Hilton Puckrup Hall, Tewkesbury, Various operational and strategic recommendation are implemented for enhancement of the overall performance, strengthening the guest satisfaction and optimization of operations. The recommendations are also aligning properly with the theoretical framework and the identified gaps presented earlier both of which are together capable of emphasizing the technology when adopted in an effective manner it is going to become the valuable resource of the organization that can drive competitive advantage and efficiency.
· Development of phased roadmap for digital transformation: The current adoption of the digital tools by the hotel in a partial banner is limiting the efficiency as well as guest experience as identified from the delays towards check in inconsistent communication of service and manual coordination of task. The first phase also needs to prioritize the technology of guest facing that include the mobile checkout and check in automated messaging system for guests and digital keys for rooms. These solutions are going to be widely adopted by the hotel as like that of other properties of Hilton which will enhance the convenience and reduce pressure from the front disk employees. The phase two will be focusing on integration of the back-end system that is linking the property management housekeeping software and customer relationship management towards enabling the real time approach of data sharing across different departments. Finally, the phase three needs to introduce the tools of data driven decision making towards predictive maintenance guest preferences and occupancy forecasting analysis. By sequencing these investments, the hotel will be capable of modernizing in an efficient manner without overwhelming the employees or disrupting the current operations which is in line to the findings presented by Buhalis and Leung (2022), advocating towards incremental innovation under hospitality. The ease of implementation of this process will be moderate, and it will require it integration as well as vendor selection. The implication cost for the company will be medium to initial investment of software having upset towards efficiency gains. The critical insight will be grand rollout being capable of mitigating the resistance and financial risk towards change. The phases of the implementation will include:
· Phase one will be running for six months in which introduction of high impact and low-cost tools will be conducted including automated messaging for guests and mobile check in.
· Phase two will be running for six to 12 months in which integration of CRM housekeeping systems and PMS regarding real time coordination will be conducted.
· Phase three will be conducted for one to two years in which dashboard analytics will be adopted regarding predictive maintenance and occupancy forecasting and gaining insight on guest behaviour.
· Strengthening the digital competence of this staff and change readiness: Significant finding generated from the placement and the conducted research included the change resistance as well as digital literacy among the employees to be the important barriers towards technology adoption. Therefore, the immediate recommendation will be establishment of the comprehensive training of the employees along with engagement program that will be focusing on the digital tools, change awareness and system utilization. This will further be including the hands-on workshop on digital aspects for familiarizing the employees with the newer tools and demonstration of tangible benefits. The peer digital champions will also be implemented in each of the departments for mentoring the colleagues and ensuring a positive continuous support. Models of learning based on incentive will also be presented where the employees that Excel towards digital adoption are going to be recognized or rewarded. These kinds of initiatives align properly with the findings presented by Zhang et al. (2023), who highlighted the fact that the transformation of digital approach and its success depend heavily towards human readiness, competence among the employees and enhanced confidence. The ease of implementation will be high, and it will leverage the internal resources of HR among with e-learning platforms. The cost implications will be low in terms of internal facilitation and primary training time. In terms of critical insight, it aligns properly with the theory of human capital as the long-term investment for capability of employees. The key actions will be including:
· Conduction of literacy assessment for baseline digital tools. 
· Peer mentorships and practical workshops will be implemented by the Digital Champions.
· Training effectiveness will be evaluated by utilization of the four stages of Kirkpatrick.
· Implementation of integrated housekeeping along with maintenance management system: operational inefficiency for the Hilton Hotel is largely coming from the maintenance coordination and manual housekeeping. Introduction of integrated system of task management including RoomChecking or Knowcross will be automating the assignment of task and track the progress under real time and present instant updates among the departments. This system is allowing the front desk employees to assign the task in a digital manner communicate the requests of the guests instantly and monitor the completion. The managers will also be capable of accessing the live dashboard that identifies the room status workload distribution and maintenance priorities. These kinds of integrations are further supported by Rialti et al. (2022), who enhances the coordination and accountability which ultimately reduces the time of turnaround and enhances the satisfaction of the guest through the help of faster responses. The ease of implementation of this process will be moderate as it requires system setup and training of employees. The cost implication will be medium which relates to license based or subscription-based system. The critical insight will be that the trade off and cost benefit for it is positive as the increased efficiency of housekeeping will be evaluating the satisfaction rate of the guest. The required time for application will be four to six months. The following are the expected benefits:
· Faster readiness of the room and reduction on communication delay.
· Real time visibility regarding service request and maintenance.
· Workload management will be conducted in a data driven way.
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Appendix A
Survey questions
· How satisfied are you with the process of checking at the Hilton Pickup Hall?
· Did you identify any contactless service or digital services during your stay at the hotel?
· What will you be rating the speed of service at the hotel?
· How convenient did you find the in room and wi-fi technology of the hotel?
· Do you agree with the statement that the digital service of the hotel enhances the overall experience of guests?
· How likely are you going to recommend the hotel to others based on the experience of technology?
Appendix B
Interview questions
1. How will you describe the overall experience with the service process presented by the hotel during your stay including check in, room service and housekeeping requests?
2. What extent are you noticing or utilizing any contact list for digital services? How are these features impacting your experience?
What enhancement in the digital technology are you recommending for making future stay much more enjoyable and efficient at the Hilton Puckrup Hall
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