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Executive Summary
This report aims to establish how technology has embarked on interfacing modern hotel operations, particularly at Novotel. The main research objective is to study the ways Novotel adapts to the shift in technology to improve service delivery, productivity and customer satisfaction. Based on the literature review the report selects the appropriate theories like Technology Acceptance Model and Service Quality Theory on which the analysis would be based. The research indicates that Novotel has efficiently adopted the use of several technological services such as mobile check-in services and the use of digital concierge applications have enhanced guest experiences as well as work processes. However, challenges remain, particularly concerning staff training, cybersecurity, and the need for enhanced data analytics. Some of the key areas of improvement that this report has pointed out include the lack of adequate investment in adequate training programs, inadequate measures against cybersecurity threats, limited investment in sustainability drives, and lack of utilisation of technology to enhance guests’ experience. Therefore, the report recommends that Novotel should continue with innovation and empower staff to enhance competitiveness in hospitality industry. Through targeting the mentioned areas, Novotel can advance and continue accomplishing the marked points that contribute to its business success in the growing technology-dependent environment.
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1. [bookmark: _Toc181062082]Introduction 
[bookmark: _Toc181062083]1.1 Background and Context
In the modern environment of hospitality companies succeed in introducing new technologies to improve customers’ satisfaction and efficiency of their processes (Bowen and Morosan, 2018). Furthermore, various high-tech applications include automated check-in machines to customer service which is managed through a database to make it easier to manage daily tasks. This research report aims at analysing the place of technology within the functioning of Novotel, a global chain of mid-scale hotels working under Accor. International hotel chain Novotel is highly suitable for the investigation of key questions, as it has numerous properties in various popular cities and other parts of the world, emphasises such aspects as contemporary facilities, guest satisfaction, and is actively incorporating technology into its business model at this stage.

[bookmark: _Toc181062084]1.2 Case Study Overview: Novotel
Novotel Hotels is a trade and merchandising hotel group, which is a part of Accor group, a French multinational hospitality company, and currently it has over 500 hotels in different continents and it serves every kind of traveller, including official and non-official ones (Phillips and Moutinho, 2018). Popular for comfortability, contemporary design, and environmentally friendly features, Novotel has appropriately applied several technological advancements that enhance the guest experience while also enhancing organisational service productivity. This includes features observed and obtained during the placement at Novotel including a focus on technological aspects of customer service, facility management, and booking processes.
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Source: (Phillips and Moutinho, 2018)

[bookmark: _Toc181062085]1.3 Aims and Objectives
[bookmark: _Toc181062086]1.3.1 Aim 
The primary aim of this report is to analyse how Novotel utilises technology within its daily operations to enhance service quality, increase operational efficiency, and improve customer satisfaction.

[bookmark: _Toc181062087]1.3.2 Research Objective 
· To understand the effectiveness of technological tools in enhancing the guest experience.
· To assess the impact of these technologies on staff productivity.
· To evaluate potential challenges that may arise in the implementation of new technologies.
· To examine how technology-driven processes contribute to service quality and operational efficiency.
· To identify the role of digital marketing and data analytics in personalising guest services.


2. [bookmark: _Toc181062088]Literature Review 
[bookmark: _Toc181062089]2.1 Effectiveness of Technological Tools in Enhancing Guest Experience
Flavián et al. (2019) stated that in the hotel industry, the use of technology is associated with the degree of satisfaction of the guests. There are numerous researches that proved that personalisation in digital space, including mobile check-ins, selection of rooms through applications as well as the application of the guest services enhanced satisfaction by providing convenience and sense of control. Some of Novotel’s implemented machines include, mobile check-in, smart room key and touch controls of room facilities using smart devices, which are in congruity with the customers’ trend of a contactless experience. Technology assists in customising guest experience by collecting data as it has done Novotel through providing services (Neuhofer et al., 2015). Nonetheless, as much as guest-facing technology might be apropos in enriching or improving experiences, literature also advises against the overutilisation of tech-based solutions which may limit direct human contact—a factor formerly considered as being cardinal to the valuation of the hotel services.

[bookmark: _Toc181062090]2.2 Impact of Technology on Staff Productivity
Khan and Abdullah (2019) said that guest-centered technologies are not only relevant but also perform a valuable function of enhancing staff efficiency. Self-checkout for instance minimises the burden on receptionists by freeing them to attend to other activities including attending to guests’ concerns and problems. Research shows that such tools enhance efficiency as they cut tasks that humans do not need to do every day, leaving more tasks for humans to attend to. The use of information technology management systems in Novotel ensures that the company communication and scheduling systems work effectively hence increasing the overall efficiency of the company (Pierce et al., 2015). But at the same time, there are some concerns relating to the training of the personnel as well as providing time to adapt to the new tools, which suggests that constant training would enhance the effectiveness of the technological instruments.

[bookmark: _Toc181062091]2.3 Challenges in Implementing New Technologies
Greenhalgh et al. (2017) suggested that challenges that are normally associated with the deployment of new technologies in the hospitality industry include; cost implications, employees’ resistance and customer acceptance. IT solutions can create dramatic improvements, but can involve significant fixed costs and potential push back from employee that are used to other tools. Research shows that technology implementations particularly in mid-scale hotels including Novotel encounter challenges including limited funding as well as issues arising from advances seeking to interconnect with earlier architectures of systems. However, there is still the issue of guests’ data privacy; in today’s world, the technology often involves collection and processing of user data in order to provide customised services (Müller et al., 2018). Among the key findings, there is a stress on the need for having detailed guidelines on data usage and on ensuring compliance with privacy regulations, all of which are critical in fostering trust with the guests.

[bookmark: _Toc181062092]2.4 Contribution of Technology to Service Quality and Operational Efficiency
Kaura et al. (2015) stated that technology is responsible for playing a major role to increase service quality and operation efficiency in hotels. Some of these are property management systems (PMS) and customer relationship management (CRM) systems which make the work of a hotel easier, coordinated and error-free. Second, Novotel brought in an interlinked PMS that enhances guest request, room allocation, and charging systems elements that lead to high service standards. Research shows that the adoption of CRM and PMS increases individualisation of services, which is one of the critical drivers of consumer loyalty in the hotel industry. Furthermore, service quality enhancements triggered by technology serve to optimise the cost-saving proportion and overall efficiency of the organisation, equal to helping the Novotel’s quality service delivery while remaining profitable (Kasiri et al., 2017).

[bookmark: _Toc181062093]2.5 Role of Digital Marketing and Data Analytics in Personalising Guest Services
Social media marketing and big data analytics have been highlighted as critical in enabling customisation of services and, therefore, guest loyalty. This saves considerable time for the guest and allows hotels to provide recommendation, promotions, and communication tailored to their guests, therefore personalising the guest experience significantly (Behera et al., 2020). Studies show that digital marketing is useful not only in acquiring new clients but also in retaining visitors who have been to the hotel before. For example, Novotel applies the data analytics for classification guests that would allow for targeted marketing and increasing the interest of guests to the proposed options. Digital marketing also fits the trend of the present era regarding consumers’ behaviors during traveling where they are likely to respond to targeted information rather than generic messages.
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Role of Digital Marketing
Source: (Behera et al., 2020)

[bookmark: _Toc181062094]2.6 Theoretical Framework
Anshari et al. (2019) said that the theoretical framework supports the significance of technology in hospitality management and forms the basis for exploring how these advancements affect guest/stakeholder encounters and organisational effectiveness. The two theories relevant to this analysis are The Technology Acceptance Model (TAM) and The Resource-Based View (RBV). TAM by Davis (1989) suggests that users were more likely to accept a given technology if it was perceived easy to use and useful. This model is important in understanding how hotel personnel and guests perceive the technology elements such as self-service check-in kiosks, and individualised applications as enablers of smart environments, thus influencing the levels of use (Aparicio et al., 2016). On the other hand, RBV, rooted in the strategic management literature, argues that resources in an organisation are determinants of competitive advantage and these resource must be rare and inimitable. In this context, technology becomes definable as another form of a ‘resource,’ that improves the satisfaction of the customers and the functionality of Novotel’s operations while aligning to position the brand to sustainably capitalise on those valuable assets.

[bookmark: _Toc181062095]2.7 Research Gap
Despite the abundance of literature on the use of setting up of technology in the hospitality industry, lack of sufficient evidence detailing how operational use of technology affects mid-scale hotel chains such as Novotel, or the productivity levels of its employees can be seen. Furthermore, most of the studies were done regarding the technological advancement in luxury hotel ignoring the middle-scale hotel’s failure and success in embracing the technological factor (Rubio et al., 2019). This research aims to fill these gaps in extant knowledge by qualitatively exploring the following questions; The way through which technology influences service delivery, its operational efficiency, and customers’ satisfaction in the context of Novotel.


3. [bookmark: _Toc181062096]Methods
[bookmark: _Toc181062097]3.1 Case Study Methodology
This study adopts a case study approach to explore the use of technology in the contemporary hotel and the selected company is Novotel. The case study approach is very useful in the detailed examination of multifaceted occurrences in a realistic environment. The selection of the single organisation enables the study to provide specific information regarding the implementation of the technology in Novotel through analysing its operational features, tendencies and viewpoints of the personnel concerning to the use of the technology and the reactions and impressions of the guests (Thomas, 2021). One of the benefits of case studies is that they are ideal when analysing ‘how’ and ‘why’ questions that are ideal for establishing the efficiency, difficulties, and other strategic concerns associated with technological adoption in a hotel context (Rashid et al., 2019). Some of the case studies are criticised for the following reasons: While the findings of case studies are often very relevant, they are likely to be more limited in terms of applicability to and the mid-scale hotels in general. However, by adopting Novotel as the primary research focus, important information about a large mid-price brand is obtained, thus filling the gaps that exist in literature, which mostly focuses on luxury or low-end hotels.

[bookmark: _Toc181062098]3.2 Reflective Writing
Another approach used in this study was reflective writing which helped in engaging a critical reflective component as well as to place experiences in the course of the placement at Novotel (Harrison et al., 2017). This approach is well recognised in hospitality research as it contributes to the comprehension of personal commitment and the general organisational context. This type of writing affords a chance to introduce matters that are usually not consciously recognised through more formal patterns of investigation. In addition, this technique complements the study by providing first-person impressions, feelings, and thoughts that help substantiate the case study conclusions. However, there is a problem with reflective writing because it is often subjective and therefore can be biased (Ono and Ichii, 2019). However, it was employed together with the other research techniques in order to give context information and not as main data.

[bookmark: _Toc181062099]3.3 Netnography
Netnography, an extension of ethnographic research of virtual settings, was also employed to analyse Novotel’s web-based communication and marketing tactics (Kozinets, 2015). It entails reviewing the sequential, computer- mediated interactions between at least two people or a computer in order to get a wealth of data concerning brand images, customers’ preferences and the efficacy of Web 2.0. In this respect, netnography is highly applicable to the hospitality industry wherein online participation is pivotal for managing and moulding brand image and customer expectation. It provides a cheap, live method of gauging the relationship between the brand persona and its customers that inform Novotel’s perceptions of digital marketing and customer relations (Costello et al., 2017). Netnography appears particularly helpful for processing big amounts of online data, but it has some drawbacks associated with data credibility and participants’ anonymity.

[image: ]
Source: (Costello et al., 2017)
 

4. [bookmark: _Toc181062100]Case Study Discussion: Novotel Hotel
[bookmark: _Toc181062101]4.1 Descriptive Information
Novotel is a global chain of hotels providing international standard accommodation and services falling under the Accor group. Novotel was pioneered in 1967 and since then it has developed into a company with well-developed modern style with high level of service quality and concern for guests’ satisfaction (Simorangkir and Nugraha, 2024). The brand targets the mid-scaled segment that also embraces the business traveller, family and leisure traveller. Offering accommodation facilities of more than 500 hotels in more than 60 countries, Novotel is a perfect place to stay in a city or resort. Novotel is mid-scale hotels which design is defined by chic and modern architecture and fashionable and comfortable interiors. All properties offer guests numerous accommodations such as large guest rooms, meeting banquet, dining, and recreation facilities. The brand is centered on the idea of innovation with the company’s priority being to reduce their ecological footprint (Nieves and Segarra-Ciprés, 2015). 

[bookmark: _Toc181062102]4.1.1 Turnover and Staffing
For the past couple of years, Novotel has posted significantly high revenue figures reaching an estimated €1 billion plus annually for all the hotels operated internationally. Such revenues and profits reflect the fact that the brand continually receives a solid stream of guests due to the emphasis on service and guests’ experiences. Rajamohan et al. (2019) suggested that the hotel chain can also be said to be experiencing good sales and growth due to its proper strategic market communications and brand positioning. In staffing at Novotel the idea is aimed at making a specific course for each individual guest as well as providing high level of quality services. Employees per hotel range from fifty to two hundred and are determined by hotel size and location. This involves employees such as those at the front office desk, the cleaning services, and the personnel in the food and beverage outlets all of whom contribute towards the extent of the Novotel experience (Gandhi et al., 2021). Promotion is also encouraged in order to make certain that all employees are capable in fulfilling the expectations of their guests as well as to creating corporate value due to the continuous changing trends in the hospitality industry. 

[bookmark: _Toc181062103]4.1.2 Branches and Locations
The Novotel hotels are purposely situating in different cities and most tourists attractions point all across the world; thus, being flexible to host both the domestic as well as the international visitors (Oskam and Zandberg, 2019). Some localisations are the most dynamic cities of the world: Paris, London, New York, Sydney, and many other places where the recognition of Novotel adds to the brand’s network. All the hotels have features that depict the culture of the respective area but they are in the modernity of brand. This strategy not only improves the outward appearance of the hotels but also enable the guests to take a virtual tour within the given environment (Bardukova, 2023). With all its properties located in strategic estates, Novotel targets all classes of travelers looking for an easy access to their business or recreational needs. Novel’s strategic location near transport centre, business and tourist centres keeps it as a preferred hotel to many business people and tourists. 
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Novotel
Source: (Bardukova, 2023)

[bookmark: _Toc181062104]4.2 Geographical and Cultural Context
Novotel hotels are situated in city centers, with close proximity to air/train stations or expressways, commercial or shopping areas and tourist spots. This caring positioning works wonders to improve guests’ convenience and, therefore, is of primary concern for both businesspeople and tourists (Bardukova, 2023). In the case of business conferences and business events, Novotel with the identified locations ensure access to transport so that participants and delegates can get to the event on time without much delay. Furthermore, the location of Novotel hotels is another realisation of a responsibility the brand bears for sustainable development. Often, different buildings are constructed with environmental considerations for using energy-efficient systems, wastes, and saving water. The Novotel hotel which this case is identifying is situated on Canary Wharf, London.

[image: ]
Novotel Canary Wharf, London

[image: ]
Map Location of Novotel Canary Wharf, London


[bookmark: _Toc181062105]4.3 SWOT Analysis 
	Strengths
•	Brand Recognition: Novotel’s affiliation with the Accor Group provides significant brand equity and recognition, enhancing customer trust and loyalty.
•	Diverse Offerings: The hotel caters to a wide range of guests, offering flexible meeting spaces, leisure amenities, and family-friendly options.
•	Technological Integration: Novotel is at the forefront of adopting innovative technologies, such as mobile check-in and digital concierge services, enhancing the guest experience.
	Weaknesses
•	Price Sensitivity: As a mid-scale brand, Novotel may face challenges competing with budget hotels that offer lower prices for basic accommodations.
•	Variable Quality: The consistency of service and facilities can vary across locations, which may affect overall brand reputation.

	Opportunities
•	Expansion in Emerging Markets: Growth potential exists in emerging markets, where increasing travel demands and economic growth drive the need for mid-scale accommodations.
•	Sustainability Trends: Novotel can capitalise on the growing consumer preference for eco-friendly hotels by further enhancing its sustainability practices.
	Threats
•	Intense Competition: The hotel industry is highly competitive, with numerous brands vying for market share, including budget and luxury segments.
•	Economic Downturns: Global economic fluctuations can impact travel demand, affecting occupancy rates and overall profitability.



[image: ]
Source: (Yusuf et al., 2022)

[bookmark: _Toc181062106]4.3.1 Strengths
Being a part of the Accor Group, Novotel benefits from vast brand awareness and recognition especially within the sphere of hospitality (Hajizadeh, 2019). This relationship increases customers’ confidence and customer loyalty because guest tends to use brands they regularly use, which they trust, and know will deliver their desired quality. Achievements of Accor in the international market boost Novotel for leisure and business travelers who look for standard comfortable staying. It is understood that diversity is one of the main competitive advantages of Novotel Company, as the company provides services for different audience types. Corporate meeting clients have the options for large functional meeting/meeting/conference space and boardroom office space, exercise/fitness swimming pool, and family-oriented leisure space (Yusuf et al., 2022). 

[bookmark: _Toc181062107]4.3.2 Weaknesses
Novotel is a mid-scale brand and really suffers from the competition with low-price brands, which offer very cheap and almost empty simple rooms (Namugenyi et al., 2019). This prices sensitivity affects the number of low-price sensitive customers Novotel may attract especially during the periods of economic hardships when people will go for cheaper hotels. Another weakness is that of inconsistency in service and facilities offered by different branches of the organisation (Bosch et al., 2020). These differences therefore pose the risk of developing a reputation for giving out contrasting and possibly uncomplimentary experiences to the customer, thus the reputation of the brand may be affected.

[bookmark: _Toc181062108]4.3.3 Opportunities
The analysis shows that Novotel has tremendous opportunities in emergent markets as there is a progressing travel traffic and rising per capita income to support middle scale hotels’ demand (Verboncu and Condurache, 2016). Many of these regions can prove to be beneficial for Novotel if the beverage chain decided to expand its operations, by increasing the global outlet presence and subsequently the revenue generation as well. There is potential for Novotel to seize the emerging market trend on increased consciousness about eco-friendly accommodation by improving the firm’s sustainability. Increasing the volumes of such initiatives as the use of renewable power, sourcing and purchasing of products responsibly will be able to appeal to clients who are conscious of the environment and set Novotel far apart from its competitors (David et al., 2019).

[bookmark: _Toc181062109]4.3.4 Threats
Competition is always stiff within the hotel industry whereby there are many brands who are looking for market share within the respective market segments within the market segment of luxury budget and below (Vlados, 2019). This kind of competition forces Novotel to work extra hard in coming up with different strategies and improving on the quality of its services to meet the needs of the customers. Volatility of the world economy also remains a major risk to the hospitality industry. Any economic fluctuations have an impact to traveling hence resulting to low occupancy rates and low profitability for Novotel. It is pertinent to emphasise that all these economic factors are important when developing strategies and managing risks (Gurl, 2017).

[bookmark: _Toc181062110]4.4 PEST Analysis
	Political
	The hotel industry is heavily influenced by government regulations regarding health and safety, labor laws, and environmental standards. Compliance with these regulations is crucial for operational success.

	Economic
	Economic stability directly impacts travel spending. A rise in disposable income can lead to increased bookings in mid-scale hotels like Novotel.

	Social
	Today’s travelers prioritise experiences over mere accommodation, pushing Novotel to innovate and personalise guest offerings to stay competitive.

	Technological
	Rapid advancements in technology, such as artificial intelligence and mobile applications, offer opportunities for Novotel to enhance operational efficiency and guest services.



[image: ]
Source: (Tsvirko, 2021)

[bookmark: _Toc181062111]4.4.1 Political Factors
The hotel industry exists in a multipartite and highly regulated market environment to government policies and regulations (Tsvirko, 2021). These regulations cover many aspects of a company’s business, such as health and safety issues, employment, and the environment. The need to adhere to such provisions is not only for business efficacy but also for reputation management. It is crucial that company involved in the hospitality industry such as Novotel has to be prepared a respond to the issues in the legal environment, by ensuring that their operations meet the legal requirements of a certain country and standards formulated by the international community (Perera, 2017). This encompasses Measures under­taken to control the spread of diseases, provisions of employees’ rights and wages’ policies as per the Labor laws and environmental policies put in place to reduce their impact on the environment (Singjai et al., 2018). 

[bookmark: _Toc181062112]4.4.2 Economic Factors
Fluctuations in travel and tourism are therefore highly sensitive to changes in economic growth, which in return affects consumers ‘expenditures on accommodations (Shtal ET AL., 2018). In the case of disposable income directly correlates with the number of travels, specifically in the mid-scale hotel segment where Novotel belongs to. Economic development fosters the growth of tourism that is personal travels, business trips, and other travels, which assure the hotel business. On the other hand, during the period of low economic activities, reducing on traveling expenses and therefore seeking the cheapest accommodation available (Xie, 2021). Therefore, Novotel depends on those economic trends and should analyse its prices concerning the certain economic situation for attracting guests. Also, by concentrating on value added services, Novotel can continue to appeal to people during unfavorable market conditions.

[bookmark: _Toc181062113]4.4.3 Social Factors
The global market trends have affected the hospitality industry more than it has impacted other industries (Fosher, 2018). Today it implies not only services more than only the place to stay during the trip, and that is why Novotel and other brands have to develop new concepts continually. This has forced the hotel to diversify its product to be able to capture a variety of customers and meet their needs including; local experience, customised services and the guest experience. It is crucial for Novotel to understand these changes as the millennials and the Gen Z travel preferences to prefer more authentic experiences instead of traditional tourist attractions. The changes adopted will help Novotel improve its competitiveness and create a guest loyalty base for the long term (Qasemi, 2015).

[bookmark: _Toc181062114]4.4.4 Technological Factors
Through the advancement of technology there has been an opportunity to improve the operational activities of the hotel and services delivered to guests. Mobile apps, data analytics, AI, and both programmes are just but some of the technologies that are reshaping the hospitality industry (Szyniszewska et al., 2024). These advancements are beneficial for Novotel as they may optimise straightforward functions such as check-in or check-out, enhance the provider and the client relations, and customised services dependent on the customer’s preferences. Other additional features include smart room control solutions and digital concierge making guests’ stay more comfortable and easier. With digitisation setting pace at the new horizon of hospitality and accommodation, Novotel must continue to be strategic in embracing and integrating technologies that would suit guests’ changing demands and hospitality service delivery (Aithal, 2016).

[bookmark: _Toc181062115]4.5 Competitor Analysis: Price vs. Quality
	Competitor Analysis: Price vs. Quality
	Novotel
	Budget Hotels (e.g., Ibis)
	Higher-End Brands (e.g., Marriott)

	Market Positioning
	Value-driven option with quality services at competitive prices
	Affordable accommodations focused on basic amenities
	Luxury offerings with premium services and facilities

	Room Rates
	Mid-range pricing appealing to business travelers and families
	Lower price point, often with minimal amenities
	Higher price range, reflecting premium experience

	Service Quality
	Consistent service standards with modern amenities
	Basic service, often limited staff interaction
	High service standards with personalised experiences

	Guest Satisfaction
	High customer retention rates and positive reviews
	Generally positive but may vary based on location
	Very high satisfaction, often resulting in strong loyalty

	Target Audience
	Business travelers, families, and leisure guests
	Budget-conscious travelers seeking basic comfort
	Luxury-seeking travelers looking for premium services

	Unique Selling Proposition
	Comfort and modern design without the luxury price tag
	Affordability and essential services
	High-end amenities and exceptional service quality



[bookmark: _Toc181062116]4.6 Netnography
Regarding the method applied, netnography was adopted in order to collect information regarding Novotel’s presence online and customer engagements. Evaluation of customer feedback on social media platforms, reading online user reviews and going through social media advertisements yield a deeper insight about the customers. Major thematic areas that were identified in the process of conducting netnographic analysis include technology, customer relations, and benefit perception (Belk and Kozinetz, 2017). Consumers often raise issues with regard to the conveniences of mobile applications for check-ins as well as making requests to the service providers and this always receives positive feedback.


5. [bookmark: _Toc181062117]Theme Exploration: The Role of Technology in Modern Hotel Operations at Novotel
In the contemporary environment characterised by rapid advancements in technology, it is impossible to deny the importance of applying information technologies in hospitality management and hotel operations (Morozova et al., 2017). The process of increasing the technological solutions implementation is critical for hotels to be competitive and satisfy the consumer demands. This analysis focuses on Novotel, a mid-scale hotel brand under the Accor Group, exploring how it utilises technology to enhance its operations while identifying potential areas for development and improvement.

[bookmark: _Toc181062118]5.1 Theoretical Framework
[bookmark: _Toc181062119]5.1.1 The Technology Acceptance Model (TAM)
The TAM categorically states that perceived ease of use and perceived usefulness are two critical components determining the willingness and ability of users to adopt a new technology (Silva, 2015). The model used postulates that the probability of technology being adopted rises if the user in question would find the instrument easy to operate as well as possess a positive perception over it. With regard to the context of the Novotel this model is appropriate. It is the responsibility of the hotel’s management to guarantee that the technicians’ innovative tools were easy to use and advantageous to both guests and employees. For instance, mobile check-in services should be simple and also have to improve the arrival process of the guest to the extent that the operation becomes efficient. Staff developmental training is also paramount; one cannot expect employees to hold innovation knowledge on how to enhance service delivery by use of technology (Mugo et al., 2017). These could be orienting them to the tools used to interface with guests or to tasks that would otherwise be administrative in nature but must be carried out constantly, freeing their time to engage with guests.
[image: ]
Source: (Silva, 2015)

[bookmark: _Toc181062120]5.1.2 Service Quality Theory
The Service Quality Theory with reference to the SERVQUAL model postulates the need to satisfy or surpass the anticipated service standards. The application of this theory is especially important for the hospitality industry because rapidly changing today’s environment requires improvement of quality of service for guests to retain them. From the evaluation it is clearly seen that Novotel’s commitment to service quality can be boosted greatly through technology (Blut et al., 2015). For example, the CRM system is effectively used in the hotel to control and analyse the guest data, which will help in achieving better and more personalised communication as well as in creating more effective marketing campaigns. They can provide a check on the clients’ preferences to ensure that staff delivers the experience that the client wishes to obtain. From the experience and comfort point of view, it will be strategic for Novotel to link the technological solutions to service quality with the ultimate aim of achieving customer repeat business and recommendations (Ho and Wei, 2016).

[bookmark: _Toc181062121]5.2 Literature Review
The literature review reveals the fact that technology imposes a great deal of influence on the hotel business, as far as it is concerned primarily by the ability to improve efficiency along with the experience of guests. Ahmadi (2018) stated that technology has adopted the hospitality industry in a HUGE way by streamlining tasks like check in and check out procedures to leave room for interaction with the guests. Mobile technology has drastically touched the guest interfaces and has availed gadgets that enables guests to access hotel services, information and assistance through mobile applications. They also improve the operational efficiencies and the guest experience because these platforms allow for real-time communication and permit guests to make a request at their leisure. Alternatively, data analytics has become an essential factor for further individualisation of services provided to guests (Williams et al., 2015). Hotels can assess the behaviors which guests are most likely to exhibit and their needs in order to optimise their services and greatly enhance the experience. As an example, knowing the previous experience as well as the preferences of a guest ensures the staff offer recommendations and Promotions that are likely to suit the guest hence improving the experience.
The literature also reveals that there are some disadvantages found in the application of new technologies in the hotel industry. The initial capital investments might be high, meaning that some hotel operators may not invest in new innovative technologies. In the same manner, technology failures can also hinder service delivery and consequently influence the guests experience in a negative way. Oztemel and Gursev (2020) said that another that relates to the integration of new tools is also the opposition on the part of employees and this is because they are overwhelmed by the new systems that they have to use. However, these are issues that need to be recognised by Novotel to fully harness the benefits of technology and probably have adequate plans for handling them. This is achieved through offering training to the staff in an endeavor to see that they are conversant with new technologies as well as encouraging stake holders to emphasise on the use of technology to improve guest experiences. It means that if these challenges are addressed and managed proactively, Novotel can effectively use technology to enhance performance, as well as increase guest satisfaction (Henriksen et al., 2021).

[bookmark: _Toc181062122]5.3 Novotel’s Current Technological Integration
Novotel has made technological solutions as a focus in many aspects of the organisation while the ultimate goal is more on the guest satisfaction and optimisation of operations. It is worth mentioning that there is the mobile check-in option which saves guests time on occupying long lines at reception when they arrive (Nikolskaya et al., 2017). This service is most suitable for use in urban areas where people doing business activities lack time they need more time to attend to their business. Through allowing guests to check in through their smartphones before physically getting to the Novotel, there is less waiting time during arrival at the hotel. Surveys completed by guests suggest that this service is highly appreciated and coveys well the overall impression guests have of our hotel. This means that perceived usefulness and ease of use in Technology Acceptance Model are effectively being met by Novotel since guests are more receptive to technology if it is easier to use and provides increased convenience (Tu et al., 2024).
Apart from the ability to do mobile check-in, through the mobile application, guests are able to access Novotel’s digital concierge services efficiently. This application is one of the improvements in the guest experience that enable users to access services including the room service, spa, and restaurant bookings through their gadgets. In addition, the viewers may find all the necessary information about any attraction or event to take place in the given area and plan their stay according to it (Brochado et al., 2016). The convenience derived from the mobile app also enhances guests’ satisfaction while also making it easier to deploy a personalised service delivery method. For example, the app can store status related to guests so that employing members can reference the data during the stay and get insights regarding the guests’ preferences (Rani. and Supinit, 2015). The use of these technological tools will experience a positive correlation with Service Quality Theory because it improves the delivery of services and satisfaction of consumers. This on-going investment in technology ensures that Novotel is embraced as an innovative brand that is focused on guests’ needs, hence encouraging the development of business and creating a positive reputation (Munawar, 2017).

[bookmark: _Toc181062123]5.4 Areas for Development and Improvement
Despite Novotel's advancements in technology, there are several areas for further development that could enhance its operational efficiency and guest satisfaction.

[bookmark: _Toc181062124]5.4.1 Enhancing Staff Training
As the presence of technology is mandatory for contemporary hotels, weak points of such information technologies’ application directly depend on human resources. For Novotel to fully exploit the technological advancements achieved, there is need to incorporate a competent training system (Chaghari et al., 2017). These programs should not only teach the staff about the program developed, as well as its integration to the technology; but the potential impact the technology has to customer experiences. It is for this reason that refresher courses, training through practical sessions or workshop, practical trainings among others can be useful in improving comfort level among the employees in using the technological resources. For example, staff has to be able to be familiar with and quickly adapt to changes in technology such as, operative mobile check-in and digital concierge services, so they can be useful to guests (Landers and Armstrong, 2017). In addition, prospecting training by creating different scenarios through which they can try using such technologies can enhance employees’ confidence and competency. Staff training will thus improve hence the quality of services being provided which in return will increase guest satisfaction hence guest’s loyalty.

[bookmark: _Toc181062125]5.4.2 Leveraging Data Analytics
While Novotel regularly employs some form of data analytics to tailor its guests’ experiences, there is still a lot of room for improvement. Shifting focus from the conventional methodologies to more efficient and sophisticated big data analysis for better understanding of guest’s requirements and trends (Rehman et al., 2022). For example, the trend in bookings could be used in portraying the right marketing techniques, which the hotel can use in targeting the right customer base. This could mean providing customised messages with incentives for a previous visit, ensuring generated traffic comes back. In addition, it was suggested that predictive analytics could be used to predict the busiest booking time and therefore make improved decisions in terms of resource and staffing capacity (Chen, 2024). Through staff management and inventory control, Novotel would be able to increase capacity utilisation and prevent wastage of resources hence saving costs while at the same time enhancing customer satisfaction.

[image: ]
Source: (Chen, 2024)

[bookmark: _Toc181062126]5.4.3 Strengthening Cybersecurity Measures
While Novotel becomes more dependent on digital solutions, the problems of cybersecurity become even more critical. The hospitality industry has experienced an increase in potential cyber risks that pose a risk to guest data as well as the hotel’s image. However, Novotel has to work on protection from hackers and integrate the necessary software with the appropriate updates frequently (Luk, 2019). One of the ways is to buy the best security technologies like encryption and intrusions detection system technologies in order to safeguard the information. Furthermore, providing the staff with guidelines and recommendations for preventing cybersecurity threats will develop a new culture which will help employees identify threats. It then helps to also train the guests on safety measures they should employ for instance on passwords and how to identify fake emails /phishing attempts (Kshetri, 2017). Information security management enables Novotel to improve customers’ confidence and subsequently safeguard the company’s image.

[bookmark: _Toc181062127]5.4.4 Expanding Sustainability Initiatives
There is a growing emphasis on aspects of sustainability to gain importance as decision-making factors for consumers when selecting accommodations. Nevertheless, there is evidence that Novotel has expanded its attempts to use more environmentally responsible approaches and extending the use of technology in the process can help improve the company’s sustainability (Lam et al., 2020). General replacement of old industries by modern energy control systems can help regulate energy usage and cut down on unnecessary expenses in the hotel. These systems can also detect the actual energy usage in real time, or change the setting according to the number of people present. Also, Novotel should use its applications for reaching guests on the topics that can lead to sustainable practices in the hotel like reusing towels or saving energy. If Novotel promotes its green programmes properly, it will be fortifying its brand equity along with capturing the clients who consider environment very-important (Fisch, 2018).

[bookmark: _Toc181062128]5.4.5 Increasing Guest Engagement Through Technology
While Novotel's mobile app offers a range of features, there is an opportunity to further enhance guest engagement through technology. Other possibilities include increasing the engagement with the app by inviting guests to participate in the virtual tour of the hotel or making the customers actively search for a particular bonus in the framework of the loyalty program (Agnihotri, 2020). For instance, a reward system involving badges and points for activities completed through app check-in and hotel involvement will go a long way in encouraging guests and feeding the enthusiasm of the brand. Further, as guests navigate the mobile app there is a possibility of integrating chatbots that are available to give real-time support and respond to the most common queries. These chatbots can be available at all times so guests get prompt answers to their relevant questions as they may be looking for a restaurant or just ordering food from the room (Venkatesan, 2017). Besides, it also improves convenience, which, together with a focus on achieving high results, proves that Novotel is ready to offer guests only the best.


6. [bookmark: _Toc181062129]Conclusions and Recommendations
[bookmark: _Toc181062130]6.1 Summary of Key Findings
The mobile check-in and digital concierge services by Novotel are good examples of how the company is using technology for better guest experiences. The positive feedbacks gathered from the guests suggest that the establishment has a high TAM compliance, as perceived usefulness and ease of use are key components of guest satisfaction. Due to reduction in the duration that clients have to wait and enhancing their convenient through mobile applications, Novotel is strategically placed among the clients. Technological embracement also leads to increased efficiency in the operation while also improving the quality of guest experiences. This has an advantage of freeing the staff enormously and make it easy for them to provide particular services thus improving the total quality of service. Research shows that the utilisation of technology in the management of the hotels’ operations can efficiently and effectively be enhanced, a feature evident in Novotel. However, the report stresses that staff training cannot be made one and done to ensure that the full potential of these tools is realised.
Integration of data analysis is also presented in details regarding initiatives to improve the communication strategies and delivery of services that meet the needs of guests. Although Novotel today employs at least some degree of data analysis, it is possible to experiment with a significantly higher level. To increase their data analytics, Novotel can utilise distinctive forms of advertising and forecast what customers would need, the hotel needs which will increase customer satisfaction. As Novotel diversifies its digital services, the report raises the issue of growing threats in the context of cybersecurity. Since the case of cyber threats in the hospitality industry is becoming more widespread, it is critical for Novotel to become compliant when it comes to guest information privacy. The use of proper Cybersecurity measures and raising awareness of the security measures among the staff and guests can help in boosting the trust of the customers and will not harm the reputation of the hotel business. Environmental conservation is among the aspects that have gained more importance with the current generation tourists. The report explains what Novotel is currently doing in this aspect together with some recommendations of how it can enhance its use of technology in sustainability. Through integration and adoption of smart energy management systems and ensuring green culture is adopted by using a mobile application, Novotel can further enforce its green policy thus satisfying the green consumer market.

[bookmark: _Toc181062131]6.2 Recommendations for Improvement
· Invest in Comprehensive Staff Training: Novotel should endeavor to develop intensive and effective training courses to fully capitalise on the opportunities provided by the technological advancements. Such programs must not only train the employees about those technologies in use, but also about the value they bring to guests (Koc, 2019). Organising periodic workshops and providing employees with scenario-based trainings regarding the usage of these tools may contribute to beefing up the quality of services and customer satisfaction rates.
· Leverage Advanced Data Analytics: Currently, it is suggested Novotel to improve data analytics utilisation for the purpose of better understanding of the clients and their preferences. Using the existing data of booking history and communication with the guests, Novotel will be able to develop relevant offers that will be interesting to some particular groups of customers (Radojevic et al., 2015). In addition, carrying out expenditure in predictive analytics will enable organisations to forecast high demand durations, hence the right decisions concerning staff reserves.
· Strengthen Cybersecurity Protocols: With the current world trends seeking solutions in digital platforms, Novotel should enhance on its security measures against cyber threats (Denizci Guillet and Mohammed, 2015). Some of these may involve acquiring superior security equipment, frequent system upgrade or, training employees on secure computational practices. Relaying information to the guests can also improve toasts and safe practices and also preserve sensitive information.
· Expand Sustainability Initiatives: From the gradual increase in global consumer concern for environment sustainability, Novotel should advance the use of technology to meet growing consumer expectations for such practices. A smart energy management that can be put in place can help conserve energy within the hotel and bring down the operational expenses (Shamim et al., 2017). Also, incorporating sustainability campaigns through to the mobile application can enable guests to be actively involved in sustainability practice.
· Enhance Guest Engagement through Technology: Currently, Novotel has significant opportunities to expand guests’ engagement through the mobile application. Including features like virtual tours, guest-specific suggestions and incentives, and loyalty programs with elements of game can make guests spend more time in the app (Mmutle and Shonhe,  2017). Further, the use of chatbots for providing real-time assistance can be beneficial for guests by offering them prompt and efficient help which in turn will help in giving a better experience.


7. [bookmark: _Toc181062132]Reflective Account
Achieving my placement at Novotel enabled me to acquire professional knowledge of the interrelationships of the hotel industry especially with reference to a process of integrating technology in to guest services as well as operations in the hotel. This phase of obligation to observe and participate enabled to learn how an iconic hotel brand seamlessly incorporates emerging technologies in its operations (Fonagy et al., 2016). It made me think critically about what these developments mean in the context of accommodations and tourism.
Another observation that would always catch attention about Novotel was that there are very effective and efficient mobile check-in services (Braun and Clarke, 2019). Once I experienced it, I was observing the guests checking-in, during the highest times, and seeing the excitement/relief of the guests for not having to stand in the long lines again. It highlighted the compatability of accepting technology tools and the satisfaction of the guests (Lyons et al., 2021). Self-efficacy, as defined by the Technology Acceptance Model enhanced my knowledge about the impact of perceived ease of use on the guests’ experiences of technologies. When guests are able to go through check-in process smoothly then the feel and touch of the whole experience increases, the level of satisfaction and guest’s loyalty increases as well.
Technological integration was however felt throughout my study by interacting with the staff members (Schön, 2017). This is where I saw the front-office staff integrating technology that helps them manage some of the functions that used to take time from providing customer care. However, this experience also highlighted a key challenge: the need for stakeholders to continue providing for training and support needs of their staff in the use of these tools. I observed that technology was friendly to the users but staff members complained of fear of system breakdown or hitches which might occur. This concern raised me with the understanding that while it is advisable to spend on technology then it is also pertinent to spend on elaborate employee-training programs to ensure they adapt to these changes willingly.
The second important avenue, at which community beneficial skills were beneficial, was observing Novotel’s stance toward data analysis (Antwi and Hamza, 2015). I was able to listen in on some of the management meetings where it was proposed to apply data to improve the guests’ experience. I realised that data analytics is not only a value-added technology tool to improve operations; it is foundational to specific guest engagement strategies. For instance, Novotel can use booking data as a way to marketing segmentation where the hotel can market itself and come up with other promotional strategies (Farrell, 2015). This use of data as a strategy fits the current consumer trends where people expect services to be customised and delivered in a way that meets their needs. Reflecting on this, I recognised that hotels need to evolve alongside their guests’ changing preferences, making data analytics an essential component of any modern hospitality strategy.
Novotel had many examples of successful implementation of strength and technology integration however it pointed out the possible shortcomings of the organisation especially within security. Thus, considering an increase in the incidences of cyber threats within the hospitality sector in particular, I started to have personal concerns on implications related to storage and processing of personal guest data. In my placement year, I had discussions with the professionals regarding measures in place regarding this data and observed the enterprises’ efforts in enhancing cybersecurity. This led me to reflect over the fact as to how much more essential it is for hotels in particular to develop security consciousness amongst the employed persons as well as the clients. Teaching guests what precautions they need to take is also vital in creating a secure environment as well as gaining their trust.
Furthermore, I noted how Novotel responded to sustainable concerns as I understood that being environmentally friendly is now an essential aspect of every businessman’s agenda. While Novotel has been rather successful at addressing sustainable issues, for instance, utilisation of energy-efficient technologies and minimisation of waste, I still saw a scope of additional technologization (Teubner, 2022). For instance, the opportunity of applying the deployment of mobile applications to make guests to become engaged and committed to issues concerning sustainable practices that could be taken within the hotel. Thinking about this aspect informed me that sustainability can be willingly practiced in the hotel apart from implementing practices that would keep guests informed hence making an excellent impact that is sustainable.
It also underlined the importance of ongoing works to further develop and improve an array of guest touch points by means of technology. While using the mobile application of Novotel; although I found some features to be very useful; there is a possibility to get more engaging. Observing the reality, I began to consider what possibilities new features such as introducing virtual tours or engaging game-based loyalty programs might open up and turn the visit into a more entertaining process for the guest. This reflection of the guest engagement highlighted the concept of the engagement paradigm that aimed at total guest experience and would encompass even the periods before and after the guest’s stay.
In my personal reflection, I also considered the broader implications of my observations for the hospitality industry as a whole. The implication drawn from the experience at Novotel was that technology is not simply aimed at bringing an improvement in productivity, it is used to connect the guests and their staff, to make them understand each other better. The management of technology in the context of the new hospitality model is an essential tool for hotel industries to be able to meet the demands of their clients. Considering my overall experience, I am glad to see the integration of technology and hospitality industry in real time. This placement has benefited me in a way that I comprehensively understand the operations of a hotel yet at the same time enabled me get hands on appreciation of how technology can be used to to develop great guest experience.  As for the future career progression, the main idea of the work lies in contributing to this innovative sphere by serving the hospitality brands that struggle with the tendencies of the IT development.
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