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[bookmark: _Toc168098122]Executive Summary 
To meet the changing demands of the customers, business organisations within the hospitality industry is improving the technological usage so that they can achieve the competitive advantages. However, the usages of technology are mostly seen in the hotel businesses within the hospitality industry. In this case, they use them to enhance the guest experience and differentiate their products from the customers. Here, this particular project is focused on identifying the operational efficiency through technology adoption in enhancing guest experience at Hilton Hotel Gatwick-London. In this case, this project will start with introducing the topic and then it will evaluate some of the literature on this topic so that already existing ideas can be obtained. Here, this project will undertake using case study method for analysing the use of technology in improving guest experience within the placement hotel. Therefore, the use of case study will offer the best information as it will be using observational information in the findings area. Moreover, this study will also collect information using netnography that is mainly focused on online customer review on hospitality industry. Necessary information within this project will be focused on Hilton Hotel Gatwick-London. Here, a reflective account will be provided at the end of the project so that personal experience can be highlighted.  
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[bookmark: _Toc168098123]Introduction 
The hospitality business has shifted a lot right from the beginning as the new technologies have come into the market with an aim of enhancing guests’ contentment and ease the business operations. It can be seen that warm service, independence and quality work requires to meet the needs of contemporary vacationers. That can come for various purposes, but require seamless, high-quality and fast service, which can be achieved with the help of technologies. Check-in through smart devices, controlling room amenities and services through voice commands and robots, as well as customer service interfaces augmented by AI all make guest interactions less complex and more enjoyable at many hotels (Yoo et al., 2020). At the same time, operating profits can be ensured by adopting synergies of using digital systems for data processing and inventory. These systems keep work well organised, save money, and effectively utilise resources. This paper discusses these new technologies and how the hotel industry can benefit from them, in order to enhance the guests’ experience and optimise internal processes. They are going to be able to put these into place so that they can have a competitive edge with the growing market in the hospitality industry (Bergman et al., 2022). This project will be focused on Hilton Gatwick- London for accomplishing the research objectives on guest experience of the through adopting operational efficiency. This hotel is located at South Terminal, Airport, Horley, Gatwick RH6 0LL, UK. 
[bookmark: _Toc168098124]Project Aim
This research aims at identifying the operational efficiency through technology adoption in enhancing guest experience at Hilton Hotel Gatwick-London. 
[bookmark: _Toc168098125]Project Objectives
· To identify the current technological infrastructure within Hilton Gatwick-London. 
· To find the ways present technological advances within the organisation is ensuring operational efficiency. 
· To assess the areas for development in technological advancement within Hilton Gatwick-London in improving guest satisfaction. 

[bookmark: _Toc168098126]Literature Review
[bookmark: _Toc168098127]Using technology in developing guest experience
According to literature there are numerous ways in which technology and information science can influence the way of guests experience the hospitality industry. On the same note, in their work, Şeker et al. (2023) opine that virtual concierge services and the use of technologies such as mobile check-ins as well as automated rooms have altered how guests of a hotel engage with the hotel. These technologies do not only entail easing facility operations and personalising the guest experience but would also entail making guests happier and more loyal. Research has established that through mobile check-ins waiting times are reduced and the idea of reaching a hotel is more enhanced. It has been stated by Afwa & Mardianto (2022) that smart room controls allow guests to control their environment in the room; thus, they will be happy because they have made adjustments to the environment themselves. Also, through butler services that powered by Artificial Intelligence, users’ questions will be answered immediately, and it will be very close and personalized to each customer which will make their stay unproblematic and remarkable. 
[bookmark: _Toc168098128]Guest perception on technology adaptation
Guest perception of technology in hotels is greatly determined by the efficiency of the technology although the two are not always related. In Waspiah et al. (2022) study, the authors observed that guests appreciate new technologies that enhance their experience during the stay. It also leaves the hotels in a position of determining where they should maintain a balance between technological advance and warmth of the service, lest the guests feel they are dealing with machines. The study reveals that even though applications such as the digital booth, mobile check-in are liked, the warmth and friendliness of the staff remain crucial in influencing the guest’s experience. The survey also reveals that guests are willing to revisit those bespoke hotels that can provide technological infrastructure as well as pertinent customer care services. It also illustrates that technology and the people require to function optimally in harmony. Fuchs et al. (2021) stated that business organisations must not only depend on the technological advancement, rather they should focus on the individual skill development so that they can use the technology well to improve guest satisfaction. 
[bookmark: _Toc168098129]Offering personalised servicing using technology
Personalisation through the application of technology is a concept that has gained immense popularity in the hospitality business. Since it is possible to offer guests individualised experiences, business organisations can be more effective in using technological supports for their service development. According to Rodiyah et al. (2022), advanced technologies such as CRM can properly identify the customer’s needs and wants as most guests do not ask for certain services rather, they hope that those services will be delivered to them anyway. These technologies also obtain information from various zones of interaction. This enables hotels to tailor service delivery such as setting up of rooms and offering recommendations depending on situation and circumstance. In the light of the research, it is evident that guests have great appreciation and enjoyment of receiving customised experiences, which in turn makes them happy and loyal clients. It has been stated by O'Connor (2021) that the use of such technologies can also enhance operational efficiency by reducing the modality of service delivery and minimising the number of tasks that have to be repeated. Besides making the guests’ stay a more pleasant experience, integrating the technologies adds value to hotel services and allows for a competitive edge in customer service provision as needs are continually dynamic. 
[bookmark: _Toc168098130]Current and future trends of technology usage within the hospitality sector
It is quite expected to witness more improvement by the technological aspect in the hospitality business of the future to facilitate a better accomplishment of the flow of the business and better convenience of the guest. For instance, Sultana & Turkina (2020) on their study have identified how business is likely to be affected through robotics, artificial intelligence, and the Internet of Things. While AI might lack the ability to read minds of individuals, it can analyse massive amounts of data and suggest what guests will want. Smart devices can combine with IoT to control overall organisational systems, providing guests with more customisation than ever before. Nevertheless, robotics for instance, is able to complete monotonous tasks which frees up people’s time to provide better customer service. It has been stated by Essawy (2022) that these technologies not only help make things work better but also provide the guest with moments that will indeed be unforgettable which can be very key in helping hotels to most especially compete in the market. 
[bookmark: _Toc168098131]Using technology in improving hotel operation
Technology in proper utilisation in hotels enhances efficiency and reduces costs by a very huge percentage. According to Zafiropoulos & Vrana (2020), decisions made on inventory management and planning of maintenance are also automate minimising error and work time. For instance, the use of monitoring technology in material inventory allows them to monitor goods in real-time and enable the order quantities that are currently available to reduce costs by minimising on excess inventory. It has been stated by Al-Ghossein et al. (2022) that predictive maintenance systems, in turn, try to find out by mining data when equipment is likely to fail. This helps prevent mishaps from occurring in the first place and reduces the amount of maintenance required. By having all data in one place and since multiple teams can communicate with each other, the cloud-based property management systems (PMS) also help enhance operational efficiency. This integration optimises the sources employed and contributes in enhancing the compliance of service delivery. In this case, business organisations must be careful in combining the best usage of different applications so that guest information can be used for improving the service. 


[bookmark: _Toc168098132]Research Methods
[bookmark: _Toc168098133]Case Study
Here, the case study method will be applied to find the resource outcomes. The case study method is narrowing an organisation or an event down to specific details and examining it as such in its significance context. The Hilton Hotel Gatwick-London has been selected for the purpose of this study because it presents an example of how business can employ technology to provide the needs and demands of the guests and at the same time streamline processes. This method makes it possible to look closely at real life and how tools and interventions work (Ivanov et al., 2020). The case study allows individuals, all the necessary information regarding the adoption and utilisation of some technologies in the hotel. It might mean exploring the possibility of touching on some aspects like the mobile check-ins and smart room control solutions, or even options for customer services with the help of artificial intelligence. It has practical implications for the many other hotels that are planning to make similar changes in technology. The insights are very useful because it can present the case with the best practice, which makes it positive and identify the worst things that may occur (Rodiyah et al., 2022). A case study is sort of a practical approach that enables one to witness a visual display of how even the most minute aspect of a hotel operates, the kind of interaction the employees have with the clients and how the whole affair is structured. Having a big-picture approach is crucial for understanding how technology influences the various sectors of the hotel industry. In case, the study may use more than one approach to gather information about a specific case for example interviews, observation and documentation (Murphy, 2022). This serves a lot of useful benefits to the researchers, acquiring a lot of unique data that allow for very concrete conclusions and an overall deeper perception of the situation. 
[bookmark: _Toc168098134]Netnography and Reflective Account
This study will also focus on netnography for collecting customer reviews and reflection writing for showing personal opinion. Here, netnography looks at online reviews and conversations to find out how hotel guests feel about technology and how they have used it. This approach is especially effective in terms of obtaining real feedback from users with regards to numerous Web sites. On the other hand, reflective writing is another dimension where individuals are asked to look at the study process in a critical manner. This particular method can offer best information when an individual reports on a placement project because that individual can have a close look on the hotel and write about it in his or her own words (Han Ping & Li Xiaojie, 2020). Therefore, using netnography and reflection writing can offer a good overview of technology usage within Hilton Hotel Gatwick-London. 


[bookmark: _Toc168098135]Case Study Discussion 
[bookmark: _Toc168098136]Overview of Hilton Hotel Gatwick-London 
Hilton Hotel Gatwick-London is one of the renowned hotels within the nation and this hotel is situated near to Gatwick Airport. It has over 800 standard, luxury, business class guestrooms and it is highly rated for its excellent staff and utility facilities for the tourists. It caters for business travellers as well as tourists who visit different parts of the world for different purposes (Şeker et al., 2023). This is expected that the hotel has high year-round grossing to contribute to the income of the Hilton Worldwide Holdings Inc which was around £3.39 billion in 2022. 
[image: ]
[bookmark: _Toc168098153]Figure 1: Location of Hilton Hotel Gatwick-London
Source: (Hilton.com, 2023)
Hilton Hotel Gatwick employs over 400 dedicated employees and staff to ensure that the expects quality services and organised hotel facilities from the hotel. The employees have always been experienced at the hotel as they aim to ensure that their clients are satisfactorily served. Hilton Worldwide is one of the largest companies catering to the hospitality needs of its clients and at present, it has hotels in more than 119 countries and is managing well over 6,500 hotels. In the UK, the hotel named Hilton is very famous and one of them is Hilton Hotel Gatwick-London (Zhang & Jensen, 2023). It is crucial for any foreign traveller because it contributes towards international identity and functionality. Huge dining options, removable conference and functions hall, and a great fitness centre makes the hotel suitable for a greater number of customers.
[bookmark: _Toc168098137]Different services provided by Hilton Hotel Gatwick-London 
Hilton Hotel Gatwick-London provides different services to the customers for improving customer satisfaction. Here, it has over 800 spacious, clean, and well-layout and well-furnished guest rooms and suites equipped with the latest technologies, including flat-screen televisions, comfortable mattresses and high-speed Wi-Fi. The spacious rooms have such design solutions that are comfortable and functional for guests, regardless of whether they plan to stay in the hotel for a few days or for a long time (Becken et al., 2022). The Hilton Hotel Gatwick provides a variety of restaurants so the guests have a chance to choose what they want. The main restaurant offers people international cuisines making it possible for people to enjoy high-quality meals which are desired by the guests. For meals, there is the coffee-point where many kinds of snacks are served and also there is a bar where one can take a bottle of beer or any other drink of his/ her choice and some snacks after a tiresome day. 
Conferences and meetings are some of the important social activities attracted by the hotel. Most of the visitors who come for business activities do so as to conduct their meetings and other conferences at the hotel. The large conference centre of Hilton Hotel Gatwick can comfortably seat 450 participants and several breakout facilities equipped with all necessary tools. The facility comprises of print services, web access by broadband, and secretarial services to ensure business travellers do not lack anything while conducting their business (Yamato & Vasigh, 2023). There is a fitness centre in the hotel as this ensures that people with a fitness regime do not struggle to exercise by doing so in their facility. Primary healthcare masseurs are also available alongside tranquil messages amidst the hustle of transportation services. The services that are provided include a front desk that operates at all times during the day, a personal service, laundry/dry cleaning, and a room service. In addition, this hotel provides airport bus services thus, making it convenient for guests who may be traveling to Gatwick airport (Chang & Liu, 2020). For the guests with children there are bases – cribs, high chairs, and children’s menus are available in the kitchen.
[bookmark: _Toc168098138]SWOT analysis of Hilton Hotel Gatwick-London
Here is the micro factor analysis of Hilton Hotel Gatwich-London-
[bookmark: _Toc168098171]Table 1: SWOT Analysis of Hilton Hotel Gatwich-London
	Strengths
	Weaknesses

	One of its strengths is that it occupies a strategic position as a pioneer of the tourism industry in the region. The hotel is uniquely situated to be nearer Gatwick Airport where tourists flock to in their large numbers. It also proves suitable for tourists who need a place to stay for one or several days, as well as those who would like to spend several weeks or even months in the city. It can be attributed to the fact that this hotel falls squarely under the Hilton Hotels & Resorts brand and people are more likely to patronise such brands due to their loyalty (EVANS, 2023). This hotel has provided recreational facilities like a fitness centre, various choices of food service facilities, ample spaces for meetings and brings forth a package of room varieties to suit all its customers. 
	The expenses are high, especially when the hotel offers many services because everything associated with a full-service may charge the hotel a lot. Here, the price of input products has significantly increased (Türkmendağ & Türkmendağ, 2022).  The change in flight price can significantly fluctuate the market for Hilton Hotel Gatwick-London as the hotel is highly depended on its location preference. Some distinct features are that interrupted flying operations such as strikes and weather may significantly impact occupancy rates. There are sections in the hotel that may probably require frequent renovations to meet up to the latest trends (DEMİR & BAHAR, 2021). This may lead to its shutting down and this results to more expenditure incurred.

	Opportunities
	Threats

	Technologies that may remain unseen to the attendees include AI for customer interactions, smart controls of rooms, and mobile sign-in features that may enhance guests’ experiences and ease the daily functioning of the setting can be introduced within Hilton Hotel Gatwick-London. Expansion of services to other segments such as the business travellers and long stay guest will help to distribute the customers and in turn distribute the business as much as it can be from relying mostly on the airport, short-term visitors (Peterlin, 2020). Eco-friendly approach can attract more guests interested in the preservation of nature and this factor can help to enhance the image of the hotel. 
	During a recession, people move around and perhaps stay in hotels that require less expenditure, which can impact on the hotel’s income and even the number of people occupying the hotel (Robertson, 2022). Locating themselves in the vicinity of Gatwick Airport means that there are a numerous number of restaurants to compete with, as a result they constantly have to strive to out-compete our competitors (Mohammed Hassan et al., 2021). National and global epidemics besides other diseases can deter the population’s travel and advance rigidity in rules and regulation affecting the operations of hotels and their reception of guests. 


[bookmark: _Toc168098139]PEST analysis of Hilton Hotel Gatwick-London
Here is the external factor analysis of Hilton Hotel Gatwick-London-
[bookmark: _Toc168098172]Table 2: PEST Analysis of Hilton Hotel Gatwich-London
	Factors
	Analysis

	Political factors
	The influence of policy is a key factor that can change the performance of the hotel sector. For instance, Brexit led to reforms in the law that govern the movement and arrival of individuals in the UK. All these are issues that the Hilton Hotel Gatwick-London faces particularly when staffs and attracting guests from the EU (Oral & Whitfield, 2021). Other requirements that have arisen due to the pandemic from the government level, such as protocols, have pointed out the necessity of upgrading existing hygiene standards and adjusting the workings of the business. 

	Economic factors
	The state of the economy has a direct effect on how well a hotel does its operation. The current downturn in the economy resulting from the Covid-19 pandemic meant that fewer people were on the move, therefore, a corresponding decrease in bookings can be seen. This case shows that the Hilton Hotel Gatwick-London has needed to reduce costs and at the same time exclude the reduce the degree of satisfaction of the consumers (Guillet, 2023). Again, different factors such as fluctuating exchange rates also impacts on how more or less the foreigners can spend as well as the exerted pressure on the hotel expenses account.

	Social factors
	Social trends play an important role in determining what the guests expect and how they behave. A clearly rising number of tourists has niched the request for sustainable and eco-friendly activities. Hilton Hotel Gatwick-London can capitalise on this by reducing the use of plastics and increasing its efficiency in energy consumption. Since the business travellers visit to hotels for meeting purposes, most of the hotels are trying to offer business friendly accommodations (Jeong & Crompton, 2021). In this case, Hilton Hotel Gatwick-London can adopt this market. 

	Technological factors 
	Technology advancement requires that individuals are in lieu with the changes. Essential technology that the Hilton Hotel Gatwick-London applies is aimed at enhancing the value of customers as well as enhancing operational efficiency. Hypothesised functionalities like mobile check-ins and digital room keys make it easier for guests (Harington, 2022). Moreover, obtaining AI assist in delivering individual guest interaction and efficient resource management attract the customers in the recent days. Some of the benefits of these tools may include tasks efficiently, reduced costs and improved guest experience.


[bookmark: _Toc168098140]Analysing the market competition for Hilton Hotel Gatwick-London 
Sofitel London Gatwick Airport is a strong competitor because it indeed is located close to the North Terminal of Gatwick airport. Measuring 518 rooms and apartments, and an array of well-equipped restaurant services and an exercise centre, the hotel is designed to provide luxurious accommodation. Business travellers prefer it due to the meeting and conference facilities (Yamato & Vasigh, 2023). Sofitel is a famous trademark which has many steady customers because of its orientation on the service of luxurious and elegant services and because of its satisfactory treatment. Another major competitor of this hotel is Premier Inn London Gatwick Airport that offers low-cost accommodation to travellers without compromising on a pleasant stay (Kong & Ng, 2022). It is situated close to a couple of terminals, North Terminal and the South Terminal and provide bus facilities for the clients. Here at Premier Inn, individuals will have access to free Wi-Fi and on-site dining facilities that is appropriate for families. It particularly attracts families and lone travellers who are usually in search of a good bargain (Hall & Rath, 2023). Through this strategy, it has amassed significant customer acquisition by prioritising convenience and relatively affordable commodities. 



[bookmark: _Toc168098141]Providing Netnography Analysis 
From this review it can be said that Hilton Hotel Gatwick-London is one of the best choices for night stay before flights. This particular customer review in the present month shows the up-to-date service delivery by this organisation which is reflected through customer review. 
[image: ]
[bookmark: _Toc168098154]Figure 2: Individual customer review
Source: (Booking.com, 2023)
This positive review can significantly contribute in obtaining customer attention and improving the market reputation for this hotel. This individual review reflect that the organisation is serious enough to deliver services for clients who come for short period. 
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[bookmark: _Toc168098155]Figure 3: Group customer review
Source: (Tripadvisor.com, 2023)
From the group customer review, it can be summarised that most of the customers are highly satisfied and offered excellent rating to Hilton Hotel Gatwick-London. This online review suggests that the organisation is highly focused on customer service delivery and therefore, most of the customers have shared positive review. However, this hotel needs to work on the negative reviews too so that these customers can change their review and make themselves satisfied with the services delivered by Hilton Hotel Gatwick-London. 


[bookmark: _Toc168098142][bookmark: _Hlk168094116]Theme Exploration 
[bookmark: _Toc168098143]Current technology usage within Hotel Gatwick-London
Technology for improving guest experience 
Mobile check-in and digital services are some of the most important offerings in the Hilton Hotel Gatwick-London along with the digital keys. Using all of these, guests do not have to go through the formalities of checking in, a process that reduces time and entry much easier. The Hilton Honors app can be used to check in through the phone and select the room preference along with unlocking the doors (Foster, 2020). Besides, this technology actually adds convenience, and at the same time aligns with the preferences of the contemporary travellers who enjoys to be self-sufficient. It has more related functions such as ordering room service, seeking for help or information at a personal level, and getting information about the hotel. This particular application also offers the opportunity to directly communicate with the staff of the hotels.  
In-room technology is another major usage of technology within the hotel. There are different technologies in the hotel which allows clients to control different aspects of the room (Radojevic et al., 2023). Smart rooms are fitted with lighting control systems and one can customise his or her room temperature and lighting through a touch control panel in the rooms or through the Hilton Honors Application. Therefore, the comfort of guests is enhanced. They can have internet access with fast connection which enables them to browse through the internet (Baker, 2021). These technologies in the rooms satisfy the demand for differentiation and convenience that the guests expect nowadays, thereby guaranteeing high levels of happiness. In some rooms, there is even a voice activated assistance in place to make things smoother. The idea most prominently lies in how guests can interact with their surroundings through speaking, alter settings, seek information and manage their stay. 
Technology for improving service operation
Advanced inventory management application can be seen within this hotel. Some of the measures that the Hilton Hotel Gatwick-London has employed notably concerns the utilisation of automated inventory management systems that use the advance technology in monitoring the supplies in real time (Saputra, 2023). This ensures that there is always sufficient stocking of the supplies to prevent the worst-case situations. These systems assist in records and reducing mistakes that may be made when it is done by hand. There is a way in which certain items should be restocked and with the system they can ensure that they do not run out but also do not order too many. They also have beginning to incorporate predictor repair technologies so that functions can be improved and breakdown time is minimised. These systems can help monitor the status of equipment and predict at what point it would most likely develop a fault. This is a regime that assists in protection of the assets within the hotel, reduction of repair expenses, and an added advantage of durability of those items (ARSHAD KHAN, 2021). When it comes to the hotel building, this organisation ensures that proper planning for maintenance in such a way has been taken that the hotels will schedule repairs during their low seasons so as not to inconvenience their clients. 
Data analytics can be seen within the hotel for developing the customer experience. The reality is that data mining is very important for the working process of the hotel. Data is used by Hilton Hotel Gatwick-London for learning more about their guests’ preferences, searching for the most suitable prices and fulfilling a need for higher quality service. Hotel can identify patterns, understand what customers may want and offer them services or products that will benefit both the customers and the business. This is done through bookings, in-room dining and guest satisfaction surveys (Singh, 2020). For example, the analysis of buying habits of clients can let a hotel know when some particular services are in high demand, which will provide an opportunity for the hotel to distribute resources effectively. It can also demonstrate which features or services have been more widely used to guide the hotel in how they should invest in the future. 
[bookmark: _Toc168098144]The ways current technology adaptation within Hilton Hotel Gatwick - London is improving guest experience and operational efficiency
Among different reasons for which different technologies that the hotel is using, offering personalised services is one of the major ones. This hotel in Gatwick-London, incorporated the function of AI and data analytics to cater its individual attention and needs to their customers. The hotel can guarantee that each guest’s requirements are fulfilled in a specific manner based on the data analysis of interactions, preferences, and comments given (Algarni et al., 2022). For instance, the hotel can recommend their preferred colour setting, their recommended food items, or using the native words of the guests to welcome them. This hotel maintains that virtual assistants such as AI chatbots and make it easy for guests to seek clarification because they respond in real-time and directly. Ensuring smart room control is another reason of using technology within the hotel. The Hilton Hotel Gatwick-London has ensured that its rooms are fitted with diverse smart technologies that can enable guests’ control various aspects of their environment (Treurnicht, 2021). Smart lighting, and entertainment systems can be controlled through the dedicated control panel at the centre or through the Hilton Honors app. Even in case with speech-activated assistants, which make things even easier for guests, they are able to control all the features in their rooms, order services, and get information by just speaking. These advance services offer fully customised, high-tech travel experience and smart room controls for the guests. 
Offering optimised housekeeping service is well-liked by the guests who come to take short-term or long-term services (Abror et al., 2021). The business at the Hilton Hotel Gatwick-London employs technology in cleaning to ensure high cleanliness levels in the hotel and efficient operations. Some of the ways in which the hotel regulates its housekeeping process include the use of housekeeping management software used in planning and supervising tasks, keeping track of rooms’ status, and checking how well the staff is performing in real-time. This increases the efficiency of room cleaning and guarantees that no room will be left undone or cleaned inadequately, much to the guests’ delight (Wu & Mursid, 2020). The modules in the rooms itself can also determine when guests have checked out, so they can start cleaning at their convenience without inconveniencing the guests. Besides streamlining operations, it enhances cleaning and hygiene for systems to function optimally. 
Improved guest feedback management is offered by this hotel through the use of technological mechanism. To obtain its feedback from the guests, the hotel has adopted high technology-oriented ways that assist the hotel in enhancing the quality of its services (Chaminade & Lundvall, 2020). The Hilton Honors and digital tablets in each of the rooms contain pre-built feedback forms and polls for use by the guests. The hotel uses analysis of data to try and detect this input in order to identify ways of making improvement (Hajra, 2020). Each time when guests leave feedback, Hilton Hotel Gatwick London can address issues and make alterations that will give guests more pleasure even before the feedback has been delivered. This means that the hotel can continue improve its services in a bid to retain customers, and at the same time achieve top results which would allow the organisation to stay ahead of the competition. 
[bookmark: _Toc168098145]Areas for development in technology infrastructure within Hilton Hotel Gatwick-London 
Integrating IoT devices: Integrating the Internet of Things (IoT) devices in the Hilton Hotel Gatwick-London will mean that guests will facilitate making the hotel more accommodating on one hand while improving its effectiveness on the other. Automated indoor temperature change, smart mirrors and automated alert systems for cleaning are some of the IoT devices that can help a guest feel more connected and relaxed (Hauser, 2022). For example, they could light up and display messages that would be of interest to the guest such as flight details, weather forecast, headlining news, etc. Nowadays people can see significant changes in climate control systems which are able to alter room temperatures on the fly depending on occupants and their preferences. It ensures that everyone is comfortable besides making adjustments on energy use (Gupta & Rout, 2023). This erases the need for an employee to physically check the availability of a room by providing automated notices on which rooms are empty and require cleaning hence increasing the working rate and notifying the guests few times. The IoT technology can also provide the hotel guests with a better and personalised experience to make them happy and also to make other operations to run smooth. 
Improving cybersecurity measures: The Hilton Hotel Gatwick-London invests on high tech security measures in order to immunise itself from various hitches. Measures can thus, be taken to increase the level of security for such information and these include, encryption of data in transit, use of multiple factors in authentication and regularly auditing the system. Another advantage is the ability to train staff on a constant basis and possibly alert them on potential risks or the best hacking practice to use (Mahamud & Othman, 2021). Not only will better protection secure the hotel’s digital structures but it will also provide the guests with a certain assurance that their credit cards and belongings are safe. In the worrying period in which hacking and cyber-attacks occur, this is essential to avoid damaging the hotel’s reputation and standing.
Implementing sustainable technology: The use of sustainability technologies can enable the hotel to reduce the impacts resulting from its operations while at the same time, attract a high flow of tourists who have embraced the conservation of the environment (Hunter et al., 2022). Using technology that are more efficient reduces the power consumption and this makes it easy to cut costs by using LED bulbs and intelligent lights controls is necessary. Minimising water usage fixtures such as touchless showers, reduced faucets flow rates offer comfortable showers while using less water. Smart meters and monitors can also enhance the consumption of electricity through tracking and monitoring (Eraqi & Abd-Alla, 2022). This can prove to be significant for the hotel by providing them with necessary information as to how energy is consumed so as to improve on this and cut expenses. Hilton Hotel Gatwick-London hence needs to incorporate environmentally friendly ways since this will allow less impact on the environment and sustainably developed system for improving the services of the organisation. 

[bookmark: _Toc168098146]Conclusion and Recommendations 
[bookmark: _Toc168098147]Conclusion 
The Hilton Hotel Gatwick-London is focusing on enhancing guest satisfaction and operational efficiency through using new technologies and therefore, these technologies play a vital role in the contemporary field of hospitality. A large number of advancements for enhancing guests’ satisfaction and work efficiencies had been introduced at the hotel in recent years, such as digital room keys, mobile check-in, connected rooms, inventory management, prediction for maintenance, and big data (Chaminade & Lundvall, 2020). These new ideas not only make things run more smoothly, but they also fit with how modern tourists want things to be. The use of AI and data analytics are also implemented at Hilton Hotel Gatwick-London to ensure that guests are happy and they keep coming back because of the kind of services that are offered to them. Smart room settings allow guests to adjust their environment by themselves; thus, there are no issues with the comfort and convenience of the environment (Patafta & Milohnić, 2023). Inventory control and predicted repair systems decrease the budgets and keep the running services efficient, providing guests with the best experience. However, there are few areas that still need further enhancement. Some ideas are better to bring smart and IoT devices into play to achieve better response and connectivity of surroundings. From this perspective, it is necessary to develop cybersecurity because guest’s personal data is often targeted by scammers and sceptical people (Shahzad & Hafeez, 2022). They always help in providing better decisions by offering more insight about of guests as well as the ways of running the business. Overall, one can affirm that the Hilton Hotel Gatwick-London is one of the leaders in the sphere of hospitality industry as it is an organisation focused on the use of new technologies. 
[bookmark: _Toc168098148]Recommendations 
The following are recommendations made based on an assessment of the Hilton Hotel Gatwick-London-
· Integrating More IoT Devices: Integrating IoT in smart homes tools such as smart mirrors, sophisticated climate control systems, and automatic housekeeping notifications throughout the house must be brought (Burgess, 2022). Thus, it can enhance reception of services, making the services provided to guests more individual and timelier. 
· Improving measures for cybersecurity: Investing more in advanced technologies to secure the information of the guests, and ensure that people are comfortable entrusting such information to the hotel’s systems. To avoid such incidents, it is necessary to ensure tough security measures have been put in place and conduct vulnerability assessment frequently (Thakur, 2022). It is also necessary to train employees on how to avoid jeopardising the business’ information. 
· Using sustainable technology: This hotel should try reducing the hotel’s effect on the environment by installing smart heating, ventilation, and air conditioning, using energy efficient lighting, and using low faucet flow rates. Smart grids and monitor also serve to enhance the management of energy utilisation, and this would provide information that may be of value to the hotel in trying to find ways and means of cutting cost as well as ensuring that the energy usage is efficient (Adeola & Ezenwafor, 2022). The goals also include paying more attention to the green tourism, which will attract the customers with particular interest in the environment through enhancing the image of the hotel. 
· Improving staff training: It is essential that hotel staff constantly learns on the application of the new technologies hence requires training. This can assist in achieving the optimal value of tool application and ensure that the employees provide excellent service to the guests. 
· Developing individualised promotion: This hotel should use data analytics in targeting the business promotions and special offers must be provided to the clients to attract the specific group of people (Stevovic, 2020). Personalised marketing can engage a guest more than conventional ways of marketing and can ensure that the number of returns is high; hence, the inflow of money is high. 


[bookmark: _Toc168098149]Reflective Account
Description: In my placement within the Hilton Hotel Gatwick-London, I observed and reflected on how things are done regarding the use of technology, with an aim of positively impacting Hilton Guests. With the advancement in technology, the hotel has ensured digital room keys, possibility for mobile check-ins, smart technologies in the rooms such as lighting controls, digital inventory control, predictive maintenance, and the metrics analysis. My purpose for the placement was to gain necessary skills regarding hospitality and tourism sector which eventually improved my skills in managing technology within the hotels. 
Feelings: I was kind of excited at first and somewhat a little apprehensive too. I got a buzz because they use new technologies at operation as a well-known hotel within the area. On the other hand, I was concerned about the challenges inherent in gaining a perspective on how effective the said tools are and, therefore, judging their efficacy. I was gradually calming down as I got to know more about the technological processes and whether they would be useful to me in a work context. It also pleased me to see the positive impact these technologies have on the guests as well as the management and operation of the facilities.
Evaluation: The changes that have occurred in the technological aspect in the Hilton Hotel Gatwick-London area were advantageous. Digital room keys and technologies ranging from mobile check-ins reduced the waiting time for guests and enhanced the check-in experience. Most of the guests appreciated how these features were self-contained and thus not requiring their direct intervention. Technological innovations in the rooms such as lights, thermostats which could be tweaked allowed the guests to make it as comfortable as they wanted to in the hotel giving it a satisfying trip. The computerised tracking and ordering system ensured there was adequate stock for the products, consequently reducing loss. Some degradation was prevented from occurring at an inconvenient time by means of predictive maintenance, which helped reduce the frequency of equipment failure. Maintaining services delivery was made easier with the help of data analytics to determining what guests required and how service delivery could be enhanced. 
Analysis: Digital room keys and check-in through mobile platforms were especially popular mainly because it is quite simple, fast and can be done without employees’ help which is quite an advantage in today’s global tourism. This technology helped to streamline the operations of the staff from the front desk so that they can spend more time and effort in trying to get to know the guests better. Giving guests the control capabilities through the smart technologies in the rooms, a lot of alterations can be made which is vital in increasing the level of happiness of the guests. Computerised handling of schedules and prediction of repair added credibility to the hotel as a business entity that was eager to manage its operations successfully. Through the use of business analysis, the hotel tracks all its assets and determine their state to get rid of damages that would require repair, and thus reduced expenditure and time taken. In this case, big data provided the hotel with information that would inform their ability to behave and provide services that appeals to what the guest may like thereby improving the guest experience. Despite the demonstrated effectiveness of the system, guest interactions indicated that the less technologically oriented had difficulty using the interfaces.
Conclusion: This paper talks about my placement project at Hilton Hotel Gatwick-London. This experience enlightened me regarding the utilisation of technology in the hotel industry. Application of these technologies in the event made both the guest experience and the ease of operation improve immensely. However, the hotel could do better in assisting those who are weak in handling with the gadgets and providing lessons. To ensure that all of the executed technological features are exploited to the maximum, it is necessary to ensure that all the guests can conveniently use them. Despite these improved technological operations, they have to be subject to continuous scrutiny and updating in order to correspond to changing guest tendencies and advancements in technology. In conclusion, my stay at Hilton Hotel Gatwick-London made me realise how critical it can be especially if some or all the guests are unable to use the technology at hand.
Action Plan: Based on what I have realised from this experience, I will ensure that I justify the use of technology in a way that considers everyone as one my future work life. Here, I will have to focus on green technology. This will assist me obtaining the attention of the customers who are highly concerned with the environment. Moreover, this will assist me reducing the cost of using technology and improving the longevity of those technological developments. I will also strive to ensure that the technology systems area subject to an ongoing evaluation of the environments, so that companies can adapt to the rapidly evolving needs of guests as well as new developments in the hospitality industry. I will also advocate for the use of data analytics in order to understand the customer needs and how best to meet add value to their stay and also to identify areas of business that are inoperative efficiently. 
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Love the service and the food!

Great service - Raji has served us a few times in the last few months and and he is brilliant! Food

is good but the real winner is the service! Great overnight before an early flight which we do
often. Stay here if you're looking for an airport hotel!
Read more v

Date of stay: May 2024
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