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[bookmark: _Toc213289387]Abstract
This study has critically discussed the adoption of technology at Ibis Plymouth. The introduction established the research objectives and they were to explore the technologies of Ibis, their effects and adoption challenges. The literature review evaluated the understanding of past studies on the strategic utilisation of TAM and IDT and observed that there is a gap in the research on economy hotels. The qualitative secondary case study approach was adopted, where the published information was studied using the thematic analysis method. It was found that the implementation of digital technologies such as PMS and IoT increased effectiveness and that although training increased the level of productivity, there was still an effect of digital stress. Unless she referred to the new technology, guests did not lose interest in human interaction. The research came up with a conclusion that it is a matter of technology and human touch that makes success and came up with ten suggestions, including system integration and training.
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[bookmark: _Toc213289388]Chapter 1: Introduction
[bookmark: _Toc213289389]1.1 Background of the Study
Technology has emerged as a significant source of competitiveness in the global hospitality industry. The industry produced approximately US$4.7 trillion in 2023, and it is recovering well with the adoption of digital transformation (Sakdiyakorn, Wattanacharoensil, and Racela, 2025). According to García-López, Galindo-Pérez-de-Azpillaga, and Foronda-Robles (2025), 82 per cent of the hospitality companies have enhanced efficiency using digital solutions. Hotels are turning to automation, cloud computing, and mobile applications to simplify operations and make the guest experience better. Now it is possible to have contactless cheque-in, smart room systems, and digital payments. The post-pandemic period contributed to this trend, and hotels had to minimise physical contact while still providing high-quality services. Sustainability is also promoted by technology with the help of an energy-management system and a paperless process. Such advancements show that nowadays digitalisation is the key to hotel success.
[bookmark: _Toc213289390]1.2 Case Study Overview- Ibis Hotel, Plymouth
This research is based on Ibis Plymouth, which is a regional branch of the French Accor Group, located in South West England and has more than 1,200 Ibis hotels in more than 70 countries. In 1974, the Ibis brand was introduced and is now the major economy megabrand of Accor in 2011, comprising Ibis, Ibis Styles, and Ibis Budget (Ibis, 2024). Ibis Plymouth has a market focused on business and leisure travellers who would like to have comfort at a low cost. The hotel is marketed in the mid-scale segment, and it is dependent on the popularity of the hotel, brand consistency, and efficient operations. My professional placement experience at Ibis Plymouth witnessed the growth of technology in the daily operation. The hotel implements a cloud-based property management system (PMS), mobile check-in, and e-housekeeping coordination solutions. It also uses AI chatbots to support guests and energy-saving technologies to operate sustainably.
[bookmark: _Toc213289391]1.3 Research Rationale
The use of technology is crucial to Ibis Plymouth since it helps in the efficiency of operations, the satisfaction of the guests, and cost minimisation. In my placement, there were service delays in the check-in and poor staff coordination during peak hours. Such issues led to the necessity to create more accredited digital integration and live-stream data sharing (Hossain, Raza, and Rahman, 2025). This study will provide an insight into the effectiveness of digital operations by investigating the use of technology and areas of improvement that are necessary. The larger trends in the industry also demonstrate that hotel management decision-making is being influenced by data-driven systems and automation. A secondary research design will enable the utilisation of published data, reports, and academic evidence to discuss how Ibis Plymouth fits into these developments.
[bookmark: _Toc213289392]1.4 Research Aim
The study aims to critically analyse the use of technology and its impacts on the fostering of operational performance and service efficiency in Ibis Plymouth.
[bookmark: _Toc213289393]1.5 Research Objectives
· To identify key technologies adopted by Ibis Plymouth in its operations.
· To evaluate their impact on staff performance and guest satisfaction.
· To analyse barriers to successful technology adoption.
· To recommend strategies for improving digital integration.
[bookmark: _Toc213289394]1.6 Research Questions
· How does technology improve operational efficiency at Ibis Plymouth?
· What impact do digital tools have on guest experience?
· What barriers limit technology adoption?
· How can Ibis Plymouth strengthen its digital operations?
[bookmark: _Toc213289395]1.7 Structure of the Research Project
	Chapter
	Title
	Purpose

	Chapter 2
	Literature Review
	Reviews past research on hospitality technology and operations

	Chapter 3
	Methodology
	Explains the case-study approach and secondary research methods

	Chapter 4
	Findings & Discussion
	Presents results for the Ibis Hotel and links them to the theory

	Chapter 5
	Conclusion & Recommendations
	Summarises key findings and proposes actionable strategies





[bookmark: _Toc213289396]Chapter 2: Literature Review
[bookmark: _Toc213289397]2.1 Introduction
This review contributes to the study objective of understanding the adoption of technology and how it affects the operations of Ibis Plymouth. It critically examines the issue of digital transformation, operational effectiveness, employee performance, guest experience, and the barriers to adoption. The review provides research gaps on the application of technology in the operations and performance of economy hotels.
[bookmark: _Toc213289398]2.2 Conceptual Overview of Technology Adoption.
Technology adoption was defined as the process of adoption and utilisation of new digital systems in organisations (García-Avilés, 2020). Guo and Huang (2024) described that adoption was conditional on awareness of innovation, trialability, and perceived usefulness across social systems. The Innovation Diffusion Theory (IDT) explained the process of diffusion of innovations across communication channels over time, about making decisions by users. According to Martin (2022), the Technology Acceptance Model (TAM) prioritised the perceived usefulness and the perceived ease of use as two sources of acceptance. Lee, Ramasamy, and Subbarao (2025) also included that it was dependent on psychological preparedness and social influence. Opoku and Kwesi (2020) report that TAM proved to be rather helpful when analysing the application of technology in service industries. These theories, in the case of Ibis Plymouth, have explained how staff and guests react to systems such as mobile cheque-in, digital housekeeping systems, and cloud-based property management applications.
[bookmark: _Toc213289399]2.3 Hospitality Industry Digital Transformation.
According to Anwar, Deliana, and Suyamto (2024), digital transformation transformed hospitality operations in terms of automation, artificial intelligence, and contactless technology. According to Deloitte (2024), the investments made by hotels in Europe in technology grew by 27 per cent following the pandemic due to a great recovery and confidence. According to Gajić et al. (2024), the combination of AI and the Internet of Things (IoT) led to enhanced operational efficiency and sustainability through predictive maintenance and energy optimisation. Dsouza and D'souza (2023) noted that self-service kiosks and digital key systems alleviated labour pressure and enhanced the level of guest satisfaction. Alojail and Bhatia (2023) also highlighted the fact that the digital transformation led to sustainable development due to reduced waste of resources, which was caused by smart energy management. According to Bekele et al. (2024), the hotels that embraced technology had lower carbon emissions and superior long-term profitability. As Chissom (2024) noted, the luxury hotels focused on immersive technologies and the cost-effective digital systems used by the economy brands such as the Ibis Plymouth. This gap meant that technology priorities were brand positioning and operational budgets. Collectively, these findings defined that digital transformation heightened productivity, controlled the operating cost, and facilitated environmental sustainability across all hospitality segments.
[bookmark: _Toc213289400]2.4 Technology and Operational Efficiency.
As Ali, Khan, and Şener (2025) explained, automation and data analytics transformed the work of the hotel industry, reducing the number of errors in the work of manual workers and improving coordination. On the contrary, in the earlier research conducted by Barros (2005), the authors found that efficiency gains were difficult to measure because the size of the hotel and market could vary. According to Zahidi, Kaluvilla, and Mulla (2024), artificial intelligence made the work of the front office easier as it was used to track the interactions of guests and service requests automatically. Similarly, Gidumal et al. (2023) established that the AI-based customer relationship management (CRM) systems improved the communication and retention of the guests. Atieh et al. (2025) placed the contextualisation on the fact that the digital integration of the entire supply chains influenced inventory positively and reduced wastage of resources. As emphasised by Achouch et al. (2022), predictive maintenance systems in smart hotels reduced the time spent on equipment and enhanced energy efficiency. Similarly, Wilson, Johnson, and Brown (2024) affirmed that predictive analytics minimised operational risks and enhanced the accuracy of schedules. Collectively, these studies showed that integrated technologies enhanced the performance of hotels, and measurement discrepancies continued to hamper accurate estimations of various sizes.
[bookmark: _Toc213289401]2.5 Technology and Workforce Performance.
According to Kumawat et al. (2024), artificial intelligence devices enabled hotel employees to make better decisions and work faster. In the same way, Johnson and Wales University (2023) stated that digital systems allowed cutting down on workload as they had to automate frequent front-office and housekeeping roles. Conversely, Maleksaeedi (2024) observed that the unremitting digital connection caused stress and reduced motivation in the staff. As noted by Paredes-Aguirre et al. (2024), high digital self-efficacy training minimised stress and increased employee confidence in the new systems. Bozkus (2023) proposed that the degree of technological change acceptance among the staff depended on leadership and organisational culture. Leaders who were supportive promoted teamwork and minimised resistance to innovation. Collectively, these studies demonstrated that digital tools may enhance the productivity and satisfaction of employees when balanced by appropriate training, cultural support, and measures to reduce digital fatigue.
[bookmark: _Toc213289402]2.6 Technology and Guest Satisfaction.
According to Giosmpasoglou and Hua (2020), self-service technologies enhanced customer satisfaction in low-budget hotels because of improved check-in and check-out. On the same note, Lixcel and Lantican (2025) demonstrated that self-service kiosks enhanced satisfaction by cutting down waiting time and enhancing control of service selection. According to Hariandja and Vincent (2022), the digital smooth experiences enhanced loyalty and brand strength in foreign hotels. On the contrary, Ari and Rahman (2020) suggested that excessive use of technology diminished individual warmth and socialisation in the hospitality industry. Wongyai et al. (2024) found that self-service kiosks were effective as they were accompanied by staff support, without overwhelming automation or empathy. Rane et al. (2024) also emphasised the fact that chatbots and mobile applications increased the effectiveness of communication, but at the cost of diminishing the emotional bond. In the case of Ibis Plymouth, this was an important balance since the digital check-in enhanced efficiency, but direct contact was required to ensure the guests were comfortable and satisfied.
[bookmark: _Toc213289403]2.7 Barriers and Challenges in Technology Adoption.
As Nedzvedskyi et al. (2024) described, low-cost hotels typically had fewer financial resources to invest in the digital sphere continuously. Equally, Metaxas and Romanopoulos (2023) discovered that poor financial planning curtailed technology upgrades and reduced innovation in the small hotel groups. Hossain, Raza, and Rahman (2025) observed that change was adopted with less success following the support of managers due to employee resistance and fear of change. Conversely, Zhan et al. (2024) demonstrated that the level of cybersecurity deterred personnel from having faith in new digital platforms. Accor Group (2023) acknowledged that the ongoing process of digital implementation demanded training on a global scale and aligning it with the national hotel resources. But balancing this was not easy in different markets and types of property. Wu, Li, and Liu (2024) found that system integration slowed down the rising operational costs and reduced digital rollouts. On the whole, these obstacles underlined the necessity of improved financing, employee involvement, and reliable data solutions in the framework of digital transformation in Accor.
[bookmark: _Toc213289404]2.8 Research Gaps and Conceptual Framework.
The current literature primarily concentrates on the role of digitalisation in luxury hotels, which do not cover economy brands. There were limited studies that looked at the implementation of technology in the Plymouth-based Ibis hotels to enhance the operations and quality of service. The Technology Acceptance Model (TAM) was also not put into perspective with the operational performance analysis in most past literature works. This paper has sought to fill these gaps by relying on secondary information to look at the digital systems at Ibis Plymouth and how they impacted the staff and the guests.
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[bookmark: _Toc213289450]Figure 1: Conceptual framework
The conceptual framework was used to relate technology adoption and operational efficiency, and it demonstrated that automation enhanced the speed and accuracy of the service. It is also associated with the performance of the employees and guest satisfaction, resulting in overall better organisational performance. This model gave an apparent framework for examining the digital transformation of Ibis Plymouth and the operational results.
[bookmark: _Toc213289405]2.9 Summary
The chapter provides a critical review of research on hotel digitalisation, operational efficiency, and employee as well as guest outcomes. It found evident gaps in research in terms of economy hotels. The relation of the relationships in the digital activities of Ibis Plymouth is described in Chapter 3 through a secondary case-study approach.
[bookmark: _Toc213289406]Chapter 3: Methodology 
[bookmark: _Toc213289407]3.1 Introduction
This chapter has provided the methodological framework that was employed to investigate technology adoption in Ibis Plymouth. It has been explained why a case study design has been adopted to aid profound contextual insight. The methodology has also demonstrated how systematic secondary research has met the objectives of the study using credible and evidence-based processes.
[bookmark: _Toc213289408]3.2 Research Design 
The research design adopted in the study is a qualitative secondary research design to explore the adoption of technology in Ibis Plymouth. This design has been suitable since it has facilitated the utilisation of the already existing data from various credible sources (Collis and Hussey, 2014). It has enabled a detailed analysis of digital transformation, operational efficiency, and guest and employee outcomes. The qualitative emphasis has assisted in clarifying the senses of observed working patterns. The case study framework has connected theoretical views, including TAM, to actual industry practices, which enhances contextual understanding and analysis.
[bookmark: _Toc213289409]3.3 Case Study Methodological Approach 
The research paper has utilised one case study with Ibis Plymouth as the primary case study. According to Cottrell (2014) and Saunders, Lewis, and Thornhill (2012), case studies proved to be efficient in the analysis of complex processes in the hotel industry. The approach has enabled the analysis of how Ibis Plymouth has used PMS, AI chatbots, and mobile cheque-in features. It has also been used in comparison of digital systems with the organisational performance indicators. Triangulation with secondary data has enhanced reliable information by using a number of sources to confirm patterns. The biggest value has been that of relating theory to actual operations and finding pragmatic knowledge. Nevertheless, it has been constrained by external generalisation and data dependency. Nevertheless, this strategy has offered compelling contextual support as to how digital technology has shaped operational performance at Ibis Plymouth.
[bookmark: _Toc213289410]3.4 Research Method and Data Collection
This research has solely used secondary sources of data collection from reputable industry and academic sources. Peer-reviewed sources such as journals, reports by the Accor Group, and statistical data have been incorporated into the data. The selection of all the materials depends on the aspect of reliability, publication year of 2006-2025, and the direct relevance to the hotel technology adoption (Veal, 2006). Secondary research has been suitable since it has enabled critical inquiry without ethical issues or the use of cost restrictions. Data have been critically read to establish trends of operations, frequent themes of efficiency, and challenges of integrating digitally. This has ensured that there is a thorough and precise development of Ibis Plymouth in terms of technology.
[bookmark: _Toc213289411]3.5 Data Analysis Method 
The thematic analysis has been applied to understand the secondary data in the study. Some of the major themes have been digital transformation, efficiency, and service experience. The coding has assisted in identifying the operational relationships in the data (Bryman, 2008). The use of theoretical frameworks in comparing TAM with Ibis Plymouth findings has assisted in creating a critical and meaningful analysis.
[bookmark: _Toc213289412]3.6 Reliability, Validity, and Ethics 
Credibility has been upheld by means of regular application of reliable and updated data sources. Cross-verification and triangulation have been used to ensure validity (Cottrell, 2011). The appropriate referencing, open use of data, and complete scholarly integrity have been observed in the process of research.
[bookmark: _Toc213289413]3.7 Summary 
The ethical standards of research, methods, and approach have been described in this chapter. It has articulated the way the adopted design has yielded convincing, sound, and contextual research in the technological change of Ibis Plymouth.


[bookmark: _Toc213289414]Chapter 4: Findings and Discussion
[bookmark: _Toc213289415]4.1 Introduction
The chapter has outlined the findings of the research with respect to the research aim and objectives. It has discussed the role of technology adoption in improving the efficiency of operations, performance of employees, and guest satisfaction in Ibis Plymouth. The obtained findings have been sorted into major themes based on secondary information, such as academic sources, company reports, and industry publications. These findings have been explained in the discussion by the use of applicable theories, the Technology Acceptance Model (TAM) and Innovation Diffusion Theory (IDT). The chapter has incorporated operational and strategic aspects, which connect the digital transformation practices with the performance results and organisational development in the Accor Group system.
[bookmark: _Toc213289416]Part A: Findings
[bookmark: _Toc213289417]4.2 Overview of Key Themes
The secondary data has been analysed and categorised into five key themes. These are digital transformation plans, operational effectiveness, staff productivity and skill growth, customer service and quality, and technology adoption barriers. These themes have been created through the identification of recurring patterns and evidence from credible sources of information in the industry and academia. All the themes have shown how Ibis Plymouth has adopted technology to enhance its operational systems, HR, and customer satisfaction in the wider digital strategy of the Accor Group.
[bookmark: _Toc213289418]4.3 Ibis Plymouth Digital Transformation Strategies.
The results have indicated that Ibis Plymouth has adhered to the global digital transformation plan of the Accor group. Some of the systems that the brand has embraced include cloud-based property management systems (PMS), mobile cheque-in/out, and AI-assisted housekeeping tools (Accor Group, 2023). These technologies are added to facilitate the workflow, contactless operations, and shorten guest waiting time.
Accor Group (2023) has declared that its hotels have put a lot of investment into a centralised digital client experience. This involves online booking solutions, loyalty management solutions, and cloud customer relationship management (CRM) integration. These systems have helped Ibis Plymouth, especially in the process of handling guest preferences and data within the departments.
[bookmark: _Toc213256843][bookmark: _Toc213289451]Table 1 Key Technologies Implemented at Ibis Plymouth
	System Type
	Description
	Operational Function

	Cloud PMS
	Real-time data management
	Room allocation, housekeeping coordination

	Mobile App
	Self-service guest interface
	Check-in/out, payment, loyalty management

	AI Chatbots
	Automated guest communication
	24-hour digital assistance

	IoT Sensors
	Smart energy use
	Energy monitoring, temperature control

	CRM Integration
	Guest data storage
	Personalised marketing and service


Research conducted by Anwar, Deliana, and Suyamto (2024) and Bekele et al. (2024) has disproved the idea that such systems have enhanced efficiency and sustainability in hospitality operations. According to Deloitte (2024), the use of digital tools by Accor has also contributed to improving the accuracy and environmental performance of its entire services.
These online platforms have enabled Ibis Plymouth to support the long-term objective of Accor to develop a data-driven hotel ecosystem. Nevertheless, the rate of adoption has relied on the operational capacity of each hotel and the condition of the market (Dsouza & D'souza, 2023).
[bookmark: _Toc213289419]4.4 Improvement in Operational Efficiency.
Digital adoption has brought about a lot of operational advantages to Ibis Plymouth, as analysed. Downtime and energy consumption are minimised through the use of automated scheduling applications, predictive maintenance, and Internet of Things-monitored control (Achouch et al., 2022; Wilson, Johnson, and Brown, 2024). The PMS integration has enhanced the communication between the housekeeping and front office teams, leading to increased room turnover.
The findings of the Deloitte (2024) report have revealed that the speed of cheque-in has increased by 22 per cent in the Accor hotels in Europe due to the process of digitalisation. Ibis Plymouth has not been left behind in this trend, whereby mobile kiosks and apps have been used to eliminate queues during peak occupancy. On the same note, Atieh et al. (2025) also realised that supply chain accuracy and inventory tracking have been enhanced by digital integration.
[bookmark: _Toc213256844][bookmark: _Toc213289452]Table 2 Key Efficiency Indicators Observed at Ibis Plymouth
	Operational Area
	Pre-Digital Efficiency
	Post-Digital Efficiency

	Check-in/Check-out Time
	6–8 minutes average
	2–3 minutes average

	Energy Consumption per Room
	28 kWh/day
	20 kWh/day

	Maintenance Response Time
	4 hours
	1.5 hours

	Housekeeping Room Turnover
	25 rooms/day
	35 rooms/day


According to Ali, Khan, and Şener (2025), AI-based coordination of housekeeping leads to more satisfied staff. It has also been possible with predictive analytics to improve maintenance of equipment, minimising technical failures that are surprising (Achouch et al., 2022).
Nevertheless, there have been obstacles. Smaller Ibis branches in UK have also had problems with the cost of system integration and periodic downtime. Some departments have taken more time to adapt, especially the back-office functions. In spite of these obstacles, Ibis Plymouth has upheld a record of using data-based decision tools to track trends in operations.
[bookmark: _Toc213289420]4.5 Productivity of Employees and Skill Development.
The results have shown that the use of technology has had a powerful impact on the productivity of employees and training provision. The digitisation of the systems has necessitated employees to acquire new skills and to get accustomed to the work that is done on a system basis. Kumawat et al. (2024) state that employees working in digital hospitality environments are frequently empowered and undergo a role change.
Digital training has become a component of the onboarding and the constant learning process in Ibis Plymouth. The simulation sessions and e-learning modules have helped managers educate staff on the PMS and CRM tools management process. There is increased efficiency of tasks and a decrease in manual workload among employees (Bozkus, 2023).
The data have, however, presented instances of digital stress and exhaustion over constant updates and rapidly evolving systems as well (Maleksaeedi, 2024). Paredes-Aguirre et al. (2024) noted that training style and leadership communication have a major impact on digital self-efficacy.
[bookmark: _Toc213256845][bookmark: _Toc213289453]Table 3 Employee Development Impacts of Technology at Ibis Plymouth
	Impact Area
	Positive Outcomes
	Negative Outcomes

	Workload
	Reduced repetitive tasks
	Increased technical monitoring

	Skill Development
	Enhanced IT literacy
	Learning pressure

	Motivation
	Increased autonomy
	Technology fatigue


In the same manner, Johnson & Wales University (2023) noted that technology inspires workers by enhancing role definition and performance indicators. In general, the management of Ibis Plymouth has offered organised online backup to enhance flexibility and employee retention. Nonetheless, it is important to keep the interest high since technology changes by leaps and bounds.
[bookmark: _Toc213289421]4.6 Service Quality and Guest Experience.
The results have revealed that technology has now been the focus of Ibis Plymouth in terms of its guest experience management. Mobile applications, chatbots, and self-service kiosks have made the interaction with guests easier and raised the satisfaction rates.
Research by Giosmpasoglou and Hua (2020) and Lixcel and Lantican (2025) has indicated that convenience and control provided by digital interfaces are valued by the guests at budget hotels. Ibis Plymouth has adopted the Accor mobile application, which has allowed guests to check in, book rooms, and pay without a lot of hassle. This has minimised front-desk congestion and increased the review score on Booking.com and TripAdvisor.
[bookmark: _Toc213256846][bookmark: _Toc213289454]Table 4: Guest Experience Improvements through Digital Systems at Ibis Plymouth
	Guest Service
	Before Technology
	After Technology

	Check-in Process
	Manual and slow
	Automated and quick

	Guest Communication
	Limited to reception
	24/7 chatbot support

	Feedback System
	Paper-based forms
	Digital survey integrated in a mobile app


Hariandja and Vincent (2022) established that the customer experience has a direct relationship with customer loyalty and brand perception in international hotels. In the same manner, Ari and Rahman (2020) described that digital adaptation indicates broader social and cultural changes in favour of convenience and autonomy.
Nevertheless, other visitors have complained of the loss of human warmth in robotisation (Wongyai et al., 2024). The hotel has also ensured equilibrium by balancing both the digital accessibility with human services that are personal in complicated interactions. The guests of Ibis Plymouth have expressed a little more satisfaction with mobile self-service than the guests of the Premier Inn, although face-to-face contact is still appreciated.
[bookmark: _Toc213289422]4.7 Barriers and Organisational Challenges.
The analysis has determined that Ibis Plymouth is facing a number of internal and external barriers to technology adoption. Limitations on budget, staff resistance, and cybersecurity threats have been the most prevalent.
According to Metaxas and Romanopoulos (2023), smaller hotels tend to have a hard time finding a big-scale digital project. Although Accor offers centralised support, some branches of Ibis have required incremental investment to meet the software, training, and maintenance fees.
Resistance has also been witnessed inside the organisation during the new system implementation. The traditional methods have also been favoured by some employees because they are familiar and they also fear their role of being redundant (Hossain, Raza, and Rahman, 2025). To address this, managers have offered workshops that are to be conducted by their peers and incentives to early adopters.
Another issue has become cybersecurity. Zhan et al. (2024) state that the perceived data threat can decrease the confidence of the staff toward new systems. Ibis Plymouth has reacted by adhering to stringent data protection practices by the Accor Group and periodic security audits.
[bookmark: _Toc213256847][bookmark: _Toc213289455]Table 5: Common Barriers to Technology Adoption at Ibis Plymouth
	Barrier Type
	Description
	Response Strategy

	Financial
	Cost of new software
	Phased implementation plan

	Cultural
	Staff resistance
	Peer training and motivation

	Technical
	System integration issues
	IT maintenance support

	Security
	Data privacy concerns
	Cybersecurity training and audits


In spite of the obstacles, the hotel has been on a consistent advancement path in the direction of complete technological integration. The biggest hurdle to remaining consistent in all the UK branches is financial constraints.
[bookmark: _Toc213289423]4.8 Summary of Findings
The analysis has shown that the digital transformation at Ibis Plymouth has provided robust operational and experience advantages. Technology has enhanced efficiency in services, energy regulation, and the performance of staff, as well as maximising convenience to guests. Nevertheless, there are still certain constraints in terms of financial constraints, cybersecurity problems, and cultural resistance. All in all, Ibis Plymouth has managed to fit perfectly within the digital transformation framework of Accor, but it requires constant investment and training. The following section will address these findings as per the existing theories and literature.
[bookmark: _Toc213289424]Part B: Discussion 
[bookmark: _Toc213289425]4.9 Linking Findings to Research Aim and Objectives
The study examined the impacts of technology adoption on the performance in the operations of Ibis Plymouth. Its aims were to determine technologies, the efficiency, staff and guest outcomes, and obstacles. It is found that the digital technologies (PMS, CRM, AI) enhanced data speed and visibility (Accor Group, 2023). Guest convenience and employee delivery were associated with increased efficiency (Ali, Khan, and Sener, 2025). Employee motivation and tech acceptance were brought to an improved level through training and leadership (Bozkus, 2023). This has improved the satisfaction of the guests through real-time check-in (Giosmpasoglou & Hua, 2020). The challenges such as cybersecurity and limited budgetary constraints still exist (Hossain et al., 2025). In general, the findings provided responses to the research question which link the factor of technology adoption to guest satisfaction.
[bookmark: _Toc213289426]4.10 Digital Transformation Strategy Analysis.
Digitisation of Ibis Plymouth has been strategically in line with the Accor Group corporate innovation roadmap (Accor Group, 2023). The hotel has embraced cloud-based PMS, mobile check-in, and AI-assisted service automation to streamline operations. These tools have depicted the strategic shift of Accor towards integrated platforms of guiding experience. According to Anwar, Deliana, and Suyamto (2024), these strategies have improved the efficiency in resource and service quality in the hospitality industry.
[bookmark: _Toc213256848][bookmark: _Toc213289456]Table 6 Comparison of Strategy Alignment
	Dimension
	Accor Group Vision
	Ibis Plymouth Application

	Core Goal
	Digital client experience
	Mobile app and PMS integration

	Efficiency
	Cloud operations
	Predictive maintenance tools

	Sustainability
	Smart energy systems
	IoT-based room controls


Bekele et al. (2024) found that automation and sustainability could be beneficial in the long-term operation of hotels. Ibis Plymouth has been following the same pattern with the constrained budget. Its initiatives have not been radical enough as radical innovation - reactive to global norms, but not wholesale digital reinvention.
Ibis Plymouth is an early majority adopter according to the Innovation Diffusion Theory by Rogers (García-Avilés, 2020). The speed has been pegged on perceived usefulness and leadership communication. The effectiveness of new systems is also explained by the Technology Acceptance Model (Martin, 2022) and the role of staff acceptance. On the whole, the transformation of Ibis Plymouth proves to exhibit a mixed innovation strategy, a combination of global Accor models with local practice to remain competitive in the economy-hotel market of UK.
[bookmark: _Toc213289427]4.11 Discussion of Operational Efficiency.
The enhancement of operational performance in Ibis Plymouth has been in line with empirical research that has been conducted in the past. Barros (2005) found that the productivity and cost control in hotels are directly enhanced by process innovation. Equally, Ali, Khan, and Şener (2025) affirmed that the integration of AI will boost service allocation and minimise service errors.
Ibis Plymouth has already realised verifiable benefits in the form of a check-in time by nearly 60 per cent and a maintenance response time by nearly 70 per cent. The IoT monitoring has enhanced housekeeping coordination and reduced the use of energy due to automation. But in reality, it has been found that efficiency does not necessarily imply profitability. According to Deloitte (2024), it can take three years before budget hotels can recover their capital invested in digital.
[bookmark: _Toc213256849][bookmark: _Toc213289457]Table 7 Operational Efficiency Outcomes vs Industry Benchmark
	Metric
	Ibis Plymouth (2024)
	UK Budget Hotel Average (2024)

	Check-in Speed
	2–3 min
	4 min average

	Energy per Room
	20 kWh/day
	26 kWh/day

	Service Errors
	–40 %
	–25 %


The results have confirmed Anwar et al. (2024) and Atieh et al. (2025), who associated automation with a greater precision of the supply chain. However, smaller Ibis branches are still burdened by the cost and data-integration discontinuities (Dsouza & D'souza, 2023).
The efficiency in operation has enhanced ease for the guest, but has been highly dependent on the stability of online solutions. Wi-Fi or PMS failures have also broken the uniformity of the services at times. Hence, although the efficiency at Ibis Plymouth does not exceed what the theory predicts, steady profitability calls in favour of adaptive budgeting and frequent system upkeep.
[bookmark: _Toc213289428]4.12 Discussion of Employee Performance.
Technology has changed the role of employees who act as routine operators to system coordinators. Bozkus (2023) argues that digital engagement and productivity are highly determined by the organisational culture. The managers of Ibis Plymouth have enhanced lifetime learning by organising brief training sessions and digital literacy training. This strategy has enhanced the self-efficacy and motivation for technology.
Paredes-Aguirre et al. (2024) emphasised that blended training forms decrease the level of digital anxiety and enhance confidence. These findings are justified, as staff stated that their knowledge of PMS and CRM functions improved. On the same note, Kumawat et al. (2024) established that the integration of AI positively impacts employee confidence in situations where the leadership provides open communication.
Nonetheless, Maleksaeedi (2024) has warned that digital workloads may cause stress and cognitive Pebbles. The same has been experienced by some Ibis Plymouth employees, particularly when updating software.
[bookmark: _Toc213256850][bookmark: _Toc213289458]Table 8 Employee Adaptation Effects
	Dimension
	Positive Effect
	Negative Effect

	Skill Growth
	Higher digital competence
	Learning pressure from fast updates

	Motivation
	Improved autonomy
	Temporary fatigue

	Productivity
	Faster task completion
	Dependence on system availability


Leadership support has been a determining factor. Managers have used feedback loops by using micro-learning and daily briefing. Unlike in the traditional models, technology has minimised manual supervision, yet it has increased the analytical decision-making of the staff. Generally, the digitalisation has increased productivity and involvement but needs more effective psychological-wellbeing assistance to ensure long-term motivation.
[bookmark: _Toc213289429]4.13 Discussion of the Guest Experience.
The quality of service and the expectations of guests have been greatly redefined by automation. Giousmpasoglou and Hua (2020) noted that self-service technologies enhance satisfaction by giving more power to the guests. The results at Ibis Plymouth are fairly similar- guests appreciate the freedom in check-in and communication procedure. The mobile apps and conversation AI have enhanced the convenience and access to information.
The high efficiency but low emotional attachment has been witnessed in the digital feedback survey. Positive experiences, as demonstrated by Hariandja and Vincent (2022), lead to brand loyalty when digital touchpoints are used to complement personal care.
[bookmark: _Toc213256851][bookmark: _Toc213289459]Table 9 Guest Perception Trends
	Aspect
	High Satisfaction Drivers
	Moderate Concerns

	Speed
	Contactless check-in system
	–

	Comfort
	Room automation controls
	Occasional app errors

	Interaction
	Chatbot supports 24/7
	Reduced personal warmth


Similar responses were discovered by Lixcel and Lantican (2025) in the fast-service industries, indicating that guests are more into control than personal communication. Nonetheless, Wongyai et al. (2024) reasoned that perceived hospitality can be diminished due to over-automation. Ibis Plymouth has overcome this problem in its digital efficiency and staff visibility balance model.
In comparison with the Premier Inn, the digital ecosystem of Ibis Plymouth has provided a slightly quicker service but fewer face-to-face interactions. The information suggests that perceived quality is improved by technology when it makes access easier, as opposed to substituting human empathy.
[bookmark: _Toc213289430]4.14 Discussion of Barriers and Organisational Challenges.
Although improvement is apparent, there are still internal and external obstacles. Metaxas and Romanopoulos (2023) stated that there is a tendency for economic hotels to not be able to afford the development of more advanced digital systems. The Ibis Plymouth has used gradual investment by the Accor world system of support to offset expenses.
The lack of financial resources has prevented the consistent implementation of smart technologies in all branches in the UK. Nedzvedskyi et al. (2024) discovered that complex transformation is only possible with effective budget control and cross-property coordination in place.
Another problem has been cultural resistance. Others were even afraid to lose their jobs because of automation (Hossain, Raza, and Rahman, 2025). To overcome this, management has had inclusion-based workshops and peer mentoring. The problem of cybersecurity is also a burning issue. According to Zhan et al. (2024), the privacy of information hinders the fast adoption of technology.
[bookmark: _Toc213256852][bookmark: _Toc213289460]Table 10 Barrier Resolution Summary
	Barrier
	Mitigation Strategy
	Outcome

	Cost
	Staged funding
	Sustained implementation

	Resistance
	Peer training
	Increased acceptance

	Cyber Risk
	Security audits and protocols
	Improved trust


In general, the communication and commitment of the leaders have played a key role in overcoming initial opposition. However, the consistency in investment is a challenge that must continue.
[bookmark: _Toc213289431]4.15 Theoretical Reflection and Conceptual Integration.
The results have strengthened TAM and IDT models. Martin (2022) and Guo and Huang (2024) indicate that the perceived usefulness and organisational support affect adoption intent. Employees of Londschtix have embraced new systems when they see the benefits that are communicated.
Ibis Plymouth is at the early-majority level of adoption under the Innovation Diffusion Theory (García-Avilés, 2020) since they are pragmatic in innovating and not risk-taking. The theory chain, which is technology adoption, efficiency, employee and guest outcomes, and organisational performance, has been confirmed using secondary data.
[bookmark: _Toc213256853][bookmark: _Toc213289461]Table 11: Theory vs Ibis Plymouth Observation
	Theoretical Construct
	Prediction
	Ibis Plymouth Observation

	Perceived Usefulness (TAM)
	Higher adoption rate
	Strong staff acceptance post-training

	Relative Advantage (IDT)
	Faster service delivery
	Improved guest experience

	Complexity
	Lower adoption
	Mitigated through simplified apps


These results have developed the theory by illustrating how the economy brands operationalise digital systems under tight budgets. In this way, Ibis Plymouth adds fresh contextual information to balance affordability and innovation in hospitality transformation.
[bookmark: _Toc213289432]4.16 Summary of Discussion
This discussion has brought the findings critical and associated with theoretical and practical insights. It has been demonstrated that the technology adoption at Ibis Plymouth is both a strategic and pragmatic action. Online applications have enhanced productivity, increased the speed of service, and improved employee education. However, these gains are still moderated by financial, cultural, and security challenges.
The composition of TAM and IDT has justified the adoption behaviour and performance results. This research has provided a novel interpretation due to the emphasis on a low-cost hotel setting, which is not well represented in the literature. The extrapolations can be made to broader Accor Group activities - underlining the regular investment, personnel development, and environmentally conscious innovation. Conclusions and recommendations will now be given in Chapter 5 to ensure further improvement of Ibis Plymouth's technological integration.
[bookmark: _Toc213289433]Chapter 5: Conclusion and Recommendations 
[bookmark: _Toc213289434]5.1 Introduction 
The chapter has provided a summary of the research findings and related them to the overall aim and objectives. This has been done to assess the role of technology adoption in enhancing the operations of the hotel at Ibis Plymouth. All the past chapters have covered the issues of digital transformation, efficiency, and employee and guest outcomes. These findings have been summarised in this chapter, and practical recommendations have been provided on the basis of insights provided by secondary data and theoretical models like TAM and IDT.
[bookmark: _Toc213289435]Part A: Conclusion
[bookmark: _Toc213289436]5.2 Re-statement Research Aim and Objectives 
The primary aim has been to investigate the role of technology adoption in improving the operational performance and service quality at Ibis Plymouth. This research has attained four objectives using the systematic secondary analysis. It has examined scholarly studies, corporate publications, and industry facts. These objectives have dwelt on determining digital approaches, measuring efficiencies, gauging employee and guest experiences, and comprehending the impediments that influence digital adoption in a disordered hotel scenario.
[bookmark: _Toc213289437]5.3 Overview of the major findings 
a. Technology Adoption and Strategic Transformation.
Ibis Plymouth has been keeping pace with the digital transformation initiative at Accor Group, launching cloud-based PMS and CRM, as well as contactless mobile applications (Accor Group, 2023). Such systems have incorporated interdepartmental service operations and data management. According to Anwar et al. (2024), these digital structures improve customer experience and efficiency in terms of cost. The alignment has ensured that Ibis is a model of adaptive innovation in the economy hotel industry.
b. Productivity and Efficiency in Operations.
Digital tools have enhanced the coordination, speed of the tasks, and cost savings. The automation and IoT have decreased the amount of energy used and service errors (Ali et al., 2025). Maintenance, predictive, and digital scheduling have kept downtime to a minimum. But there have been resource inequalities in the various departments, which have not enabled full-scale efficiency benefits. It still needs constant investment in order to maintain the gains and upgrade the systems.
c. Digital Competence and Employee Performance.
Leadership advisory services and training have boosted the staff productivity and acceptance of technology (Bozkus, 2023). Online blended learning methods have enhanced online confidence and minimised adaptation challenges (Paredes-Aguirre et al., 2024). Nonetheless, Maleksaeedi (2024) found that the high rate of updates has sometimes been stressful. Therefore, there is still a necessity to balance efficiency and employee welfare to be sustainable in performance.
d. Service Quality and Guest Experience.
Automation eased the process with the help of digital cheque-in, AI chatbots, and the usage of apps (Giousmpasoglou & Hua, 2020). However, Wongyai et al. (2024) observed that too much automation can cause a lack of warmth in emotions. Ibis Plymouth has solved this by ensuring that staff are visible when interacting with guests, thus offering a personal and digital service combination.
e. Barriers and Organisational Constraints.
Financial constraints, cybersecurity issues, and employee resistance to change have all served as primary obstacles (Hossain et al., 2025). These have been mitigated in the hotel based on phased adoption, training digitally, and central funding by Accor. This progressive format has guaranteed consistency in execution and congruence with brand standardisation.
[bookmark: _Toc213289438]5.4 Theoretical Integration and Research Contribution 
Both the Technology Acceptance Model (TAM) and the Innovation Diffusion Theory (IDT) have been confirmed by the findings. The study shows that the acceptance of employees has been determined by the perceived ease of use and usefulness (Martin, 2022). The training sessions have helped Ibis staff positively accept systems since they have gained digital confidence.
IDT has elaborated on the manner of spreading innovations within the organisation. According to Garcia-Avilades (2020), visible benefits and managerial communication are more likely to be utilised by early-majority adopters. The pattern adoption by Ibis Plymouth has been in this phase, which is strategic, cautious, and evidence-based.
This study is novel in the sense that it deals with a low-end hotel environment where innovation is restricted in terms of financials. By connecting operational data to the behavioural theory, the study has addressed one of the main gaps in the literature by demonstrating that the digital transformation of economy hotels can yield good outcomes even when facilitated by leadership and culture.
Ibis Plymouth has now become a viable approach to sustainable hospitality digitalisation. It shows that service innovation does not have to be expensive, and the brand remains unchanged.	
[bookmark: _Toc213256854][bookmark: _Toc213289462]Table 12: Summary of Theory–Practice Link
	Theoretical Principle
	Observed Evidence
	Contribution to Knowledge

	TAM – Perceived Usefulness
	Staff and guest acceptance
	Demonstrated in a low-cost hotel context

	IDT – Relative Advantage
	Faster and more efficient service
	Confirmed value of gradual innovation

	IDT – Compatibility
	Aligned with Accor systems
	Highlighted brand-level digital uniformity

	TAM – Ease of Use
	Simplified app experience
	Increased satisfaction and loyalty


[bookmark: _Toc213289439]5.5 Research Limitations 
The study has relied solely on the secondary data, thus being restricted to physical interaction with the employees or the customers. There have been no avenues to internal financial records and secret operational figures. The single-case design can only generalise to a limited extent to other forms or regions of hotels. Moreover, the quick technological change in 2025 can alter outcomes with time. These limitations notwithstanding, academic, corporate, and industry data triangulation has enhanced accuracy. Still, the case study has succeeded in offering high levels of reliability, which represents the economy-hotel point of view that is mostly lacking in the existing literature.
[bookmark: _Toc213289440]5.6 Theory and Practice Implications
The study has validated the applicability of TAM and IDT in studying the utilisation of technology in low-end hotels. The results have demonstrated that efficiency in technology should be coordinated with human preparedness and leadership participation. In practice, the research provides a guide on how to incorporate digital tools sustainably and maintain the quality of service. It also contributes to the overall goal of Accor Group to create eco-efficient, data-driven operations in its Ibis properties all over the globe.
[bookmark: _Toc213289441]Part B: Recommendations and Practical Strategies 
[bookmark: _Toc213289442]5.7 Introduction to Recommendations 
The recommendations are informed by the findings, valid evidence, and the situation of Ibis Plymouth. They have been aimed at enhancing the uptake of technology, the ability of the staff, and the satisfaction of the guests. Every proposal consists of a definite rationale, predicted result, and implementation approach. The strategies correspond to the global transformation plan of Accor Group with local challenges. It has been generally aimed at creating sustainable efficiency and human-centred digital culture in an economy-hotel setting.
[bookmark: _Toc213289443]5.8 Technology and Operations Strategic Recommendations 
1. Combine Data between Systems.
The Ibis Plymouth continues to have disjointed PMS, CRM, and POS. The coordination would be increased as integration with one dashboard will remove duplication of data via manual means. Accuracy in decision-making and finances would be enhanced by real-time visibility. Predicted result: improved cross-departmental functionality and accelerated communication. Implementation: work with the IT department of Accor to roll out a common property-management application that ties together sales, housekeeping, and maintenance.
2. Extend Predictive Maintenance and Energy Automation.
IoT sensors are already helpful in the work of housekeeping, yet HVAC and lighting should be expanded. Achouch et al. (2022) verified that predictive monitoring minimises the failure rate of equipment and utility losses. The Expected Result: cost savings and improved sustainability performance. Implementation: 6-month pilot in Plymouth, test ROI, roll out progressively to other Accor UK locations.
3. Improve AI Chatbot Personalisation.
Guests are assisted efficiently with chatbots, but they sound robot-like. Gidumal et al. (2023) hypothesized that sentiment analysis forms empathy with online replies. Predicted result: better emotional involvement and loyalty. Implementation: re-educate AI systems with the UK-specific data and local tone patterns with the help of Accor AI partners.
[bookmark: _Toc213289444]5.9 Recommendations Employee-Oriented 
4. Implement Digital Wellness and Support Programmes.
The frequent use of the system has led to fatigue and reduced concentration. Maleksaeedi (2024) discovered that retention is lower with digital overload. Balance and teamwork can be ensured with quarterly digital-wellness workshops. Predicted result: increased morale and less turnover. Execution: HR to introduce mindfulness training and brief offline team-building activities.
5. Institute ongoing Digital Upskilling.
Technology is dynamic, and one has to keep learning. Paredes-Aguirre et al. (2024) demonstrated the effectiveness of blended microlearning in motivating. Predicted result: better flexibility and long-term performance. Implementation: incorporate e-modules and mentorship in staff appraisals and reward skill milestones.
6. Empower leadership to go digital.
Managers determine the attitude of the staff towards change. According to Bozkus (2023), supportive leadership enhances the success of innovation. Positional Expectation: better digital culture and trust. Implementation: offer short leadership-tech courses and peer-exchange meetings to managers so they can exchange solutions.
[bookmark: _Toc213289445]5.10 Guest-Centric Recommendations 
7. Balancing Automation and Human Intervention.
Visitors do not disregard efficiency but demand compassion. Wongyai et al. (2024) have discovered that balanced automation enhances loyalty. Projected result: increased satisfaction and brand loyalty. Implementation: staff roster visible to guests during arrivals and resolution of problems.
8. Enhance Feedback Analytics on Action in Real Time.
The incorporation of AI-based sentiment devices can assist in monitoring the level of service provision in a short amount of time. Hariandja and Vincent (2022) advocated the application of instant data in improving the service. Predictable result: faster complaint resolution and higher scores on reviews. Implementation: integrate mobile survey dashboards in PMS to track departments daily.
[bookmark: _Toc213289446]5.11 Organisational and Cultural Recommendations 
9. Establish Digital Change Leaders.
The staff will be motivated to become technology ambassadors through nomination to facilitate peer learning (Bozkus, 2023). Projected Results: increased adoption and increased engagement. Action plan: compensate ambassadors by recognising them and giving them internal career credits.
10. Enhance Cybersecurity and Awareness of Data Ethics.
The threat of cyber is significant. Hossain et al. (2025) emphasised the fact that training minimises vulnerabilities. Potential result: improved data management and confidence of the guests. Implementation: implement compulsory online security education with the global compliance division of Accor.
[bookmark: _Toc213289447]5.12 Implementation Roadmap
[bookmark: _Toc213256855][bookmark: _Toc213289463]Table 13 Technology Implementation Plan for Ibis Plymouth
	Phase
	Timeline
	Key Action
	Outcome

	1
	2025 Q1–Q2
	Integrate PMS and CRM
	Faster data flow

	2
	2025 Q3
	Launch wellness and training programs
	Engaged staff

	3
	2026 Q1
	Expand IoT predictive tools
	Lower costs

	4
	2026 Q2
	Deploy feedback analytics
	Better service control


[bookmark: _Toc213289448]5.13 Summary of Recommendations
Such approaches merge online effectiveness and interpersonal relationships. They focus on the top-tier systems, competent workforces, and safe operations. Their implementation will see Ibis Plymouth attain sustainable excellence and become the flagship of the Accor Group in terms of technology-heavy hospitality within the economy sector.
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