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Executive Summary

Technology has rapidly advanced in the last decade, urging businesses to adapt and adopt digital transformation. Yet, some organizations are struggling to adapt for numerous reasons, impacting negatively their business growth as customers became volatile and searching for digital experiences. Although technology offer endless opportunities and enhanced customer experience, there are financial implications for businesses deciding to upgrade their technology thus surcharges for customers occur. Further, future technology involve robotics with interactive programs and service automation. As a result, pro’s and con’s will be analysed through literature and case study analysis to obtain a better understanding of digital transformation in order to provide real recommendations for Outram 26 Hotel.
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1. [bookmark: _Toc182590736]Introduction
1. Aim and Objectives :

The aim of the following research is to analyse the impact of digital transformation within hospitality industry by exploring capabilities of technology and the impact of tech on customers and organizations.

Objectives
1. To identify  technology capabilities using literature and expert opinions to enforce arguments.
2. To assess the impact of technology and service quality obtained from service automation and how digital transformation impacts an organisation and its customers
3. To recommend real-life solutions to mitigate issues found in the research of digital transformation

2. Research Questions :
1. Why numerous small organizations refuse to adopt and adapt technology?
2. Why online customers are volatile?
3. What is the impact of service automation and implementation of robotics?

3. Background Information :
Outram 26 Hotel is a small family business hotel with a cozy outlook, providing accommodation and unique customer service to its guests. The hotel has a lovely appearance inside being one of the few hotels in the area as pet friendly with multiple recreational points in vicinity. The hotel is known for its professionalism and great monetary value.

4. Scope and Organization :
The following paper is organized in a specific order as follows: Section 2 analyses digital transformation through positive and negative outcomes resulted from implementation. Section 3 explain the methods used to conduct Case Study. Section 4 is application to Outram 26 Hotel of SWOT and PEST Analysis followed by Competitor Analysis. Section 5 will conclude the above analysis and recommendations and last section will reflect the experience obtained through placement.
2. [bookmark: _Toc182590737]Literature Review
[bookmark: _Toc182590738]2.1 Digital transformation (current technology)
Digital transformation / current technology used around hospitality industry became crucial for businesses success being embraced globally and is considered indispensable for communication and automation of services (Flip S. and Tshikani C., 2022). The initial purpose of digital transformation was to reduce use of paper for sustainable reasons, however, it’s purpose was extended to business strategy, business growth, enhanced communication and service fastening named as “smart world”( Bhushan, D. and Agrawal, R. 2020; Jayawardena, C. et al. 2023). 
[bookmark: _Toc182590739]2.2 The impact of digital transformation 
The impact of digital transformation on hospitality industry will be analysed using three key themes such as low tech and rejection of technology, customer volatility and service automation and robotics.
[bookmark: _Toc182590740]2.3 Low Tech and Rejection of Technology
 Beginning with low tech and rejection of technology by employers, numerous studies shown that “the lack of technology acceptance is perceived as one of the fundamental causes of failures observed in Digital Transformation”( Jayawardena, C. et al. 2023). To overcome “why” businesses refuse to adopt technology, Zach, Chan and Cheung, 2021 believe that many businesses have a lack of knowledge on how to use all new and current technology, lack of information, uncomfortable in accepting a change being used with specific old procedures, fear and intimidation, time-control as understanding new instructions and procedures using tech requires patience, training and practice becoming sceptical in adapting current technology. Although technology offers endless benefits, Njagi et al., 2023 argued that many organizations are unable to understand the financial impact of technology such as improvement on costs or automated processes that requires less human work, facilitating transactions and eliminating time barriers. To address the above issues, by understanding “digital data generation capabilities”(Jayawardena, C. et al. 2023), numerous organizations are designed to search opportunities and collaborate with the intention to seek the advantages of social engagement and increase the potential of a business using digital means and data-led digital transformation, motivating businesses through digital interactions that organisations could obtain by engaging with DT, enhanced customer experience with improved structural engagement for business transactions and improved internal organisation processes (Kumar, D.S, Nafi, S.M. and Valeri, M. 2024).
[bookmark: _Toc182590741]2.4 Customer Volatility
Currently, customers are volatile meaning that using technology, customers can change their decision in attempting to purchase a product within seconds, demanding digital experience (Lam, C. and Law, R. 2019). According to Statista, 2024, 63.7% of population around the globe have access to at list one source of internet, comparing to 2010 studies, where only 28% of global population had online access. The above ascension and the continuous growth of online services made customers becoming volatile with higher expectations from an online service than last decade. Considering Covid-19 and the challenges that businesses suffered to adapt and adopt digital facilities to continue their activity, customers became more interested in website facilities, faster services, contactless services, more interested in service rating and review forms, hence customer retention became crucial in online services as multiple global organizations enhanced their services through pandemic period “as travellers are becoming more digital savvy”( Lam, C. and Law, R., 2019; Mohanty, P., Hassan, A. and Ekis, E., 2020). Valeri, 2021 argued that some businesses are using digital strategies to adapt in real-time by leveraging business opportunities using online customer intelligence by adopting operational and strategic responses in change of social and technological dynamics to create online retention. Some of the strategical online retention include extensions in travel apps, mobile payments and social network (Nathan, R.J. et al. 2020; Liebana C. F., 2020). An example of website extension is Premier Inn. They created an extension through their website called “What3Words”(Premier Inn, 2024), providing exact guidance for GPS, increasing business customers online retention with the facilities created. Thus, in current world became crucial use of digital transformation to retain volatile customers by covering “window shoppers using swipe, scan shop”( Schaefer, K. 2020) online strategy, as customers are attracted by visual merchandising, fast service and interactive online content.
[bookmark: _Toc182590742]2.5 Service Automation and Robotics
Service automation can be defined as a modality to integrate all various functions of a specific service transformed in an automated process covering multiple tasks within seconds (Heller, J. et al. 2021). In current digital world, there are numerous types of service automation, however, as suggested by Popovic, Brbaklic,  and Knezevic, 2017, flexible automation is one of the most common service, followed by programmable automation, ending with fixed or integrated service. Heller, et al., 2021, argue that “tourism businesses have been able to add “high-tech” component using robots, artificial intelligence and service automation to design and deliver services to their guests”( Heller, J. et al., 2021). Because of technological current advancement, Ivanov, et al. 2019, claims that robots should have own rights and treated as customers in the process of automation. Although, chatbots, Ai, RAISA technologies and other automated services impact positively the economy, lowering costs and decreasing “wait time” by multitasking and delivering appropriate positive experience to customers (Ivanov, S. and Webster, C. 2019), system errors can produce serious financial and reputation damages for organizations and its customers, considering potential data breaches (Valle-Cruz, D., García-Contreras, R. and Gil-Garcia, J.R., 2024). An example of data breach is Marriott, that suffered three data breaches with a high negative impact on their customers, reputation and financials (Federal Trade Commission, 2024). Global business leaders, researchers and important figures of current world expect that service automation and robotics will have a speed up success in the near future fuelled by the progress of technology leading to better automation in production of services and good until the majority of services will be obtained through robotics and not through humans, a future economy named as “robonomics”(Ivanov, S., 2017, pp.2). Same source suggests that primary interest of the service automation and robotics in digital transformation is to increase level of accuracy of business functions, cutting costs and increase productivity levels reaching to self-efficient model through robotics.

[bookmark: _Toc182590743]2.6 Literature Gaps
2.6.1 Low Tech and Rejection of Technology:
Question: What is the impact on employees and employers of the organizations with Low Tech or Rejecting Technology?
Response: Considering the factors exposed that influence decision of employers, including financial cost of accruing necessary software, employees are impacted negatively in this scenario, for various reasons, this includes:
· Multitasking and inability to resolve multiple tasks, increasing stress level and exhaustion ending in burn-outs or resignations (in the above scenario, employers have high turnover and high rate of customer loss, including extra financial costs.
· Inability to access designed online trainings suitable for employees needs in order to practice and progress with valid and clear guidelines achieving knowledge prior to practice (in the above scenario, employers will have to increase staff number on shifts for training, extra financial costs)
2.6.2 Customer Volatility:
Question: What is the main factor that could influence a customer to choose a different organization / becoming volatile?
Response: Current online channels are saturated with adds and the majority of businesses have a competitive online offer, however, customer decision is influenced by online business reputation and rating. The inability of a business to grow its rating level could increase the level of volatile customers present on their website.
2.6.3 Service Automation and Robotics
Question: How is the customer service changed through Service Automation and Robotics and what is the impact on employees of the organizations due to Service Automation and Robotics?
Response: Considering that Automation and Robotics will replace part of employees tasks, customers will have to adapt with the above technological service as robotics are unable to offer unique and personalized experience due to “no human touch”.
-Future economy “robonomics” could impact negatively the employees leading to job loss as the majority of the employees will be replaced with robotics and environmental damage for the energy that will be used through electronic devices. However, a positive impact on employees include the facilities of job multitasking requiring less physical effort to complete designated tasks.
[bookmark: _Toc182590744]3. Methodology 
The case study methodology can be defined as a research strategy that explores and investigates methods and techniques on how data collection is extracted using abilities and limitations (Arya, P., 2021). As the name suggests,, methodology includes the method used to obtain detailed information using a research strategy, techniques and processes used for case study (Arya, 2021). The research of case study allows researcher to collect and chose appropriate methods for data collection using multiple techniques such as surveys, interviews, observations, questionnaires, visual and audio records and so on (Hollweck, T. and Yin. R.K. 2015). The following case study will be descriptive by analysing and describe the issue “what” are the impacts of the caused issues, followed by explanatory response that will respond to questions like “why and how”. In this section, reasons of the existing topic will be explored in depth to understand the factors that lead to impacts and concluding with solutions using academic responses ((Hollweck, T. and Yin. R.K. 2015; Arya, P., 2021). Data collection methods used for the following case study includes reflective writing and ethnography.
3.1 Reflective writing by definition is the practice of creating analytic and descriptive writing about personal reaction and interpretations about past experience and interactions (Bennett-Levy, J., 2006). Reflection as definition is “the process of intentionally focusing” attention on a specific content, considered a cognitive process (Olmos-Ochoa, T.T. et al., 2021; Bennett-Levy, J., 2006). Self-reflection is an important part of reflective writing being considered productive, however, excess of reflexibility focus lead to a circle process “of reflecting on reflection (Dhaouadi, M., 2017)  with interpretation and reflection layer that paralyse the actual researcher work being caught by its own practice. The above is a limitation of reflective writing and Dhaouadi, 2017, suggests that actual task should be focusing on social research when reflective writing is needed in order to produce a better understanding or explanation in regards reflection.
3.2 Netnography is considered ethnography, however, virtual, known as netnography. By its meaning netnography is research work made through online fields by incorporating various techniques and data collection types, including interviews and observation. Different than ethnography, netnography focus is on experience rather than physical events, neglecting physical presence on field (Tavakoli, R. and Mura, P., 2015). Although netnography is known as a qualitative research method that can be combined and adapted to researcher need, in numerous cases netnography is “poorly understood by researchers”(Costello L., McDermott, M.L. and Wallace, R., 2017). Same source suggests that nethnography is a qualitative method to extract data that requires personal online connections, highlighting that through netnography the majority of researchers are missing the opportunity of contributing to important online narrative content , reason being, their own participation and engagement level becoming a limitation for online social narrative content.
As per general limitations of case study, in this scenario, no primary data is present, instead secondary data is the main focus of the following case study using peer reviewed information to sustain and explain an expert point of view. As per expert opinion, the research is limited to a certain scale of population creating the inability to provide general information or to generalize findings (Melamed, A. and Robinson, J.N., 2019).
[bookmark: _Toc182590745]4. Case Study
Detailed Guide of Outram 26 Hotel
Outram 26 Hotel, is a small, individual Hotel with a total of 15 rooms with a single location in United Kingdom (Outram 26, 2024). The hotel is situated near main street and opposite bus station, close to city centre of Stockton on Tees. Outram 26 Hotel is situated close to River Banks and Ropner Park considered one of the best tourist attractions from the area.
[bookmark: _Toc182590746]4.1 Location
Outram 26 is located in Stockton on Tees, England.
The hotel is situated on Outram Street as the name of the hotel suggests, being easy to memorize for customers visiting the location. Surrounded by tourist attractions such as Stockton Globe Theatre, followed by ARC Stockton Arts Centre and St Peter’s Church (Trip Advisor, 2024).
[image: ]
Figure 1: Location Map of Outram 26 Hotel (Outram 26, 2024)
Outram 26 motto: “Not just a good sleep”(Outram 26,2024). Same motto is part of their logo using minimalist clean aspect.
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Figure 2: Outram 26 Hotel Logo (Outram 26, 2024)
 Outram 26 Hotel have a section for amenities to  offer visual pictures of near tourist attractions and room aspect.
[image: ]
Figure 3: Outram 26 Hotel Amenities (Outram 26, 2024)
[bookmark: _Toc182590747]4.2 Staffing
Analysing the reviews of Outram 26 hotel, on Trip Advisor, 2024, the hotel obtained four stars for cleanliness and two stars and half for service. Customers are appreciating the staff friendship and professionalism and the level of cleanliness mentioned in numerous reviews from different customers. The hotel has only two full-time, contracted employees and up to 8 outsourced employees during busy periods (LinkedIn, 2024). As seen bellow, the company has 0 hirings in the past two years of activity.
[image: A graph of growth and median tendrils

Description automatically generated with medium confidence]
Figure 4: Outram 26 Insights. (LinkedIn, 2024)
Although the majority of staff is outsourced, the owner trained and required to all members of the staff to “go extra mile” in fulfilling customer needs and ensuring comfortable journey (Outram 26, 2024). Franco, 2018,  argue that outsourcing has various advantages exposing why numerous small or large organizations prefer to outsource. Reasons include cost savings, enhanced talent pool, flexibility, risk reduction, suggesting that numerous risks are transferred and assumed by external hiring company and especially the advantage to access advanced services through technology, meaning that some businesses have low financial income, however, by hiring outsources staff they are able to access tools that are innovative. Despite all benefits of outsourcing, numerous studies show that outsourcing have disadvantages arguing that could increase costs of an organization, the control on employees is limited, confidentiality and data protection risks, lack of focus and dedication, highlighting that such companies have numerous organizations as customers losing their focus as employees (Gadzhieva, E. Y., 2018).


[bookmark: _Toc182590748]4.3 SWOT Analysis
4.3.1 Strengths
Outram 26 Hotel in Stockton on Tees is a family small hotel close to Airport of Teesside surrounded by several important tourist attractions such as Mildert and Romano Park loved by community and tourists (Booking, 2024). In regards customer service, Outram 26 Hotel use classic personalized service by surprising their guests with fresh flowers, mini sweets, birthday cards and a shared kitchen where customers can prepare food and enjoy unlimited hot drinks from the house (Outram 26, 2024). To highlight digital transformation, Outram 26 has made significant changes to comply with current digital transformation using numerous partnerships websites such as Booking.com, Expedia, Agoda, Trivago, Yorkshire-Hotel, Hotels-NewCastle-Upon-Tyne, Airbnb, Kayak, HotelsCombined, Momondo and much more to ensure visibility and increase retention, allowing customers to write a review on each platform. The website of the hotel allows customers to book and pay without the necessity of contacting the organization, contactless payments, password accessibility through main door, Free Wi-Fi and Fax (Outram 26, 2024; Booking, 2024; Agoda, 2024).
4.3.2 Weaknesses
Being a small hotel with single location, as seen in the responses from feedback platforms such as Trip Advisor or Booking, the owner is covering all tech parts by herself being unable to forecast or predict future bookings in terms of availability (Trip Advisor, 2024; Booking, 2024). Another weakness is the slow functionality of the website, from technological perspective, with current volatile customers that demand digital experience and high expectations from online services(Lam, C. and Law, R. 2019), the website of Outram 26 is basic, no extensions or products for sale are available, digital content is self-made created by the owner and so are the pictures present on the website (Outram 26, 2024).
4.3.3 Opportunities
To maximise profit, Outram 26 Hotel has endless opportunities based on the location in Stockton on Tees, however, as the hotel has no restaurant or dining facilities, the hotel should considerate the opportunity of marketing partnerships through their website and live at the location considering compatibility of partnerships with Outram 26 Hotel (Charlton, A.B. and Cornwell, T.B. 2019). The above opportunity involve  QR Code Generation and the automation of services, including to upgrade current software used and join a digital package that would offer online speed, higher Data Protection for customers and professional website upgrade (QR Code Generator, 2024; Hotel Friend, 2024). Digital transformation helps businesses to increase retention, offering high customer service and the ability to create a durable organisation strategy that will help business growth (Correani, A. et al., 2020).
4.3.4 Threats
Considering that current market and customers are volatile, there is a high need for digital experience prior to arrival for customers (Mohanty, P., Hassan, A. and Ekis, E., 2020), hence the hotel has to adapt and consider the factors that influence their activity highlighted in opportunities section. A study from Statista, 2024 shows that the majority of people have access to at list one source of internet and a 2nd report from European Union Commission, 2014 explains how committed are customers to leave a review after their visit. Analysing the high competition that Outram 26 Hotel has in Stockton on Tees with existing hotels in vicinity such as Hampton by Hilton, Parkmore Hotel and numerous branded Airbnb (Booking, 2024), competition becomes a threat from technological perspective, as they use advanced software for bookings and service automation, observed in customer reviews on Booking, 2024, placing Outram 26 Hotel as less technological with multiple threats such as inability to retain customers, negative reputation effect and inability to automate existing services.

Figure 5: Swot Key Features (Covaciu, M. I., 2024)

[bookmark: _Toc182590749]4.4 PEST Analysis
4.4.1  Political
OECD, 2024 known as “digital government”, suggests that the majority of public sectors and services from government are adapting and enhancing their digital services to current technologies and highlights the importance of monitoring, delivery and evaluation of digital services (OECD, 2024). From technological perspective, Outram 26 Hotel must adopt future technologies as requested by the government in order to continue their activity. However, Data Protection of customers is crucial as GDPR, 2024 law suggests that businesses could face fines if repeated data breach is in place hence Outram 26 Hotel needs technological “comprehensive security program”(Federal Trade Commission, 2024) to ensure that customer data is protected by any possible data breach that could occur. To address how political factors influence an organization, Appel, 2021 suggested that numerous businesses enter in politics or join political elections to increase their profitability and to be protected of possible threats that could affect their activities as a business, hence organisations participate in donation campaigns to support their interests as a business.
4.4.2 Economic
According to Brett, 2023, United Kingdom economy is situated on tenth place of world countries in purchasing products power suggesting that a high number of businesses in UK produce their income from renting numerous types of goods such as financials, properties, digital platforms, service contracts and much more. A positive aspect of current economy is the inflation rate that has fallen in considerable numbers bellow 2% and the inflationary pressures eased the interest rate by lower rate to 4.75 in November 2024 (Bank of England, 2024). Being a country with strong purchasing power, Alnawas and Aburub, 2026, stress the importance of key reasons behind decision of purchasing. This include the offer of a website or mobile app that allows customers to obtain a targetable experience at a competitive price increasing level of desire and second the technological experience without interruptions or glitches that could ruin their digital experience and influencing their attitude towards future visit or future intention of purchasing. As regarding Outram 26 Hotel, their competitive price could increase retention and profit growth comparing their price to local competitors around Stockton on Tees (Booking, 2024). No debts, loans or reports were found to understand in depth their economic situation .
4.4.3 Social
According to Statista, 2024, 63. 7% of world population have access to digital devices, hence digital transformation has impacted customer behaviours and shopping process (Thaichon, P. and Quach, T.N. 2015). Further study of Statista, 2024 shows that the majority of global population are over eighteen or mid-age, thus customer digital interactions and digital transformation has rapidly grown with modern technology using social platforms, in this scenario, facilitating the ways of communication and product purchasing (Vahdat, A. et al. 2021). Sherman, L.E. et al., 2018 argue that “Like” content of social media platforms, including behaviour in responding to other people photographs became crucial and important on customer decision making process, suggesting that digital content impacts brain activity especially on teenagers and young generation. The author highlights that people tend to “Like” content with high number of likes and avoid to “Like” a content with less likes. Rating  & Online Reviews part became crucial for customers, reviewing other users shared experience, customer behaviour change, being considered “world of mouth”(Kumar. R., 2020), customers are in final stage of decision-making using other people social suggestions. Social factor has a significant importance for Outram 26 Hotel as the hotel presence is limited to couple of platforms with short content on Facebook, LinkedIn and Instagram, situating the hotel in “less likes” position with decreased popularity hence the business is in high need of digital transformation (LinkedIn, 2024).
4.4.4 Technological
In current “digital world” various tools like (Koschtial, C., Köhler, T. and Felden, C. 2021). Morakanyane et al. 2020, argue that only one of five businesses mange to adapt and adopt technology in their interest and obtain success, reason behind being that organizations are resolving internal issues using individual technology, suggesting that organizations struggle to understand the capabilities of technology highlighting the lack of knowledge that businesses have, from technological perspective. To sustain the above, Rodrigues, 2021 believes that businesses are creating an impediment by themselves, refusing technology, as the impact can be observed in their revenue, expansion, reputation and visibility. Both experts argue that technology has endless capabilities, especially in regards virtual tools for service automation that help organizations to retain and increase customer, stressing the importance of enhanced customer service through technology. From technological point of view, Outram 26 Hotel must adopt and adapt to current technology, to ensure visibility, profit growth, enhanced customer service, higher level of Data Protection program to decrease level of possible online data breach and expansion. 


Figure 6: Pest Analysis (Covaciu, M. I., 2024)
[bookmark: _Toc182590750]4.5 Competitor Analysis (Price versus Quality)

Figure 7: Competitor Analysis. (Covaciu, M. I., 2024)
The above Competitor Analysis is situating Outram 26 Hotel in positive side of low price, considering previous analysis where expert suggested that customers are generally looking for a competitive low price. However, Hampton By Hilton and Parkwood Hotel have high price and quality, situating Outram 26 Hotel in a lower position in customer retention. Outram 26 Hotel will have enhanced customer experience and will gain popularity when digital transformation will take place as their visibility will be increased, enhanced digital experience and attract volatile customers based on price competition.
[bookmark: _Toc182590751]5. Themes
Digital transformation is an evolution process that leverages digital technologies and capabilities to create specific value for operational procedures, unique experience for guests and business models (Morakanyane, R., et al. 2020). Through digital transformation topic, three important themes will be discussed by analyzing what is their impact on hospitality industry, why / what are the reasons behind the chosen themes and how the issues found in the following themes will be resolved. The chosen themes include: digital tipping for employees within hospitality industry, service automation and contactless implementation followed by digital reviews and online reputation impact. Hotel examples and own experience accrued will be presented through the following content.

[bookmark: _Toc182590752]5.1 Digital Tipping for employees within Hospitality and Tourism Sector
Current technology has changed cash tips for employees in digital tipping increasing inflation, however, customers  tend to add higher amount of digital tips, in hospitality and tourism sector. An article of Jesky, 2023, argue that important hotels like Marriott International and Hilton Hotels are testing digital tipping requiring customers to complete a form on how they feel about digital tipping, however, the expert confirms that customers are still unused with digital tipping because “they are carrying less cash as they used to”(Jeski, C., 2023), impacting directly the employees with a reduction on cash tips. Same source suggests that digital tips is higher than expected and considerably higher than cash tips before. Although digital tips is higher, Warren and Hanson, 2023, claimed that the new tipping method resulted in “tip creep”, “tripflation” and “guilt tipping”, highlighting that customers feel pressure when are requested to tip digitally as numerous businesses expect 20% tips for low services. To enforce the above, IRS Gov, 2024 confirms that any income obtained by employees is taxed, however the inflation fluctuates. Digital tipping program came into force when Covid-19 took place, as contactless payments were comfortable and a valid measure to avoid “touch”( Kim, N.L. and Im, H. 2022). Secondly, digital payments have multiple benefits for customers and businesses as every transaction can be justified, customers are obtaining further financial benefits by depositing their money in bank account and businesses have customised interest rate considering the amounts and limits (Verdier, M.,2024). Despite all the speculations around media the “cash will die out”, Bank of England, 2024, confirms that cash payments are still important and digital payments are a security measure of anti-theft, higher security and faster method of paying for goods and services. The solution for first part of the above issue regarding employee turnover and inflation, is wage increasement, although hospitality industry had a considerable wage growth through pandemic, newbies seem to avoid the industry with the perception of “low wage” (Dogru, T., McGinley, S. and Self, T. 2024) and digital tips, in this scenario, would lose its importance. Another solution for the second part of the issue in regards customer pressure, service charge or digital tipping should remain optional without placing automatic charges on billing by eliminating the perception of customer satisfaction through tipping (Lynn, M. and Brewster, Z.W. 2018).
[bookmark: _Toc182590753]5.2 Service Automation: Contactless Implementation
While contactless services extremely fast and useful in current “digital world”, human touch is replaced by technology and service encounter high charges in Hospitality and Tourism Sector. Contactless service is named as a “disinfected” technology that allows people to effectuate payments or obtain services without physical contact. Through pandemic period was a high need of increased social distance, however, in current days the social distance became “the new normal”. (Hao F., Chon K. 2021; Hao F., Xiao Q., Chon K. 2020). Contactless services increase performance of an organization, enhanced customer experience, greater operational management and meets customers needs, especially to current high demand for cleanliness, safety and hygiene impacting positively the industry and customers (Hao. F. et al., 2023). For instance, Hilton Hotels developed a program named “CleanStay” as first hotel worldwide with contactless key room that can be obtained through Hilton Honors app. The above is already present in 48 countries through Hilton Hotels and customers seem to appreciate and willing to pay extra for the above service (Hilton, 2024). As one of the most important service that customers are willing to pay is the hotel amenities (Hao. F. et al., 2023), the above aspect is influencing consumers in purchasing entertainment technologies of the hotels such as music, virtual games, device connectivity and other, impacting positively the revenue and profit growth of hospitality sector. In response to minimized human contact, Menze, 2020 suggests that customer behaviour can be influenced by price and in some cases by human interactions. The author, claims that some guests are sceptical in paying extra charges for contactless services and opt for personalized human service to obtain interaction. On the other hand, same writer suggests that other customers expect to pay less for contactless services as guests believe that hotel has reduced operational cost thus the surcharges encountered by opting for contactless services should be reduced. To debate “touch and tech”, reasons, it is important to understand that each part has its own importance. For example “tech” is efficient and offers endless benefits for organisation and guests, while “touch” adds social value, and personalized friendly service (Wu, L. et al. 2022). Same source, claims that numerous countries use robots to serve and prepare food, room delivery robots that are efficient and multitask, service robots in cleaning departments and much more. The author highlights that robotics increase efficiency and promotes standardization. In contrast with the above, Fernandes and Oliveira, 2021 believes that organisations will encounter obstacles due to socialization absence in the future. To sustain the above, Fan and Matilla, 2020 argue that human employees play a “differentiator” role in customer attitude towards repurchasing intentions and towards business services, highlighting that humans can enhance the experience of customers offering social value. Despite all benefits of human touch, Lariviere et al., 2017, confirms that human touch is important, however, limited, as service robots are not yet programmed to offer interactive service and are “service-task moderated”. A solution for tech and touch would be “a balanced service”( Wu, L. et al. 2022) that would include both technology and human touch to ease transactions, however, personalised experience through human touch to be offered as an option within tech hotels of hospitality service. As per high charges, customers are not aware of the encountered costs by the organization in regards service automation, software cost, the amount of energy used for all tech devices and all the financial implication and online security needed (Shabalov, M.Y. et al. 2021), hence the organizations should detail costs in approachable ways and allow customers to visualise “the entire financial implication” through their billing.
[bookmark: _Toc182590754]5.3 Digital Reviews and Online Reputation impact
Despite automation and current digital available tools, negative reviews impact negatively the brand online reputation. Online reviews are a specific type of information provided online by people towards an organization with marketing systems at macro, micro and meso levels (Watson, F. and Wu, Y. 2022) and online reputation by its meaning is the online profile of an organization or person through online platforms (Amin, F. and Khan, M.F. 2021). Digital reviews and online reputation are highly connected as online reviews can impact online reputation positively or negatively with high effect on the organization, however negative reviews can have a drastic impact on the organization (Kolhar, M,, 2018). The reviews of an organization are an important factor in customer decision – making to purchase an online product and pandemic period pushed customers to order and leave reviews through online platforms. In 2014, already 70% of customers left a review online based on their experience (European Union Commission, 2014). Comparing 2014 to 2020 period were a company registered in May 2020 an increase of 76% in regards online reviews and over 80% in 2024. The total increase shows the importance of online reviews and the impact on online reputation (Watson, F. and Wu, Y. 2022). Same source suggests that information provided on reviews could be used by organization as a modality to develop and correct parts of their operations to increase and enhance future customer experience. The author highlights technological perspective connected to marketing systems claiming that impact of online reviews are at micro level and “expansive review” is needed to identify the exactly needs of an organization based on customer suggestions. Marriott 2024, instead, has a winning strategy in using customer feedbacks. Before deciding to place in availability a specific service, Marriott International use feedback forms and urges customers to leave a review with their full journey including in future feedback their personal opinion on “future service” explained through their online and personal experience (Marriott, 2024). As customer reviews has continuously gained credibility through other potential customers, the organizations are under high pressure in maintaining a positive level of their online brand reputation, hence a negative brand reputation will decrease the amount of future customers and considerable decrease in revenue plus the impossibility of profit growth reasons behind remaining online reviews. “Unlike offline world of mouth”, the reviews remain online and organisations are in impossibility to opt out or delete the negative reviews that impacted their brand reputation (Proserpio, D. and Zervas, G. 2017) . In legal terms, organisations can suffer high penalties if rewards are provided to enforce false reviews and grow a false positive online reputation, thus the professional response of the organization towards a negative review is considered a legal management strategy with the impossibility to obtain a rating from other consumers, hence the above can be considered as a recovery of a damaged online reputation and a solution to increase ratings with positive outcome, as customers responsible for negative review have the possibility to delete or correct their initial negative review and other consumers can observe the management gesture to correct mistakes (Proserpio, D. and Zervas, G. 2017).
6. [bookmark: _Toc182590755]Conclusions and Recommendations
[bookmark: _Toc182590756]6.1 Conclusion (a)
In conclusion, digital transformation is indispensable for automation of services communication, business strategy and growth named as “smart world”. 
· The impact of digital transformation on hospitality industry considering low tech and rejection of technology suggested why businesses refuse to adopt and adapt technology without understanding digital capabilities and the opportunities of high tech and the negative impact on employees and employers highlighted in Literature Gap. 
· Continuing with customer volatility and Covid-19 impact, online customer retention is highly competitive based on digital factors like software, website design, functionality, online operations and digital strategies. Literature Gap highlighted saturation of online channels and the impact of online business rating.
· The final subject discussed is service automation and robotics and the possible errors that could occur in online systems ending with benefits of automation such as enhanced productivity, accuracy of business functions and cost decrease. In Literature Gap “robononimics” future economy impacts were concluded to respond the existing literature questions.
· Through methodology, definition and types of techniques including type of methodology used for Case Study to respond to “what, why and how” questions and obtain a clear view with academic responses. Methodology used through Reflective Writing and Netnography methods to conduct Case Study are  briefly explained.
In Case Study section, Outram 26 Hotel from Stockton on Tees was analysed using Swot, Pest and Competitor Analysis. To enhance understanding, Case Study research was conducted through netnography. Expert opinion in regards factors that influence the capabilities of an organization, industry examples and the importance of digital transformation was discussed and analysed, providing examples of various online tools such as Ai, Cloud, VR, Trello, Dropbox, Padlet, Scratch and other that help customers and organisations to multitask and to obtain a fast response using virtual communication and automated responses
[bookmark: _Toc182590757]6.2 Recommendations for Outram 26 hotel, Stockton on Tees
Considering the analysis presented on Case Study Section, the hotel improvements should be:
· Upgraded software for website and management function (including functionalities from technological perspective, website design and available tools for customers, professional website pictures and content as well as automated chat functions to help customers resolve their issues without the necessity of contacting the hotel)
· Extended visibility and promotion through partnership platforms, Google and Social Media Adds to increase popularity and the amount of Followers / Likes
· Influencer Partnerships that would help the business to increase visibility
· Website extension to E-commerce (partnerships with local or national suppliers, allowing customers to purchase products through hotel website)
· Marketing Partnerships (considering location compatibility, the hotel could find local restaurants to offer dining possibility, the business could consider the option of expanding and upgrade location to create a small restaurant area designed for hotel customers)
· Reception and Lobby Area Expansion ( the hotel does not have a current reception or lobby area, currently)
· Increased online security by upgrading current program to a “comprehensive security program” to avoid any potential data breach.
· As the hotel is currently outsourcing staff, Outram 26 Hotel could consider the possibility of hiring hotel staff to personalize guest experience and increase online reputation.
In theory all businesses have areas of improvement, however, the above recommendations contain real-life suggestions made through depth analysis of hotel circumstances. The recommendations can be applied to real-world, however this involve financial costs, time and partnership contracts as well as a digital marketing company that can ensure functionality of digital transformation involved in above improvement suggestions.
[bookmark: _Toc182590758]6.1 Conclusion (b)
To conclude the final part of the Research Paper, digital transformation was analysed using three themes:
· Through digital tipping for employees section the issue of increased inflation and increased digital tips from customers rather than cash tips was discussed through academic responses. A proposed solution was extracted from expert opinion suggesting that tipping should remain optional and not imposed by businesses.
· Service automation and contactless implementation debated the issue of human touch compared with technological services and surcharges of tech service. Solution proposed involve organizations that should allow customers to decide between “tech and touch” service and to detail the costs of tech when surcharges are in place.
· In final part, digital reviews and online reputation impact argued the issue of negative reviews and the impact on online reputation. The solution proposed involve a management strategy to recover online reputation using professional responses to negative reviews and allowing other potential customers to observe management interactions and resolutions proposed.
[bookmark: _Toc182590759]7. Reflective Account 
The following reflection will analyse my professional and personal development through placement that  will be conducted using ERA Life Cycle through the three main stages as seen bellow. 

Figure 8: ERA Life Cycle (Covaciu, M. I., 2024)

[bookmark: _Toc182590760]7.1 Experience
My placement experience at Outram 26 Hotel Stockton on Tees in regard to digital and technology seen and learned was overall a great experience that helped me develop new technological skills. Beginning with check in process that Outram 26 Hotels has in place, I practice over three shifts in order to understand the system and how I can help without causing issues. The website allows customers to check in through multiple connected platforms such as Booking, Agoda, Expedia, Trivago and much more. When booking is confirmed a confirmation email is sent through website email. The owner and indirectly myself after practicing, I have to place booking confirmation into an Excel file that is shared with outsourced staff as a way to communicate new arrivals, same process is in place for departures. Although it seems complicated, I felt more confident with each shift and I am happy with the outcome as I had no knowledge in working with Excel documents. In regards departures and new arrivals, I observed that owner is changing passcode of main entrance every time when a departure is due and I realized that this action actually protects the property. Furthermore, I observed that the owner is always around when a new arrival is due, although they receive direct instructions with passcode and room number prior to their arrival. The implemented system works as a self-check in, however, with the help of the owner who is always sending direct instructions. A beautiful part of my placement was the personalized experience and human touch. The owner is always greeting her customers and indulge them with fresh flowers, mini sweets and personal tour of facilities, however, she sends all this instructions to their email to ensure that customers are able to self-check in if she is not present. Another part of my placement included my participation in a future project for the hotel. The owner allowed me to create Health and Safety online guides for housekeeping, including appropriate tasks suitable for business needs. My satisfaction level increased during placement as numerous tasks involved digital attention. All the tasks that I have to complete regards an opposite location across the street that the owner will open soon. Through the whole placement experience I observed that Outram 26 Hotel wishes to automate services, however, current budget is low and bookings are fluctuating.
[bookmark: _Toc182590761]7.2 Reflection
Reflecting on my placement experience at Outram 26 Hotel, I feel confident that the hotel will change the current situation and customer retention will increase when grand opening of the other hotel will occur. I reflected on hotel check in process and despite, the process seems to work for the business, is causing high stress and requires multitasking and steps to ensure that future or past booking have the right passcode, so is the Excel file that is shared with housekeeping. What happens if the owner will have the inability to text or change passcodes for one day? Online reputation will suffer, negative reviews and complaints, ending in decreased number of customers, although the hotel is not increasing its revenue, the above would be a disaster for the hotel, in my opinion. Makes me sad that such great personalized service hotel with a great competitive price, could suffer such reputation damage.
From my perspective, the fact that the owner is always greeting her customers and indulge them with fresh flowers, mini sweets and personal tour of facilities, creates a personalized service and increase retention and after reflecting on automation of services Outram 26 Hotel is greatly appreciated for its personalised service.




[bookmark: _Toc182590762]7.3 Action
After reflecting on automation of services and future robotics implementation, Outram 26 Hotel could use the personalized service offered as a Unique Selling Point by stressing the importance of human touch and how important it is for customer enhanced experience. If I was the manager of Outram 26 Hotel, I would opt for an automation of service in regards to booking process and avoid implications of sending emails and complete Excel files, expecting confirmation and so on. Another change that I would do is regarding main entrance by replacing passcode door with a contactless card that customer would receive on arrival. Secondly, I would hire two main housekeeping staff as a new location follows, to deal with arrivals and departure lists through upgraded software that automatically confirms arrivals and departure list, eliminating the necessity of manual input. I would opt for a Digital Marketing Programme to increase visibility and revenue using Google Adds, Social Media platforms would contain daily short reels, pictures with strong media keywords, I would opt for online campaigns such as “Win an unforgettable experience at Outram 26 Hotel with a unique Dining Experience at X.. local restaurant”. Another exciting change is regarding website of Outram 26 Hotel. All content replaced and upgraded with possibility to buy virtual gift cards for loved ones. The changes enumerated require financials, however, I tried to create a limitation in costs compared to recommendations section. Overall the hotel has great potential and amazing personalised services.
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