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[bookmark: _Toc181879716]Executive Summary
In this report, the operational challenges and strategic opportunities of Ibis Hotel Chesterfield, Centre Market Town, a key player in the UK budget hospitality sector, are critically analysed. The report explores four primary areas: The ability for the hotel to balance affordability with quality each being critical for operational efficiency, customer satisfaction, staff management and technological integration. Ibis Chesterfield does well to maintain core standards in cleanliness and lean staffing, but digital systems and guest facing technologies offer room for improvement. 
Key findings include the need for automated systems to manage inventory and rota, minor room upgrades to improve guest comfort, and digital innovations such as mobile cheque in to improve convenience. Also staff turnover can be reduced with training and recognition program to improve consistency of service and morale of the staff. The recommendations are for cost effective solutions based on industry trends to improve operational efficiency and guest satisfaction by ~25% and ~15%, respectively. This implementation would enhance the competitive positioning of Ibis Chesterfield, deliver a contemporary, reliable option that resonates with smaller budget travellers, whilst growing for the long term.
This report critically reviews the operational challenges and strategic opportunities of Ibis Hotel Chesterfield, Centre-Market Town, an important player in the UK’s budget hospitality industry. The report explores four primary areas: To that end, each crucial to the hotel’s ability to balance affordability with quality: operational efficiency, customer satisfaction, staff management, and technological integration. Ibis Chesterfield does a good job of keeping core standards of cleanliness and lean staffing but there are areas for improvement in digital systems and guest facing technologies. 
Among key findings are the need for automated inventory and rota management systems to streamline resource allocation, minor room upgrades to improve guest comfort, and digital innovations such as mobile cheque in to improve convenience. Secondly, also, training and recognition programmes addressed would help to reduce high staff turnover and improve service consistency and staff morale. The recommendations are cost effective solutions in line with industry trends meant to improve operational effectiveness and guest satisfaction by up to 25% and 15%, respectively. If the chosen strategies are implemented Ibis Chesterfield will be able to improve its competitive position and provide a modern and reliable experience in keeping with the budget travel minded consumers expectations, resulting in further improvement of the performance of the company not only in the short term but also for the longer term.
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[bookmark: _Toc181879717]Introduction
The case study of the Ibis Hotel Chesterfield, Chesterfield Centre-Market Town, is used in this report to explore operational, managerial and service aspects of budget hospitality. Pangarkar et al. (2022) determined that Ibis is the famous Accor brand known for its affordability, standardised quality, and streamlined operations for leisure and business travellers. Just moments away from the heart of Chesterfield’s town centre and its iconic Crooked Spire, just a short distance from the Chesterfield Markets, this hotel offers value and essential comfort to suit those on a budget. Ibis Chesterfield is located strategically and has a brand name, which allows it to maintain a steady bite rate and continuously attract guests (Noman, 2023).
In addition to it, this report analyses Ibis Chesterfield's competitive budget hotel sector performance by looking at factors contributing to guest satisfaction, operational efficiency, and competitiveness. Specific objectives include evaluating the hotel’s strengths and weaknesses, growth opportunities, and response to external factors, such as economic, technological, and other fluctuations. The report attempts to give a comprehensive view of the hotel's position and areas of improvement in guest service and operational processes by applying a combination of SWOT and PEST analysis. This report addresses the central theme of maintaining quality under budget constraints by reviewing operational practices, customer experience, and staff management strategies that have contributed to Ibis Chesterfield's success in a highly competitive industry. In this exploration, the report aims to provide useful information about budget hotels' challenges and opportunities in providing cost-effective services that meet changing guest expectations.
[bookmark: _Toc181879718]Literature Review
The evolution of the budget hotel sector in the hospitality industry has been influenced by changing consumer expectations, rising competitiveness, and fast-moving technology. As per Williams (2023), budget hotels, such as Ibis Hotel Chesterfield and Chesterfield Centre-Market Town, offer something that always fits into someone’s budget and, thus, is tasked with balancing affordability and a standard level of comfort and service quality at the same time. This literature review aims to systematically analyse research on operational efficiency, customer satisfaction, and staff management in budget hotels, present relevant findings, and identify the research gaps. Statistics and industry metrics support key findings and areas of importance for budget hospitality.
[bookmark: _Toc181879719]Operational Efficiency in Budget Hotels
It is imperative that being on a relatively thin profit margin, budget properties must carefully manage the operation to remain profitable. Efficient operations can boost a budget hotel’s profitability by as much as 30% and focus on increasing staff productivity and reducing waste (Mamadaliyev, 2023). One of the most resource-intensive departments, housekeeping is a critical part of operational success. Room readiness and meeting guest expectations rely on efficient rota management and inventory control. Wang et al. (2022) have asserted in this research that research has demonstrated that rota management can cut labour costs by about 15%, and inventory management in housekeeping can cut supply costs by as much as 10%. Furthermore, this statement has been supported by Vassilakopoulou et al. (2023), who said that operational efficiency has become increasingly valuable with technology. Inventory, rota management, and guest booking are automated processes that streamline operational tasks and increase accuracy.
[image: Infographic: Our Approach for Evaluating the Efficiency of Hotel Operations  Within a Multi-Hotel, Multi-Market Portfolio Using DEA - Hotel Investment  Strategies, LLC]
Figure 1 Evaluating the Efficiency of Hotel Operations Within a Multi-Hotel 
Source: Hotel Investment Strategies, 2024
[bookmark: _Toc181879720]Customer Satisfaction in Budget Hotels
Customer satisfaction metrics greatly influence occupancy rates, repeat business, and revenue. It has been anticipated in the study of Van Nguyen et al. (2022) that budget hotels focus on offering core services that generally matter to guests regarding prices, such as cleanliness, comfort, and a quick booking process. Research shows that more than 70 per cent of guests in budget accommodations place a premium on clean and seamless check-in over premium amenities (Lyon, 2023). About 80% of travellers in the budget hotel segment are influenced by positive online reviews, which correlate with high customer satisfaction levels. Budget hotels are common to cost-conscious guests; however, there is a growing market for travellers who want both affordability and quality service (Lukita et al., 2023). A study has shown that budget hotels with trained staff and streamlined service processes can achieve repeat customer rates as much as 20% higher than their competition with less structured procedures.
[bookmark: _Toc181879721]Staff Management and Turnover in Budget Hotels
The budget hotel needs good staff management to achieve operational efficiency and increase customer satisfaction. Because of lean staffing models, budget hotels depend on having employees perform multiple roles, particularly in departments where guest interaction is high, such as housekeeping and reception (Lakhani, 2023). Studies show that a well-prepared staff can enhance operational effectiveness by as much as 25% in terms of increased speed and consistency of service delivery (Kunduru, 2023). Training in basic guest engagement and room and housekeeping processes of guests will reduce some of the prevalent issues, including delayed room turnover and uneven housekeeping, as often mentioned in guest complaints. Certainly, Sun et al. (2023) have identified in their research that the hospitality industry has a high turnover rate, but this is particularly true for the budget hotel sector. According to annual turnover rates in budget hotels, they are about 70%, almost twice that in other hotels (luxury and mid-scale).
[bookmark: _Toc181879722]Technological Integration and Its Impact on Budget Hotels
Technology's role in budget hotels is operational efficiency, guest satisfaction, and employee productivity. Roy et al. (2022) found that many budget hotels increasingly use online booking platforms with digital check-in systems and property management software. For instance, digital inventory management systems can precisely track supplies, resulting in a 10% drop in housekeeping supply costs. This efficiency permits budget hotels to direct their resources on what guests care about most clean and ready rooms (Kedi et al., 2024). In particular, mobile technology has changed guest expectations: more than 60 per cent of travellers want hotels that offer mobile check-in and keyless room access. Traditionally, mobile technology is associated with higher-end properties. However, mobile technology is becoming more relevant in the budget sector as chains like Ibis have adopted it (Huc-Hepher, 2021).
[image: Hotel Tech Benchmark: Guest-Facing Technology 2022]
Figure 2 Hotel Tech Benchmark: Guest-Facing Technology 2022 
Source: Skift Research. (2022)
[bookmark: _Toc181879723]Gaps in Existing Research
There is a wealth of literature on operational efficiency, customer satisfaction and staff management within the hospitality industry, but there are gaps when looking at the budget hotel segment. The first is that very little research deals with standardised customer satisfaction metrics for budget hotels, in which the focus is usually on basic services rather than luxury amenities (Harahap et al., 2023). If such, they can assist budget hotels in assessing and improving their service quality according to guests’ expectations. Secondly, strategies for employee retention have been researched at the mid-range and luxury but not for budget hotels, which would have specific constraints: low wages and little career growth. Lastly, it has been suggested in the study of Raza et al. (2023) that the hospitality sector is undergoing technological advancement, but no studies provide a detailed analysis of the return on investment (ROI) of technology adoption in budget hotels.
[bookmark: _Toc181879724]Methods
The methodology of this research is a case study, and this paper specifically looks at the Ibis Hotel Chesterfield, Chesterfield Centre Market Town, as an example of a budget hotel within the UK’s hospitality industry. The case study methodology is a suitable way of studying real-world practices in a given context and provides an opportunity to probe the operational dynamics, guest satisfaction factors, and staff management practices in this hotel. The investigation is narrowed to just one hotel, and the study can develop a detailed understanding of specific processes and challenges based on this, which may apply to other budget hotels (Katragadda, 2023).
One of the great strengths of the case study approach is that it allows rich contextual analysis of a given subject, which is especially valuable in hospitality research where individual properties can have different operational needs and strategies. This helps collect qualitative and qualitative data to fully understand the hotel’s various functions (Evans, 2024). This approach helps to understand in a deeper way factors such as guest satisfaction, housekeeping operations, and reception management, which all affect the performance of budget hotels. Moreover, it has been suggested in the study of Rane (2023) that case studies also allow multiple data sources to be incorporated – direct observation, company records, and interviews – to provide a holistic view of the organisation.
However, the case study methodology has limitations. Results are not generalisable beyond a single hotel because they focus on only one hotel, and findings may not apply to other budget hotels even within the same chain. Furthermore, this statement has been supported by Raj et al. (2023), that case studies, for instance, can be very time-intensive and, in many cases, require access to detailed internal data, which may be challenging if the data is proprietary or confidential. These limitations indicate that the findings can offer useful information but should be used cautiously in other settings.
As a result, reflective writing has also been used to provide a personal account of the researcher’s observations and experience while in placement (Dwivedi and Wang, 2022). The reflective writing analyses personal insight and learning outcomes to improve our knowledge of the hotel’s operational environment. The research of Potla (2023) highlights that this is a good way to discover subjective insights about guest management practises, staff interactions and internal processes, which are not easily quantifiable but essential in understanding the hotel’s organisational culture.
Another method used in this research is studies, such as Paluch et al. (2022), in which ethnography, like study of guest feedback and online platforms reviews, is also used. At a glance, this is digital ethnographic research for the digital world, that is, digital ethnography, which aims to analyse online interactions and reviews for the purpose of matching guest perception and satisfaction levels. The study is able to record real and unfiltered guest feedbacks and expand knowledge about customer satisfaction and service quality (Bulchand-Gidumal et al., 2024). While netnography is a useful data source, online reviews prevent its data from being available and it cannot do all guest experiences.
[bookmark: _Toc181879725]Case Study Discussion 
[bookmark: _Toc181879726]Overview of Ibis Brand and Budget Hotel Market
Ibis is one of the leading brands of the Accor group, and it has a presence in the global range of budget hotels. Having launched its first hotel in 1974, Ibis now has 1,200 hotels in around 60 countries worldwide, becoming one of the world’s leading budget chains (Buhalis and Moldavska, 2022). Ibis can serve guests, from business travellers who want convenience and affordability to leisure travellers looking for clean, reliable, and budget-friendly accommodations. Otto and Thornton (2023) posted that Ibis operates over 90 locations in the UK, each situated to take advantage of both urban and rural travellers, Chesterfield Centre Market Town being one of the more popular locations.
[image: ]
Figure 3 Budget Hotels Market Size, Share, Scope, Trends And Forecast 2030 
Source: Verified Market Reports (2024)
Obeng et al. (2024) has discussed in his study that Ibis is part of Accor’s portfolio and is characterised by its cost efficiency and standardised quality, allowing the brand to maintain its competitive edge in a crowded budget hotel market. Ibis, like budget hotels in the UK budget sector and with an occupancy rate of 80 % (on average) and a RevPAR estimate of £44, are an important part of the hospitality set (Aripin and Yulianty, 2023). In markets like Chesterfield, affordability and convenience are important factors for guests when they are staying short or are transient travellers, and this positioning is critical.
[bookmark: _Toc181879727]Ibis Chesterfield Centre-Market Town: Location and Context
Located in the heart of Chesterfield and based on Ibis Chesterfield Centre-Market Town hotel, it is easily accessible to popular Chesterfield and local area attractions alongside Chesterfield transport hubs. The hotel is situated at Lordsmill Street in the town centre within walking distance of Chesterfield’s historic market, the Crooked Spire Church and popular shopping destinations (Noman, 2023). This prime location adds to the hotel's attractiveness as Ibis’s no-frills accommodations make the perfect springboard for guests to explore the cultural and historical aspects of the town. It has been evaluated by Nwosu et al. (2024) that Ibis Chesterfield has taken advantage of a steady influx of travellers from domestic and international tourists who come to Chesterfield as a gateway to the Peak District.
In contrary to this, Otto and Thornton (2023) have argued in their study that the hotel’s steady demand year-round is based on the fact that retail, services and tourism drive Chesterfield’s economy. There is often seasonal peak demand resulting from local events or holidays when room management and guest service can be the difference in traffic flow and efficiency between thresholds for success and failure during these high-demand periods. Ibis also benefits from its proximity to public transport links, including Chesterfield Railway Station, for business travellers and tourists need to be close to transport and convenience (Lyon, 2023).
[bookmark: _Toc181879728]Operational Structure and Financial Overview
The Ibis Chesterfield Centre-Market Town is a streamlined hotel operating with a budget hotel organisational structure, emphasising efficiency and multi-role capabilities of staff. About 30 staff members are at the hotel, including housekeeping, reception, maintenance, and food service (Mamadaliyev, 2023). Since budget hotels are limited by resources in their budget, staff members need to address many responsibilities, providing operational flexibility and cost efficiency. According to Pangarkar et al. (2022) this is a harmonious approach to industry-wide trends in the budget segment, where lean staffing models help control overhead costs and maintain guest service standards.
In addition to this, from a financial standpoint, it fits the brand within its focus after the standardised, affordable accommodation. Another researcher has examined that the hotel price is kept within target for the budget segment room rate of £40 to £60 per night on a typical day, and there is both transient and long-stay guest coverage. The Ibis brand’s financial performance in the UK market shows steady growth due to high occupancy rates and targeted operational efficiencies. According to Accor’s financial data, budget hotels (Ibis properties) represent a significant part of the group's total revenue, which amounts to 35% of the group's hospitality portfolio income (Lukita et al., 2023). The performance here represents the wider budget hotel trend where affordability and efficiency drive guest satisfaction and profitability.
[bookmark: _Toc181879729]SWOT Analysis
A SWOT analysis of Ibis Chesterfield Centre-Market Town highlights the hotel’s strengths, weaknesses, opportunities, and threats within its operational and competitive landscape.
[image: How to Complete a Personal SWOT Analysis]
Figure 4 SWOT Analysis 
Source: Shafi (2023)

	Strengths
	Weaknesses

	- Prime location in Chesterfield’s town centre with accessibility to key attractions.
	- Limited amenities due to a budget-focused model, which may not attract all guest segments.

	- High brand recognition under Accor, providing marketing support and brand trust (Lakhani, 2023).
	- Small staffing team, which can strain resources during peak occupancy periods.

	- Emphasis on affordability, appealing to price-sensitive travellers.
	- Limited budget for technological upgrades compared to luxury segments (Lakhani, 2023).

	- Consistent quality standards across Ibis properties, fostering repeat business.
	- Basic room features compared to mid-scale or luxury hotels.



	Opportunities
	Threats

	- Increasing trend in budget travel and tourism in the UK market.
	- Competitive pressure from other budget brands, such as Premier Inn and Travelodge (Kunduru, 2023).

	- Potential for technology integration to enhance guest experience.
	- Economic fluctuations are impacting discretionary travel spending.

	- Collaboration with local businesses to attract leisure travellers (Kedi et al., 2024).
	- Seasonal variations in demand that may affect revenue stability.

	- Expansion of Accor’s loyalty program benefits to increase brand loyalty.
	- Rising operational costs, particularly in labour and supply expenses (Harahap et al., 2023).



[bookmark: _Toc181879730]PEST Analysis
A PEST analysis provides a macro-environmental context for Ibis Chesterfield, evaluating how political, economic, social, and technological factors influence operations and strategic decisions.
[image: PESTLE Analysis. How to Conduct a PESTLE Analysis for… | by Anirban  Mukherjee ✍️ | Medium]
Figure 5 PESTLE Analysis 
Source: Mukherjee (2019)

 
[bookmark: _Toc181879731]Political
- UK regulatory policies, such as labour laws and health and safety standards, influence operational practices.
- Ibis Chesterfield relies on minimum wage regulations to comply with.
- According to Williams (2023), Staffing levels and operational costs directly depend on health and safety standards.
- Labour market conditions are affected by Brexit-related policy changes, which may affect hiring practices and cost structures (Katragadda, 2023).
[bookmark: _Toc181879732]Economic
- However, Wang et al. (2022) has discussed in their study that operational costs, particularly in labour and supplies, are driven up by inflation rates.
- Rising costs pose a challenge, as budget hotels are not flexible enough to raise their room rates.
- Chesterfield’s steady local economy, based on tourism and retail, consistently creates demand for budget accommodations (Evans, 2024).
- Budget hotels have seen a surge in revenue from domestic tourism post-pandemic.
[bookmark: _Toc181879733]social
- Demand for accommodations such as Ibis increases from consumer preference for budget travel.
- More and more, as posted by Van Nguyen et al. (2022), travellers are choosing essential comforts and affordability over luxury amenities.
- Guests expect sustainable practices and that awareness will be heightened.
- Ibis has reduced single-use plastics and used energy-efficient options to meet these expectations (Dwivedi and Wang, 2022).
[bookmark: _Toc181879734]Technological
- Technology helps to make the guest experience better and helps you with operational efficiency.
- Mobile check-ins, automated booking, and digital concierge services have become innovations that improve guest convenience (Bulchand-Gidumal et al., 2024).
- However, due to budget constraints, the digital solutions integrated by Ibis Chesterfield were limited and could not incorporate other technological advancements.
- However, as per Roy et al. (2022) further investment in digital infrastructure could continue to improve efficiency and help attract tech-savvy young travellers.
	PEST Factor
	Description

	Political
	- UK regulatory policies, including labour laws and health and safety standards, impact operational costs and staffing.
- Raza et al. (2023) has asserted in this research that compliance with minimum wage regulations is essential for budget hotels.
- Brexit-related policy changes may affect hiring practices and overall cost structures.

	Economic
	- Inflation impacts operational costs, especially labour and supplies, challenging budget hotels with limited flexibility to adjust rates.
- Chesterfield’s stable local economy, supported by tourism and retail, provides consistent demand for budget accommodations (Aripin and Yulianty, 2023).
- Post-pandemic domestic travel surge has positively affected revenue for budget hotels.

	Social
	- Increased preference for budget-friendly travel aligns with Ibis's positioning, driving demand.
- Travelers prioritise affordability and essential comforts.
- Rising awareness of environmental responsibility shapes guest expectations.
The Potla study (2023) anticipates that Ibis will adopt sustainable practices, such as reducing single-use plastics and implementing energy-saving initiatives.

	Technological
	- Technology is essential for improving guest experience and operational efficiency.
- Mobile check-ins, automated bookings, and digital concierge services enhance guest convenience (Buhalis and Moldavska, 2022).
- Ibis Chesterfield has integrated digital solutions to streamline operations, though budget constraints limit further technological advancements.
Otto and Thornton (2023) found that continued digital investment could improve efficiency and attract tech-savvy travellers.


Top of Form
Bottom of Form

[bookmark: _Toc181714360][bookmark: _Toc181879735]Competitor Analysis
	Competitor
	Price Range
	Quality of Rooms and Services
	Added Amenities
	Overall Attractiveness

	Ibis Chesterfield Centre-Market Town
	£50-£70 per night
	Consistent quality, clean rooms, reliable service
	Basic amenities, convenient location
	High: Affordable with consistent quality

	Premier Inn Chesterfield North
	£60-£80 per night
	Known for comfort and strong customer service
	Restaurant on-site, 24-hour reception
	High: Slightly higher price but high customer satisfaction

	Travelodge Chesterfield
	£45-£65 per night
	Basic, no-frills rooms; variable quality
	Limited amenities, affordable parking
	Medium: Affordable but less consistent quality

	Holiday Inn Express Chesterfield
	£75-£90 per night
	High-quality rooms with modern amenities
	Complimentary breakfast, free Wi-Fi
	High: Quality-focused, more amenities

	Local Independent B&Bs
	£40-£60 per night
	Personalized service, but quality varies
	Often include breakfast, unique decor
	Medium: Personalized, but inconsistent standards
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[bookmark: _Toc181879736]Netnography
A netnographic study of Ibis Chesterfield Centre-Market Town entails offering guests the spaces to express themselves on online platforms such as TripAdvisor, Google Reviews, and Booking.com. The evaluations obtained concern guests’ experiences and outline the suggestions for further enhancement.
Guest Satisfaction:
Positive Feedback: 
There is always general claim on the location of the hotel for instance where it is located in Chesterfield and its closeness to most points of interest and transport options (All, 2024). Check in is an important factor that guests usually note to be either easy or difficult and this is followed by the staff and value for money, these aspects are important to budget travelers.
Negative Feedback: 
There are also complaints about the room size, low quality furniture and sometimes proper housekeeping services. However, many guests understand that the hotel is not expensive, at the same time they would like to see more referenced solutions for instance more branded sanitary facilities, better air-conditioning systems, etc (Drozdowska et al., 2019).
Service and Staff Interactions:
Ibis includes efficient and smiling employees which all support customer satisfaction and repeat visits (Ishraq and Zakaria, 2023). Quick problem solving at front desks and satisfying encounters with many employees are mentioned frequently as recalling the brand’s emphasis on guest-oriented and conveniently accomplishing their tasks.
Comparative Sentiments:
Ibis is reasonable compared to other low-cost hotels which are located around the area, and Ibis is especially good for short term stays due to guarantee in the quality of the hotel and its convenient location (Cheng, 2019). Though travel may have slightly lower prices, ibis gets credit among travelers who trust a standard brand and tasty locations. However, while being just slightly higher in terms of quality, Premier Inn can hardly always boast the same low cost for a short-stay guest.
[bookmark: _Toc181879737]Theme Exploration
[bookmark: _Toc181879738]Introduction to the Theme
In the bustling town centre, Budget hotels like Ibis Hotel Chesterfield face many operational challenges, including balancing affordability with quality of service. As per Zuo (2023), Ibis is one of Accor’s established brands and appeals to guests seeking cost-effective accommodation without compromising their essentials. The operational dynamics of Ibis Chesterfield are explored in this exploration, including how the hotel manages efficiency, guest satisfaction, staff management, and technological integration (Maclean and Memmot, 2022). Strategic opportunities and challenges in a highly competitive market segment are revealed in each area. 
[bookmark: _Toc181879739]Operational Efficiency in Budget Hotels
Budget hotels like Ibis Chesterfield must operate on thin profit margins; operational efficiency is a cornerstone for its success. The hotel uses lean operational practices in housekeeping, inventory management and staffing to maintain profitability (Lutskyi and Chepurda, 2023). Housekeeping is one of our department's most intensive resource expenditures and is essential to maintaining guest satisfaction and maximising turnover rates. As posted by Wavei (2023), cleaning routines in peak seasons at Ibis Chesterfield are tightly controlled, and staff are cross trained to handle different tasks to allow the fastest room turns. Efficient rota management can cut labour costs by 15%, and at Ibis, these optimised schedules allow the hotel to meet high occupancy demands, says Mamadaliyev (2023).
Inventory management is another essential part of operational efficiency, which deals with discovering supply with minimum wastage. Ibis Chesterfield operates on a manual inventory process that can sometimes create discrepancies and over or under-supplies in stock. According to Wang et al. (2022), automated inventory systems can reduce supply costs by about 10% in budget hotels. With Digital Inventory, Ibis Chesterfield could significantly accelerate ordering and tracking processes, keeping inventory from piling up and freeing people for other guest-centric improvements. Further operational efficiency can be achieved by reducing the energy expense associated with operating the hospitality industry by introducing energy conservation practices such as replacing old lighting with LED lighting and adding motion sensors for high-use areas (Kuokkanen and Van der Rest, 2022).
Through automated inventory management, predictive rota scheduling, and energy-efficient technologies, Ibis Chesterfield could increase its operational efficiency by 25% over the next five years (Kiprop, 2023). Without these improvements, hotel costs would not be reduced, and sales from reinvestment would also not be realized in other areas like guest comfort or technological upgrades to the hotel’s competitive advantage in the budget hospitality market.
[bookmark: _Toc181879740]Customer Satisfaction in Budget Hospitality
There’s no denying the importance of customer satisfaction in driving repeat business and positive reviews — both of which can impact the budget hotel business so heavily, which relies so much on the visibility of online platforms. Varney (2023) asserted in this research that, as with all Ibis hotels, Ibis Chesterfield is focused on delivering core comforts: cleanliness, comfort, and a speedy booking process. Van Nguyen et al. (2022) research finds that about 70% of guests in budget hotels prioritise cleanliness and a smooth cheque experience over premium amenities. To this end, Ibis Chesterfield ensures that rooms are luxurious and clean, with rigorous protocols regarding housekeeping to ensure they are ready on time. The cleanliness of the hotel meets guests' expectations, but limited budgets fail to pay for room upgrades and modernisation, especially for those who are used to something newer or more luxurious (Ihnatenko et al., 2023).
A fast and uncomplicated check-in process is also important to guest satisfaction, specifically for businesspeople or guests who stay short (Giousmpasoglou and Marinakou, 2024). Ibis Chesterfield’s current cheque-in system is efficient. However, people still must check in at the front desk when the hotel is at capacity. Lyon (2023) studied travellers and found that more than 60 per cent like hotels that offer mobile check-in as this is convenient and takes time to wait. 
Moreover, it has been discussed in the research of Tekeli and Kasap (2023) that a mobile check-in could be a solution to reduce front desk queues serving Ibis Chesterfield to offer a better arrival experience and increase their guests' satisfaction. Guests who return to the hotel can also take advantage of loyalty recognition programmes, even if they are budget friendly. Minor room upgrades, such as investing in mobile check-in and the recognition of frequent guests, will increase Ibis Chesterfield customer satisfaction ratings by about 15%, leading to longer retention and positive reviews (Frétigny et al., 2024). Low-cost and impactful, such improvements address the key guest priorities within the budget constraints of this hotel segment.
[bookmark: _Toc181879741]Staff Management and Turnover
Staffing efficiency is both a need and a challenge in budget hotels like Ibis Chesterfield. It has been analysed in the research of Sopyan et al. (2023) that a lean staffing model allows the hotel to have manageable labour costs, but employees often have multiple roles to perform. While this is a cost-effective practice, it can lead to burnout and high turnover rates, a common problem in budget hospitality where roles offer little career advancement. It is a known fact that budget hotels have a high turnover rate, and the hospitality industry turnover rate is around 70%, nearly twice as high as that of other sectors (Sun et al., 2023). Across the business, at Ibis Chesterfield, front-line employees in housekeeping and reception are often asked to multitask, which can over-stress resources and impact service quality during peak times.
However, retaining staff in budget hotels continues to be a real challenge, as salaries of budget hotels are generally not competitive compared to mid-range or luxury hotels. A report by Kunduru (2023) suggests training and development programs can cut turnover rates by as much as 25%. During their time with Ibis Chesterfield, they offer little to no on-the-job training, and the only focus seems to be on customer engagement and communication skills, which are critical for increasing guest happiness. Furthermore, turnover isn't the only contributor to employee turnover – limited recognition initiatives may also create employees feeling undervalued (Eschenbrenner et al., 2023). A structured recognition programme with performance-based rewards and small incentives may be able to increase morale, increase loyalty and decrease turnover.
Consequently, a culture of open communication could also encourage employee engagement and retention (Dev, 2024). For example, regular feedback sessions where staff can tap into their creativity and offer tips for implementing new operations may enable management to understand its challenges and even more spot opportunities for improvement. It has been evaluated by Remy and Kruesi (2023) that if Ibis Chesterfield were to invest in staff development and recognition initiatives, they could (potentially) reduce their turnover rate by 20%, resulting in more consistent service quality and lower recruitment costs as time goes by.
[bookmark: _Toc181879742]Technological Integration and Its Impact
Technology's functionality has helped transform the hospitality industry; it has made budget hotels capable of streamlining operations, better engaging guests, and generally becoming more efficient (Demirciftci, 2022). Unfortunately, financial constraints restrict technological integration to a basic system for booking and management at Ibis Chesterfield. This is especially true in a sector where digital convenience is increasingly prized. As noted by Roy et al. (2022), digital solutions such as mobile cheque-in, keyless room entry and in-room technology can result in up to a 30% increase guest satisfaction for younger, tech-savvy travellers.
Today, the Ibis Chesterfield property management system (PMS) offers basic functions, like reservations and front desk, but lacks more sophisticated features like occupant forecasting and automation of the housekeeping schedule. Studies, such as by Rahim (2023), show that more efficient resource allocation could arise as a secondary result of upgrading the PMS to a more sophisticated system that offers real-time occupancy data. Moreover, mobile cheque-in options could be complemented by self-service kiosks at the reception area to allow guests to check in or check out quickly and avoid queuing at the front desk (Burkert et al., 2022).
Ibis Chesterfield is at a competitive disadvantage because other budget hotel chains, such as Premier Inn and Travelodge, have begun to adopt mobile technology but do not offer mobile and digital room access. According to a report by Huc-Hepher (2021), over 60% of budget travellers would opt for a hotel with mobile technology over a hotel without. Such digital solutions could, in this way, improve Ibis Chesterfield’s appeal to a wider group of guests and could increase occupancy by up to 10%. Ibis Chesterfield could modernise its operations by gradually investing in technology, starting with an upgraded PMS and basic digital cheque-in options (Belhaj and Lankauskiene, 2024).
[bookmark: _Toc181879743]Areas for Development
Ibis Chesterfield can perform several targeted improvements to improve operations efficiency, guest satisfaction, and employee engagement to enhance service performance and competitiveness (Ayaya, 2022). The first approach that should be made is to use automated inventory and rota management systems to optimise resource allocation and lessen wastage. Using cloud-based inventory tracking, the hotel could monitor supply in real-time to ensure stock shortages or over-ordering — common budget hospitality problems. At the same time, it has been highlighted in the research of Puspita et al. (2024) that predictive rota scheduling could assist the hotel in better controlling its labour use, especially during peak occupancy periods, so that staff resources are allocated in line with actual demand as opposed to predicted requirements.
On the other hand, it has been argued in the study of Ouma (2023) that increasing room comfort upgrades would also play a major part in increasing guest satisfaction at Ibis Chesterfield. While big-scale refurbishments may be limited by budget, small changes, like better quality bedding, toiletries, etc., can make a difference to guests, especially for return visitors who like consistency and comfort (Altena, 2023). With the guest-centric approach followed by leading budget hotels, offering these minor enhancements helps the hotels achieve their guest-centric goal and increases guest retention since comfort remains one of the top priorities for travellers.
Another recommendation is implementing mobile cheques and digital room keys, now standard traveller expectations (Maclean and Memmot, 2022). Guests can now skip the front desk and check-in at rooms immediately, which also helps eliminate the crowds at the reception during periods of demand. With this streamlined cheque-in process, the guest experience will be better and better for business and leisure travellers. Nwosu and Esara (2023) have identified in their research that mobile cheque-in is very helpful in improving the guest's journey by making it quick and seamless from arrival to room access.
To have structured training and to emphasise customer service skills, it is important to increase satisfaction among and keep employees. According to Nica et al. (2023), few growth opportunities and little employee recognition are often the reasons for high turnover rates in budget hotels. Ibis Chesterfield can use this formal recognition system to show that it values its employees and creates a good work culture that may reduce turnover and improve service quality (Lutskyi and Chepurda, 2023). High performance is recognised and rewarded not only for morale but also to ensure a consistent level of service that is good for the hotel’s overall brand reputation.
Finally, investing in technology for business operational efficiency should give Ibis Chesterfield a competitive advantage. To compete with a broader demographic of tech-savvy travellers the hotel wants to attract, the hotel can upgrade the property management system (PMS) to support features such as occupancy forecasting, automated housekeeping scheduling, and self-service kiosks (Kuokkanen and Van der Rest, 2022). Such technological integration at this level fits the hospitality industry's direction by making the process convenient for controlling the operation and getting insight. In their study, Murti et al. (2023) discussed that if adopted, Ibis Chesterfield could save up to 25% on operational costs while improving guest satisfaction by 15%. These improvements would help the hotel to survive in the budget hospitality market and comply with it changing guest expectations as well as setting an operating model that is economically viable.
[bookmark: _Toc181879744]Conclusion and Recommendations
Given this, this present analysis presents operational strength and weakness identified in the context of Ibis Hotel Chesterfield that could enable the organisation to leverage on in order to retain competitive advantage. The hotel has laid strong foundation in core functional areas like housekeeping, customer service, cost management and operating on lean resources. However, there are a lot of room for improvement in those areas. This allows us to address current gaps in operational efficiency; improving guest satisfaction; engaging staff more effectively through modern technology; and meeting changing guest demands. The growth potential in these areas also indicates Ibis Chesterfield can continue to offer higher quality service at its budget friendly price.
[bookmark: _Toc181879745]Key Conclusions
As Ibis Chesterfield is a lean structure, operational efficiency is essential to controlling expenses, especially by tight housekeeping and inventory control. Manual inventory and rota management are used extensively by the hotel, and while this keeps costs down, it can lead to resource inefficiencies, i.e. supply shortages and overstocks. Cross-training housekeeping employees have helped with labour costs, but this type of manual process does not allow the hotel to be flexible in terms of responding to changes in occupancy or supply needs. These areas lend themselves to some form of automation, enabling resource allocation to be more strategic and cutting operational costs consistent with budget hospitality trends.
Customer satisfaction is important too, and guests to Ibis Chesterfield want basic but reliable, clean, and reliable in their booking. The hotel has been successful with cleaning and speedy check-in, but the hotel’s budget has limited room upgrades and guest-facing technology. Therefore, guests could feel short on the inside compared to competitors, who have more current rooms. While Ibis Chesterfield fits the bill for what I consider essential services, it could do better in the budget market, where travellers are more willing to pay more for their comfort and convenience, as the minor room improvements to the room would catapult it to a higher swankiness.
Examining staff management and turnover, it’s clear that the lean staffing model, in which employees are asked to do several things, is cost-effective but can lead to burnout and high turnover rates. Career development opportunities are limited in the budget hospitality as this is a common issue. If there is no structured recognition or career progression, employee satisfaction decreases, affecting the quality of the service delivered. Not only does staff turnover disrupt consistency in guest service, but it also costs you extra behind the scenes in the form of hidden recruitment and training costs. With targeted initiatives, these two aspects could be addressed, but at the same time, operational stability and guest experience would be enhanced.
Ibis Chesterfield is a critical gap in technological integration, as budget-conscious travellers are demanding more convenient features like mobile cheques and digital room keys. The hotel’s existing property management system can perform basic functions but has not integrated the more complex functions, including occupancy forecasting and the automation of housekeeping schedules, to streamline operations. Ibis Chesterfield risks being unable to attract tech-savvy guests who expect a seamless digital experience, which is why its competitors in the budget sector are investing in such technology.
[bookmark: _Toc181879746]Recommendations
It is imperative that based on the key findings, several recommendations are made to improve Ibis Chesterfield’s performance. It has been anticipated in the study of Mirzoeva (2024) that automated inventory, rota, and allocation management would allow better control of supplies and allocation of labour, reducing production loss and inefficiencies and enhancing flexibility in operation. Real-time supply monitoring in the cloud would eliminate wastage and ensure that the necessary items are always available. Predictive rota scheduling could reduce operational costs while improving staffing efficiency by optimising labour resources along demand patterns (Kiprop, 2023). These areas could achieve automation that would increase operational efficiency by an estimated 15%, freeing resources for reinvestment in the guest experience.
Upgrades to room comfort could be done gradually and greatly impact guest satisfaction without breaking the bank. Legitimate comfort in budget hotels requires us to invest in minor improvements, such as bedding, higher-quality toiletries, or modern furnishings (Ihnatenko et al., 2023). The focus is on essentials rather than luxury additions, making these changes cost-effective and sustainable. It has been determined in the research of Mensah et al. (2023) that the hotel can address these comfort-related aspects and appeal to returning guests and the brand in the budget sector, thereby increasing the guest satisfaction rating by approximately 10%.
However, it has been argued by Majeed and Kim (2023) that guest preferences for convenience and reduced front desk congestion at peak times would be served by integrating mobile cheque-in and digital room key systems. Through these digital solutions, guests can skip the cheque-in part altogether and receive an improved arrival experience and the desire of modern travellers to be quick and efficient. Combining mobile cheque-in with digital room access enhances convenience and provides an adaptable, guest-focused brand for Ibis Chesterfield (Giousmpasoglou and Marinakou, 2024). With the high need for digital convenience, this integration would greatly boost the hotel’s competitive position.
To improve staff retention and service quality, the development of an employee training and recognition programme is necessary. Better guest interactions would have been created through the structuralised program focusing on customer service skills (Frétigny et al., 2024). A recognition system would further encourage staff and lead to a more engaging workplace, reducing turnover. It has been recommended in the study of Zuo (2023) that rewarding high performance might be recognised, leading to staff loyalty that will stabilise service quality and control the recruitment cost caused by high turnover rates. A better, more consistent, and satisfying guest experience could be achieved through enhanced training and recognition, improving the brand’s service reputation.
Another researcher, Wavei (2023), has examined in his research that another aspect that would finally improve operations would be upgrading the property management system (PMS) to support resource optimisation. The resources would have been better managed if Ibis Chesterfield had a more advanced PMS detailing occupancy forecasting, automated scheduling, and performance tracking (Eschenbrenner et al., 2023). This upgrade would enhance scheduling accuracy and enable real-time adjustments to support operational responsiveness to guest demand. The integration of these features will improve the operational control of the hotel and bring it in line with the technological standards of the hospitality industry, meeting the expectations of both staff and guests.
[bookmark: _Toc181879747]Final Thoughts
The outlined recommendations provide Ibis Chesterfield with strategic ways of increasing operational efficiency, technological capabilities, employee satisfaction and guest experience. The improvements align with industry trends and changing guest expectations, putting the hotel in a good position to succeed in the extremely competitive budget market. Together, enhanced guest convenience, operational automation, and staff engagement could lead to up to a 25% increase in operational efficiency and up to a 15% increase in guest satisfaction (Demirciftci, 2022). It would allow Ibis Chesterfield to continue its commitment to cost-effective operations and, at the same time, deliver a higher quality, more reliable guest experience that will help foster customer loyalty and long-term growth.
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My placement at Ibis Hotel Chesterfield, I gain the various opportunities that help me to gain various aspects of hotel operations, the team dynamics and the customer services. During my placement I gained the lot of experiences and it improves my skills to understand the hospitality industry (Alnawas and Hemsley-Brown, 2019). Moreover, during placement at Ibis Hotel Chesterfield my professional as well as personal skills are improving. I used the Gibbs reflective model to reflect my overall Placement journey. The Gibbs reflective model is one of the structured models that help the individuals to learn various things from their experiences through analysing in a systematic way. Professor Graham Gibbs developed the model in 1988 (The University of Edinburgh, 2024).
[bookmark: _Toc181879749]Description
At the Ibis Hotel my role that included helping with all the front desk jobs, receiving and answering guests’ inquiries, and helping housekeeping staff. I arranged with the guests, taking and processing paying guest registration cards, checking guests in and out and overseeing cleanliness & tidiness of the facilities (Wu and Gao, 2019). I was able to notice the different interactions between the employees and customers and noted how crucial it is to have good communication and collaboration with good teamwork in creating an epic guest journey.
[bookmark: _Toc181879750]Feelings
In the start, I had a mixed feeling both anxious and excitement for my placement journey at Ibis hotel. I was very excited to bearing responsibilities and being afraid of facing guests and handling versatile roles of a busy hotel. With time, I gained confidence in the ability and started to feel like the position was right for me. There were some stressful situations, particularly during rush hours when the number of people arriving is growing rapidly and when there is the pressure of time for making choices (Kim and Kim, 2022). These feelings made me realize the need to have calmness and or having good time management especially in the hospitality industry.
[bookmark: _Toc181879751]Evaluation
Reflecting on my experiences, I identified several positive aspects of my placement. I had noticed how nicely the staff worked together to make everything run as planned. They all helped each other, making it possible to have close cooperation and each felt responsible for everybody. Such integrated harmony not only intended to improve rational efficiency, but also ultimately produced a favourable attitude at work. Moreover, I enjoyed most of my working experience was being able to interact with guests. Positive interactions made me feel good for instance when guests indicated that they are satisfied with services. But I also faced some difficult clients, which made more difficult for me to act patience and to communicate with them. These experiences underscore the argument that demanded the so-called emotional quotient in place in hospitality. In addition, key areas of concern was how to manage contingencies like; room overbooked or any mechanical failure in the building (Bravo et al., 2019). These scenarios deployed exercise of analytical judgements and of decisions. I was also able to discover that even though there are standard operating procedures when it comes to handling customers, there is always need for dynamism in case of guests’ complaints.
[bookmark: _Toc181879752]Analysis
Over the period of my placement, I understood that provide high quality services to the guests is the most significant element although the company should also be profitable. The hotel industry operates on the premise of ensuring the implementation of quality experiences which have a positive impact on guests and businesses (Das, 2023). My observations revealed several key themes. Thus, it refers to practice I have identified when communicating that topic free from misunderstandings supported by open and friendly attitudes. Exceptional service delivery to the customers is an integral practice in the operation of hospitality organizations. It will be found that staff training and development to deal with different circumstances would affect positive or negative guest perception. One of the important character traits includes the capability to be stress free during the time of stress. I started to be mindful, pay attention to possibilities instead of drawbacks while making decisions during stress.
[bookmark: _Toc181879753]Conclusion
My placement at the Ibis Hotel Chesterfield offered me a valuable chance of understanding of hotel industry. From the Ibis Hotel placement journey, I developed the skills of the key behaviours in the workplace including the ability to communicate with other people, working in a team, and the ability to solve problems. Emotional intelligence to manage the guests and the various occurrences was new information to me. I was able to learn the challenging dynamics between providing high-quality customer experience and at the same time keeping the business running smoothly. This shows that I have passion in hospitality management career because gives me the satisfaction to make other feel comfortable.
[bookmark: _Toc181879754]Action Plan
In the further work, I would like to continue the getting the skills from the placement that built by the knowledge and invaluable experiences. My action plan are that I will continue my education training in communication, court room etiquette and management of conflict situations. I intend to get other placements in the different areas of operation in the hospitality industry including the food and beverage operations department. I will keep on practicing measures of emotional intelligence that will see me practice mindfulness in my working environment to reduce anxiety while in other cases will employ stress relieving strategies to reduce stress while working on a project. My aim is to engage with the professional working in the hospitality industry so as to learn from their experience and it is likely to take them to the next level.
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