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                                     Abstract 
The research has been done to identify the impact of the digital check-in services provided by Premier Inn hotel in improving the customer experience. Customers in this case are the guests who gets satisfied from having digital check-ins as they do not have to wait for long time in the queues while visiting a hotel. The research has helped in understanding the extent to which Premier Inn which is a budget hotel is able to provide guest satisfaction through having the check-ins facilities provided through digital platforms. From the previous research articles, it has been identified that hotel industry is adapting the process of letting guests do the check-ins through scanning QR codes or have the facial recognition technology in place. It helps in having access to the hotel rooms without the need of physical keys and helps in having the convenience of checking without much hassle. There is advantage obtained in having useful customer insights and the staffs are able to engage in productive tasks of preparing the rooms accordingly rather than having to worry of making the guests go through the check-in process. 
The reserach is done to identify the strengths and limitations of the digital technologies in place for Hotel Premier Inn to have the check-ins for the guests. This is done through secondary data collection method and case-study based analysis is done of the ways in which Premier Innis able to provide the facility of digital check-ins to its guests as well as the areas that need to be improved. There is consideration of the feedback from the TripAdvisor platform given by guests who have booked or tried to stay in hotel rooms of Premier Inn. It has been identified that Premier Inn provides the basic process of doing the check-ins through help of the mobile application as it provides the QR codes to be scanned by the guest while they enter the rooms. 
Beforehand, the details can be given as entry into the system of Premier Inn through the mobile application by the travellers at most 48-hours before their check-ins. This process has been beneficial in most cases and has provided positive experience to the guests coming in the hotels. It has enabled the guests coming at Premier Inn to save time in doing the check-ins, however, there are certain challenges faced in dealing with specific cases such as not been able to manage real-time updates of the booking happening physically and showing wrong information to the people who are booking online as well as checking in through digital devices. This happens mainly in case when the individual booking the rooms online and doing digital check-ins arrives latter than the individual who have booked the room physically even it is done after the online booking is done. This issue needs to be resolved through increasing the robustness of the system in place by Premier Inn and used for digital check-ins. Premier Inn need to make sure that the access to rooms is also provided by mobile devices acting as digital keys as done by easyHotel and also have the same technology of digital check-ins incorporated in all hotel rooms of Premier Inn. 
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[bookmark: _Toc212155771]Chapter 1: Introduction 
1.1 Research Context
The research context lies in identifying the effectiveness received by Premier Inn in making guests do the check-in procedures through help of advanced digital technologies. Hotel chains are deploying the technology to allow guests to do automated check-ins and check-outs so that there is convenience in entire process which would otherwise take more time to get completed (Kapogianni, 2025). The research is done to identify the related strengths and limitations of incorporating such a technology upgradation in hospitality services and ways in which Premier Inn can improve upon the technology adoption process to have more advantage. 
[bookmark: _Toc212155772]1.2 Overview of the hotel
Premier Inn has been the largest budget hotel chain of UK and is owned by Whitebread Plc. The hotel chain consisted of 800+ hotels located throughout UK, Ireland and Germany. There are all together 77,000 rooms through which the hotel chain provides hospitality services to the guests. Premier Inn hotels are located near arenas, universities, marketplaces and close to all major tourist destination or places of attraction (Premierinn.com, 2025). The hotel chain continuously invests in upgrading the technologies in use such as make use of self-service kiosks, in-app mobile functionalities so that guest experience improves by decreasing their wait times (Premierinn.com, 2025). The research study is done to identify the effectiveness of these digital check-in technologies deployed by Premier Inn hotel chains in providing satisfactory guest experience. 
[bookmark: _Toc212155773]1.3 Key themes to be explored within the study
Digital Check-In Technology- Digital Check-in Technology is a process which helps individuals to complete registration as well as gain access to services without manual process or in-person interaction (Dikken, 2020). It is accomplished through use of mobile application or self-service kiosks. There is also use of technologies such as QR codes or facial recognition process so that access is received for checking-in to the rooms (Arapou and Kapiki, 2023). 
Customer Experience- Customer Experience (CX) is considered as the total impression that an individual has of the company or brand. It happens through interaction done across entire journey of the customer starting from the booking of hospitality services to that of process of check-out (Pal, 2024). CX improves when guests get the convenience of checking-in without have to wait much and get room services as per their preferences. 
Check-In Procedure- Check-in process in hotels involves going through a reservation process and providing identification as well as payment followed by getting the keys for accessing the room (Moser, 2022). 
[bookmark: _Toc212155774]1.4 Research Rationale 
The research rationale is based on understanding ways in which customer experience and convenience of doing check-ins get easy due to development of digital technologies. Premier Inn introduced the automated self-check in/out process in its Sheffield chain of hotel to increase the speed of entire process (Premierinn.com, 2025). This is followed by introduction of in-app technology to do check-ins/outs as well as have on-the-go bookings. These technology upgradations help in quickening the process of check-ins and check-outs, thereby improving convenience of guests while booking rooms with Premier Inn hotel (Premierinn.com, 2025). However, there are challenges faced in maintaining database security as access to rooms can be obtained through intruding into the database server and hence, the hotel chain’s IT department need to take proper measures to avoid such threats. For example, systems breaking down leads to issues in doing check-ins and outs as staffs are not readily available for those process as the hotel chain becomes dependent on automated technologies.  There is need of identifying the relative strengths that Premier Inn that it receives from incorporation of such digital technologies for doing self-check-in and outs (Premierinn.com, 2025). There is also need to identify the customer perception by gathering feedback received from them regarding the use of such advanced technologies and it has helped in benchmarking the effectiveness of hospitality services given by Premier Inn as compared to other hotels. 
[bookmark: _Toc212155775]1.5 Research Aim and Objectives 
The aim of the research study is to evaluate the impact of digital check-in systems on satisfaction level of guests within Premier Inn hotels in UK. The study has explored the ways in which self-service digital check-in technology adoption within the hotel chain has enabled customers to have convenience as well as helped in improving overall staying experience. Through the research, there is identification of the perception of gests regarding this upgradation of technology use within premier Inn as well as challenges faced at times due to over dependence on such advanced technologies. 
Research Objectives 
The research objectives addressed through the research are as follows:
· To examine existing secondary data on customer satisfaction levels in relation to digital check-in adoption
· To identify patterns, strengths, and challenges of digital check-in technology in the hospitality sector
· To compare Premier Inn’s implementation with industry benchmarks and best practices
· To provide evidence-based recommendations for enhancing customer satisfaction through technology-driven service improvements
[bookmark: _Toc212155776]Chapter 2: Literature Review 
[bookmark: _Toc212155777]2.1 Technology upgradation in hotel chains for check-ins and check-outs
Hotel chains are making use of automated technologies to upgrade the check-in and check-out processes so that they can provide convenience to guests in the entire process. A technology is adapted within a system or business when it has certain perceived usefulness and is easier to use (Thenahandi, 2023). In this case, it has been identified that through automated check-ins/outs provided through in-application within mobile devices provided convenience of allowing guests to have access to rooms without need of having to wait for staffs (Gupta and Sharma, 2021). Hotels can engage the staffs in giving a warm welcome to the guests instead and have more time in doing interactions if required to meet special requirements. The entire check-in process can be completed through mobile device before appearing in the hotel physically and helps in improving customer experiences as the room ambience can be set as per specific requirements (Mahalakshmi and Bharath, 2025.). The smartphone used by the user can be converted into digital keys for having secured access to the rooms and is integrated with NFC technology so that there is no need of dependence on assistance of staffs from front desk. This technology is on offer by Hilton Hotels and has led to improved guest experience. 
There are also self-service kiosks installed within hotels so as to allow guests to check-in and check-out independently. The kiosks have the technology integrated to scan IDs and helps in decreasing front desk queues as well as make the staffs to do personal interactions to provide at-home experience for guests (Moser, 2022). There is also development of hotel application and transaction processing system so that the check-out process can be automated (Stringam and Gerdes, 2021). Hotels nowadays are making use of facial recognition scan to provide access to hotel rooms in an automated manner. After verification of the identities, individuals are given access to enter the room and if the verification does not match then manual intervention happens. This has led to increase in security measures and also allowed the guests to have contactless experience of checking in as well as entering the hotel rooms after a day’s tour (Fredriksson and Schmidt, 2019). It has helped in having a hassle-free check-in process at end of the day when the guests might be appearing tired from doing all day tours (Daniel and Paul, 2023). Information taken through the automated systems during check-ins helps in setting the parameters to be maintained while doing check-ins and hence, customised experiences can be provided to guests.  
[bookmark: _Toc212155778]2.2 Impact of automated check-ins and check-outs on customer experience 
Guests are impacted on a positive note due to the implementation of automated check-ins and check-outs services provided by hotels. There is ease in doing check-ins as they do not have to wait in queue during peak seasons and helps in having smooth experience in getting access to rooms after hectic journey schedule. Post COVID-19, there has been advancement of such digital technologies and automation process for doing check-ins as there is greater control received in accessing the rooms without physical contact with keys or in-person (Živkovic, 2025). Individuals fear of getting infected as the coronavirus was assumed to be getting transmitted through air and contact (Kapogianni, 2025). The adoption of such a technology has helped hoteliers to gain trust of guests and there have been more check-ins done of the hotels providing facility of doing check-ins through digital devices such as mobile acting as keys (Dikken, 2020). Guetss appearing at hotels can expect to get specific hospitality services and it leads to increase in loyalty factor. This makes them to select the services of same hotel chain present in new tourist destinations they are visiting and helps in generating more revenue (Arapou and Kapiki, 2023). 
There can be examples given of technology integration done by hotels such as Hilton’s Honours Application which allowed pre-selection of rooms and on-the-go-booking along with mobile key access. There is also example of Marriot which makes use of the Marriott Bonvoy Application for having check-ins and check-outs, thereby giving guests the convenience of having hassle free access to rooms (Topsakal, 2025). Trust factor of guests increases as their rooms are only accessible through the smartphones having the unique QR code or facial recognition technology. It also allows the hotels to have complete information of the guests and accordingly, the next time they log in or book room services, preferred ambience can be set beforehand (Pal, 2024). There is also more convenience obtained by guests as through digital check-ins and check-outs, there is decrease in the chance of having errors in the process of billing or doing transactions (Madu et al., 2025). Guests can also give feedbacks instantly while booking the services or can request or instruct to have special arrangements in case there are any special occasions such as marriage anniversary or birthday in between at time of checking-in through digital forms (Negro, 2022). Enabling such guest experiences improves their perception towards the hospitality services provided. 
[bookmark: _Toc212155779]2.3 Challenges and limitations of automated check-ins and check-out services
There are certain challenges that are associated with the increase in dependence on digital technologies and IT-based solutions for automating guest check-ins/outs. It has been identified that there are issues related to maintenance of data security and data privacy as with digital touchpoints of customers increases. In case, the database server or the cloud storage platforms are not protected with multi-factor authentication system or do not have the data encoding system, then hackers find it easier to intrude into the system (Eren, 2022). This leads to gaining access of the personal identifiable information of the guests as well as access to financial details. This can make the hackers to get access of the financial transactions and bank details for doing fraudulent activities (APRILIA, DAMAYANTI and MARENI, 2025). Data privacy is also breached in case the guests’ personal identifiable information are used for marketing purposes without consent of the guests (Uddin, 2024). It also increases the probability of getting access to the personal identifiable information of guests by unauthorised users and increases the risk of engaging in unethical activities. 
These breaches lead to loss of trust of customers on the hotels’ automated check-in/out services, thereby reducing preferences of booking the hospitality services from same hotel. In addition to this, there are also challenges in meeting the guest booking process and digital check-ins if there is breakdown of the system servers or are hacked, thereby leading to financial loss (Sagnier et al., 2020). This is due to fact that the guests will be shown error while they will be going to book the rooms or have their digital check-in process (Mustafa, 2022). The communication channels can get hacked or can breakdown making it difficult to stay in touch with the guests during their booking process or check-ins, leading to dissatisfaction as well as irritation with the room booking process n case of urgency (Dudnyk, 2024). On other hand, senior citizens not having acquaintance with the digital technologies can find it difficult to do the room check-ins and check-outs using smartphones or smart-keys. Therefore, the technology upgradation might not serve the interest or purpose of engaging customers of certain demographics in booking rooms due to ease of checking in or out. 
[bookmark: _Toc212155780]2.4 Theoretical Underpinnings
[bookmark: _Toc212155781]2.4.1 Technology Acceptance Model (TAM)
This model suggests that an individual will make use of a technology or a company will adopt the latest innovation if it is easy to use and has perceived usefulness (Kamal, Shafiq and Kakria, 2020). Digital check-in facilities are one such technology that is comparatively easy to use for most of the target customers of hotels in UK and also there is usefulness such as providing efficient check-ins without need to have wait for the phsycial access. There will be usefulness obtained in doing check-ins through digital devices and allows travellers to be assured of the fact that they do not have to wait in ling queues. 
[bookmark: _Toc212155782]2.4.2 Innovation Diffusion Theory 
The innovation diffusion theory helps in identifying the fact that an idea or a technology adopted by a certain group spread rapidly across a population (García-Avilés, 2020). For example, the idea of providing contactless access to rooms without physical keys through digital check-ins is adopted by some hotels in UK at first and it was adapted by others along with having upgradation of the systems of doing it (Alyoussef, 2023). For example, there is the advantage of having the check-ins through self-service kiosks as well as by making the mobile device containing the application a digital key. It helps in having almost no contact with the physical keys and also the rooms can be accessed without intervention of employees. 
[bookmark: _Toc212155783]2.5 Research Gap
The research gap that has been identified that there is not much study done of how the budget hotels offering hospitality services at low rate are able to accommodate the implementation of advanced technologies such as digital check-ins/outs for improving guest experiences. This is the reason due to which the case of Premier Inn is considered and it become important to analyse how the hotel is able to accommodate the advanced technologies for providing customer satisfaction. There is also no such research done in which customer feedbacks and experience regarding use of digital technologies is gained to study their perception level as well as conveyance in using those systems for checking in or out of hotel rooms. Budget hotels face issues in maintaining the technology upgradation and system security protocols at regular intervals due to lack of investment scope in such advanced customer service technologies. However, Premier Inn is applying such technologies and this makes it important to do research on how it able to provide guest experience as per the expected standards or are lagging in realising the complete potential of such a technology upgradation. There is need of understanding limitations faced in incorporation of such a technology by a budget hotel such as Premier Inn and ways in which this aspect can be improved. 
[bookmark: _Toc212155784]2.6 Conceptual Framework
The conceptual framework is represented in following manner:



[bookmark: _Toc212155785]Chapter 3: Methods 
[bookmark: _Toc212155786]3.1 Research Methodological Approach Adapted
The research methodology that is adapted is that of case-study based and involves identifying relevant information as per the selected company. There are various research strategies that are available such as survey, interview, archive-based, ethnographic, experimental out of which is aligned with the research objectives need to be selected. In this case, there is need of identifying the ways in which a specific budget hotel in UK, Premier Inn is providing hospitality services through help of advanced technologies such as automated check-ins/check-outs. There is need of doing company-specific research and hence, a case study-based research method is apt in this case. There is need of identifying the customer perception and is done through identifying feedbacks given through different websites regarding the effectiveness of the digital check-ins/out services provided. 
Case-study based research strategy helps in gaining in-depth data and intensive study is done based on available information from business reports, online articles, published articles from authentic websites such as BBC, The Guardian (Johannesson and Perjons, 2021). However, the limitation is that there is less scope of generalisability of the research and also the process is time-consuming (Hancock, Algozzine and Lim, 2021). However, in this case, there is need of understanding the extent to which Premier Inn is able to incorporate the digital technologies to facilitate check-ins/outs services without human intervention as well as strengths and limitations of the technologies. There is also need of retrieving customer feedback in quick-time and hence, case-study research method is selected as it gives access to revlevant information for addressing research objectives.  
[bookmark: _Toc212155787]3.2 Underlying basis of data collection and appropriate research approach 
The underlying basis of data collection is validated by selection of the suitable research philosophy. In this case, since, there is case study-based data collection and analysis done, it is more relevant to have interpretivism research philosophy. Interpretivists consider reality to be subjective and are based on multiple opinions (Ryan, 2018). This is apt in this case as to gain idea of customer convenience and experience regarding the digital check-ins, their feedbacks and ratings are collected which are different from each other. Based on the relative perceptions, induction is done to address the research objectives of evaluating strengths as well as limitations of the technology in use by Premier Inn. This makes it appropriate to consider interpretivisms research philosophy and basis of research approach is inductive. This is due to fact that there is need of knowing relative efficacy of the digital check-in and check-out facilities provided by Premier Inn being a budget hotel as compared to others. Inductive research appropriate is when there is need of developing new statements and hypothesis based on findings from already published research papers, articles (Kumar and Ujire, 2024). This is the reason due to which inductive research approach is adapted in this case. 
[bookmark: _Toc212155788]3.3 Data Collection Technique and Analysis process
Data is collected from secondary sources such as journals, online articles and business reports, customer feedback websites revealing the ways in which Premier Inn is providing better experience to guests through digital check-ins/outs. The relevant information collected are studied for inducing the reasons behind customer satisfaction or dissatisfaction with the advanced digital technologies used for check-ins/check-outs. Case-study is developed regarding the strengths and limitations of Premier Inn in providing guest experience through digital check-ins and are supported by the customer feedbacks obtained to validate the convenience obtained. Secondary qualitative data analysis is done to meet the research objectives and also there is comparison done of the extent to which Premier Inn is able to meet the required efficiency in utilising the technology so that customer experience improves. Accordingly, recommendations are given so that the use of the digital technologies for supporting automated check-ins/outs can be improved. 
[bookmark: _Toc212155789]3.4 Ethical Considerations
There is need of considering certain research ethics while doing data collection from secondary sources in case-study based data collection process. This involves presenting the statistical figures authentically and citing the authors or publishing body accurately so that there is authenticity maintained throughout the research process. Credibility of the research work need to be maintained by collecting relevant and reliable information from business reports, customer feedbacks given regarding efficacy of the automated check-ins/outs provided by Premier Inn without staff intervention. There is no bias done in selection of the customer feedback and personal opinions are not given. 


[bookmark: _Toc212155790]Chapter 4: Findings and Discussion 
[bookmark: _Toc212155791]4.1 Digital check-in facilities provided by Premier Inn
From the FAQs in website of Premier Inn, there can be identification of the fact that checking in online is facilitated at certain selected hotels through help of Premier Inn application only. There can be use of any type of operating software out of Android and iOS in the mobile device having the application of Premier Inn for giving all relevant information such as details of guests (Premierinn.com, 2025). Full payment needs to be given through online channel if such check-in process is used and also must give the additional payments for having personalised breakfasts, Meal-Deal or Wi-Fi access (Premierinn.com, 2025). One of the drawbacks of the entire system is that after the transaction is done, there cannot be any cancellation done or amendment to make the changes in the booking as well as check-in process (Premierinn.com, 2025). Upon arriving at the hotel, the guests can scan the QR code at the kiosk and collect key followed by accessing the room booked. Digital check-ins are done by business personal travelling and need to book rooms on the go (Premierinn.com, 2025). It is done through logging in with the Premier Inn Business account and can give entry for flexible stays as well as pay later with 6 weeks of interest-free credit. 
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Figure 1: Digital Check-ins provided by Premier Inn
(Source: Premierinn.com, 2025)
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Figure 2: Customer Feedbacks about hospitality services provided by Premier Inn
(Source: Premierinn.com, 2025)
As per today, the service feature is used by almost 50,000 businesses throughout UK and has led to greater guest satisfaction due to flexibility in staying as payment giving option. Premier Inn has understood the pain-points of business travellers such as they can have cancellation of the scheduled meet up due to some urgent tasks. Individuals can save up to 15% with Business Flex that allows to have free amends as well as cancellation till 1 pm on day of arrival (Premierinn.com, 2025). All these specifications need to be given as input during the digital check-in process so that hotel has the relevant data for providing guest services accordingly (Premierinn.com, 2025). For example, business travellers checking in at 1:00 pm in the afternoon and mentioning the food requirements for lunch at a certain time before going out for a meeting gives the idea of the kind of quantities that need to be fed. It helps in curating the best available food items and also preferences of guests are identified from old entries of previously, they have stayed in the hotel. This has helped in keeping the guests satisfied from the hospitality services obtained from Premier Inn. 
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Figure 3: Digital Check-in process within Premier Inn
(Source: Premierinn.com, 2025)
[bookmark: _Toc212155792]4.2 Customer Satisfaction level and convenience achieved by the digital check-in facilities provided by Premier Inn
The online check-ins beforehand can be done 48 hours before the stay time and has led to guest satisfaction as lot of time upon arrival in the hotels of Premier Inn is saved. The Booking QR codes gets generated two days before check-in happens and travellers are given access to this in the ‘My Bookings’ section in the application, thereby giving easy navigation process within the application (Restaurantonline.co.uk, 2025). With Shiji’s Innovative Solution, Premier Inn has been able to provide smooth customer experience during digital check-ins as implementation of General Shared Cache reduced the load on the servers of the hotels (Shijigroup.com, 2025). It has led to quicker response time for customer searches and queries posted prior of doing the final check-ins. This has been one of the reasons due to which bookings percentage has increased by 177% in last quarter of 2025 for Premier Inn. The digital check-in ensuring tailored communication as specific requirements of each customer are asked has led to increase in guest satisfaction level as it has helped in improving the ‘service-first’ culture within the hotel. 
Premier Inn first used the digital check-in kiosks at a fully self-check-in hotel in Sheffield in the year 2009. Positive responses are received by Premier Inn regarding installation of these latest technologies and has led to starting of installation of more such automated kiosks. Furthermore, it launched the mobile application in 2011 and integrated the self-check-in process within the application (Restaurantonline.co.uk, 2025). This has helped in improving the customer experience as the time of doing self-checkout is reduced from 10 minutes to 1 minute. According to Sarah Simpson, the hotel almost checks-in 23,000 guests per day when the digital self-check-in technology was launched in 2009 and the process helped in improving the customer experience (Restaurantonline.co.uk, 2025). Feedback is received from the business travellers and they opined that the time-saving facility provided by kiosks increased their satisfaction level with hospitality services provided (Cdn.whitbread.co.uk, 2025). Premier Inn has received various awards such as ‘Best UK Hotel Group, National Geographic Traveller Reader Award’ in 2016 followed by ‘Best UK Midscale Hotel Brand, British Travel Awards’. 
However, there are cases which showed that there are issues with the self-check-in services provided by Premier Inn to customers (Premierinn.com, 2025). This was the case faced by one of guests on 6th January, 2017 when the individual booked a hotel room with Premier Inn at the Gatwick Airport (Tripadvisor.co.uk, 2017). At the time of confirmation, it showed that the room booking is done successfully and also check-in was done online to save time on arrival. However, upon arrival it showed ‘no booking’ as the family arrived late and hence, they are not able to get the rooms (Tripadvisor.co.uk, 2017). This showed that there were issues with having good integration of the online booking and check-ins happening with the offline pro0ces as the update made in between at the Premier Inn hotel is not relayed to the travellers doing self-check-ins from mobile devices. 
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Figure 4: Negative Customer Reviews about Premier Inn’s Digital Check-ins
(Source: Tripadvisor.co.uk, 2017)
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Figure 5: Negative Customer Reviews about Premier Inn’s Digital Check-ins
(Source: Tripadvisor.co.uk, 2025)

There is also another case which showed that the online booking facilities provided by Hotel Premier Inn is not up to the mark and caused irritation among individuals. For example, as reviewed by Hilary Rowland, ‘the website is useless for booking’ as it was not taking in booking for 2 adults and 2 breakfasts (Tripadvisor.co.uk, 2017). Upon getting the confirmation email, the individual was not able to edit the booking done also and the chatbot enabled by AI technology was not able to resolve the issue. This created challenge in having the booking as well as check-in process digitally (Tripadvisor.co.uk, 2017). This showed that the website and the AI-enabled technologies developed by Premier Inn have certain issues or challenges in providing satisfactory customer experience.  
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Figure 6: Negative Customer Reviews about Premier Inn’s Digital Check-ins
(Source: Trustpilot.com, 2025)
[bookmark: _Toc212155793]4.3 Strengths, challenges and relative patterns of how the digital check-in facilities are provided by Premier Inn 
The strengths of the digital check-in facilities provided by Premier Inn is that it has helped the individuals to have less time waiting at queue while doing check-ins. There is ease in accessing the online check-in technologies as guests need only to give their names, number and surnames as entries followed by doing the transaction. It has been a much-needed service feature for the guests coming for business purpose and have a hectic schedule to be maintained due to need of attaining meetings after traveling long distance (Gupta and Sharma, 2021). They are benefitted mainly by the early check-ins and having access to the hotel rooms as per the schedule without need of depending on availability of the staffs (Thenahandi, 2023). This has led to increase in preferences for Premier Inn to have corporate bookings by business travellers and also family members going for package tours or on solo are benefitted by the digital check-in services (Tripadvisor.co.uk, 2025). However, there are certain patterns identified with the check-in process that can be challenging for providing efficient guest services. This involves the case of lack of synchronisation in between online channels confirming the guests that their check-in process is confirmed and not having integration with the latest updates from the offline operations happening. 
For example, it has been identified that the family has booked and checked-into the rooms of the Premier Inn of Gatwick Airport through the digital systems, however, upon arrival it was identified that there is no booking done. This is due to reason that the family has arrived late due to flight delay and as hotels nearby airport are having high footfall, the rooms not checked-in is allocated to the guests who have first come physically (Tripadvisor.co.uk, 2017). This imposed challenge of having real-time updates due to limitation of the check-in systems incorporated by Premier Inn hotel and was not able to get informed of the check-ins already done. The system was not designed in such a manner that it can give message or alert regarding the late arrival which led the staffs or the operational head in the hotel to let the rooms booked by other guests (Tripadvisor.co.uk, 2017). Such experiences cause irritation and dissatisfaction among the travellers which leads to decrease in brand image as well as trust factor on the modern tech-based hospitality services. There is also limitation of the fact that no refund is obtained after the check-ins are done digitally beforehand or any edit in the bookings done. Such patterns of check-in services or facilities provided by Premier Inn at times has led to challenge in meeting the objectives of providing superior customer experiences. 
[bookmark: _Toc212155794]4.4 Comparison of the digital check-in facilities provided by Premier Inn with other hotels 
Premier Inn has been providing basic digital check-in experiences at many of the hotels located in different regions and the technology involved that of usage of the self-service kiosks. There is also provision of doing the check-ins through help of applications. One of the limitations is that not all hotels of Premier Inn provide the same facilities and hence, there are differences in the standard maintained in providing the guest services (Tripadvisor.co.uk, 2025). People booking hospitality services with Premier Inn get their keycard after arriving at the hotel post scanning the QR code (Tripadvisor.co.uk, 2025). In comparison to this, many hotels are offering the facility of using the mobile phone as digital key and give access to the rooms. The main competitors of Premier Inn are easyHotel and Travelodge which provides digital check-in facilities also and comparison need to be done by considering the Premier Inn’s facilities as benchmark. 
easyHotel provides the facility directly to customers or guests arriving at the hotel to use the Apple Watch, iPhone or any other smartphone devices as digital keycards. This is accessed through help of the easyHotel application and also guests can add room key to the digital wallet so that the front desk procedures can be skipped completely (Easyhotel.com, 2025). However, guests arriving at Premier Inn hotel need to collect the keys after doing the scanning of QR codes (Easyhotel.com, 2025). There is also the facility given of the Express Mode which enables an individual to unlock the door without the requirement to unlock it. This enables in having contactless access of the rooms, however, there is high risk associated if the database of easyHotel is hacked as it will give access to the images, personal data, financial information stored in the mobile device of the user. 
[image: ]
Figure 7: Digital Check-ins provided by easyHotel 
(Source: Easyhotel.com, 2025)
Travelodge is another budget hotel which is providing the guests access to rooms or digital check-in features through help of a mobile application or self-service kiosks. The process implemented by Travelodge is somewhat similar to the technology adopted by Premier Inn hotel chains (Travelodge.co.uk, 2025). Hilton hotels provide far more features with the digital check-in services and can be considered as an industry standard which Premier Inn need to achieve. However, budget constraint can be a limiting factor for having the adaption of the technology. Premier Inn need to invest from accumulated profit or by having investment from VCs so that similar facilities can be provided. For example, through downloading the application of Hilton- Hilton Honors application, there can be doing of the check-ins 24 hours before and hence, cancellation can be done at the last minute unlike one requiring to do the check-in 48 hours before in case of Premier Inn. There can be special request made at the stage of checking-ins and customise the option of staying. It can be stated that more or less, Premier Inn being a budget friendly hotel is trying to provide the same facilities through digital check-ins, however, it needs to improve the technical glitches and strengthen the functionalities of the back-end software. 
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Figure 8: Digital Check-ins provided by Travelodge 
(Source: Travelodge.co.uk, 2025)
[bookmark: _Toc212155795]4.5 Discussion 
[bookmark: _Toc212155796]4.5.1 Interpretation of the research findings in relation to existing literature 
From the research findings, it has been identified that Premier Inn been a budget friendly hotel offering the hospitality services at an affordable rate has been able to provide suitable customer experiences in most of the cases. This has been made possible through having the digital check-in facilities provided to the guests selecting hotel rooms of Premier Inn (Premierinn.com, 2025). This is aligned with the previous research studies which stated that hotel industry within hospitality sector is adapting latest technologies such as AI-based face recognition for giving access to hotel rooms, QR code scanning process, entering room through using mobile phones as digital keys. It has been identified from the theoretical underpinnings that a technology is adapted only when there is relative ease of use as well as perceived usefulness of the tools or techniques for all stakeholders involved (Mahalakshmi and Bharath, 2025). In this case, there is application of the Technology Acceptance Model (TAM) and it has shown that Premier Inn has benefited from the application of the digital check-in facilities through self-service kiosks and then QR-code scanning. Premier Inn has been able to give easy facilities for guests to do check-ins beforehand so that they do not need to wait for long queues in the reception or at the front desks. 
There is also perceived usefulness as the hotel sector businesses deploying the technology can gain access to guest preferences for making the room ambience accordingly or preparing the food dishes. It has helped in improving the guest staying experience as the hospitality services are provided in a customised manner (Arapou and Kapiki, 2023). The staffs are also engaged in doing other productive tasks rather than entering the guests’ details in the logbook or into the computer systems manually. It makes the hotel sector businesses such as Premier Inn to have maximum output from the workforce and prevent them from doing monotonous jobs (Premierinn.com, 2025). In most cases, the guests are also finding it easier to use the digital check-ins beforehand by filling in the personal as well as staying details, completing the transactions in a secure manner. However, as identified from the previous research studies, there can be issues faced by some senior citizens regarding the process of doing the check-ins earlier through digital tools and advanced technologies (Madu et al., 2025). This is due to the reason that they might not be acquainted with the process of using android devices or internet facilities to do the online check-ins or bookings. 
From the study findings, it has been identified that Premier Inn has been able to provide guest satisfaction and, in most cases, as per the feedback, they are perceiving the digital check-in facilities beneficial for them. It has made the hotel achieve the Best Budget Hotel Award multiple times (Premierinn.com, 2025). There are also positive reviews obtained from customers who are travelling for business purpose and has to save time through doing check-ins from their mobile applications. However, there are certain negative reviews obtained as there are discrepancies identified in the case of booking the hotel rooms digitally and checking in process with that of actually having the room reserved (Negro, 2022). It has been due to lack of robustness of the digital check-in systems incorporated by Hotel Premier Inn, preventing the hotel to have real-time updates of the rooms booked through digital platforms. According to the previous research studies, it has been hospitality services provided by a hotel can be perceived as negative if there are some specific bad experiences obtained by the guests. In case of Premier Inn, it has happened with some customers as per the reviews studied. In one case, there is no taking of order or booking of room for two guests and also no support was given the AI-enabled chatbots (Trustpilot.com, 2025). Such poor experiences of some guests cause negative perception among rest of the customers as word-of-mouth deteriorates in terms of spreading reputation regarding the hospitality services provided. Premier Inn need to improve upon these facilities provided by the use of advanced technologies through streamlining the digital check-in facilities. 
[bookmark: _Toc212155797]4.5.2 Implication of the research findings along with relative limitations
From the research findings, it can be implied that Premier Inn has been able to match the standard of the digital check-in services provided by the budget hotels in UK to similar extent as done by others. However, there are some instances where there has been a lack of efficacy in providing the guest experience as per the standard provided by other hotels. For example, Hilton Hotel allows the guests to do check-ins 24 hours before also whereas Premier Inn sets the time limit to be 48 hours (Premierinn.com, 2025). This acts as a dissatisfactory factor for guests who need to lock in their rooms 2 days before arrival if they are using the digital check-in process and hence, last minute changes can be done only after compromising the hotel staying amount given online. 
Premier Inn has been identified to not have the same digital check-in facilities in all the hotel chains and hence, there is no same standard maintained in providing the guest experiences. This causes dissatisfaction among some of the guests and also the hotel is perceuived as one which provides the basic digital check-in facilities unlike easyHotel which allows mobile phones to be used as digital keycards (Dudnyk, 2024). This implies that there is need of improving the technology in place to provide digital check-in facilities as per the expected standard by guests visiting the hotel (Sagnier et al., 2020). There is need of providing the facility to set up the room ambience as per specific preferences and also ability to change the specifications 24-36 days before. There is also need of improving the technical glitch and system robustness so that the rooms already checked-in are not allotted to new guests visiting the hotels before the guests who have done the booking online (Arapou and Kapiki, 2023). 
The reserach limitation that is identified is that there is no primary data collection done as it would have helped in identifying the issues that are faced by customers while doing the digital check-ins after having the rooms booked. This limitation is due to fact that there is less time in doing the survey process of customers as it would require doing framing of the close-ended questionnaire, sampling the participants, obtaining ethics and then collecting the responses followed by statistical analysis. However, it could have been done in future cases of research for identifying the challenges faced by guests in doing online bookings, checking-ins through digital devices or in having the cancellations of the rooms in last moment. 
[bookmark: _Toc212155798]4.5.3 Valuable areas from research paper critical to the placement hotel operation
The research outcome is essential for the placement hotel operation as the study findings helps in realising the customer experiences that are required to be given while working in a hospitality sector business such as hotels. Graduates willing to work in the hospitality sector businesses such as hotels will be getting an idea of the importance of keeping guests satisfied through meeting the standard requirements and challenges that are faced by budget hotels in meeting the satisfaction level at times. There is obtaining of knowledge of the different glitches and technical issues that occur with digital check-in services so that a graduate wanting to work in the role of operational manager or front-desk staff can resolve those issues on immediate basis. It will be required to provide satisfactory guest experience and ensure that customer service support team of the hotel works effectively. There will also be knowledge obtained which will help in future to have the expertise in designing suitable check-in portals or give vital inputs. 
[bookmark: _Toc212155799]Chapter 5: Conclusion and Recommendations 
[bookmark: _Toc212155800]5.1 Conclusion
Summary of key findings from the research work 
From the research work done, it has been identified that within hotel industry, it is important to provide customer satisfaction through providing convenience for the guests. One such process that has been adapted by the hotel sector businesses is that of automated check-ins through help of digital devices without the need of human intervention. It has helped in having contactless payment and also allowed guests to have the required facilities of doing check-ins without need of waiting in long queues (Ratnoday et al., 2025). This has helped in saving of valuable time for business travellers who need to do the check-ins as soon as possible and then need to be on time for client meeting (Štilić, Nicić and Puška, 2023). It has been identified that the process of doing check-ins using digital devices beforehand allows the time to get reduced from 10 to 1 minute of the entire process. Customers perceive a service valuable to them if saves time or helps in reducing the expenses to be done to get the requirements (Stringam and Gerdes, 2021). 
Within a hospitality sector business, it is important to have the guest services provided as per the expectation level and for which the charges are taken. This has been done successfully by the hoteliers through having incorporation of the technology of digital check-ins and check-outs without the need of human intervention. From the research study done, it has been identified that hotel industry has undergone major disruption in between COVID-19 and as a result, there has been more adoption of the contactless check-in process through help of in-mobile applications giving access to the hotel rooms. It has been identified that there are self-service kiosks in which guests can do the scanning of the QR codes or make the mobile act as digital keys. The same technology has been adopted within Premier Inn hotel chain in some of the locations and has been able to provide the access to hotel rooms without the need of phsycial keys. 
Premier Inn has been identified to be providing the access to the hotel rooms through help of digital check in process that allows the guests to fill in the forms through help of mobile devices having internet connection followed by doing the transactions. It has helped in making sure that the access to the rooms is obtained and keys are obtained through virtually scanning the QR codes (Premierinn.com, 2025). It has helped in doing the access of the hotel rooms without mush hassle and also complete the transactions in a secure manner through encrypted platforms. This system was introduced by Hilton Hotel back in 2009 and has helped the hotel chain to provide satisfactory guest experience for majority of the occasions. From the research findings, it has been identified that the case study analysis done of Premier Inn providing digital check-in facilities has helped the guests, especially the business travellers as there is positive feedback obtained (Premierinn.com, 2025). However, with time, there has been increase in the footfall in the hotels of Premier Inn and due to it being a budget hotel, there might be challenges faced in having the upgradation of the basic digital check-in facilities at place. This has allowed technical glitches within the software and the entire process of having the digital check-ins as well as mentioning the special room ambience or the food requirements. This is identified from the case of an individual finding that the room bookings done for family is not registered in the backend website of Premier Inn hotel at Gatwick Hotel or even if it was registered, the room was given to another party which arrived earlier physically at the hotel location (Tripadvisor.co.uk, 2017). As a result, it has led to dissatisfaction and the customer perceived the technology upgradation done by 
Premier Inn not to be up to the mark. In another case, there were issues faced in making the changes in the room specification and other hospitality services in the booking email at the time of digital check-ins. From the study done, it has been identified that there are challenges faced by guests in doing the digital check-ins if the 48-hour time span is crossed for Premier Inn unlike other hotels giving more time duration (Premierinn.com, 2025). It has been identified that there is no provision of turning the mobile application as digital key in case of having the room services booked with Premier Inn as is the case with easyHotel. There are also limitations of not having all the hotel locations of Premier Inn to be incorporated with the digital check-in facilities. Therefore, Premier Inn hotel needs to improve upon the robustness of the digital check-in facilities and have 24/7 monitoring so that there are no data security issues faced due to taking advantage of the network vulnerabilities (Premierinn.com, 2025). There is need of making sure that the digital check-in services provided by Premier Inn is able to provide the complete journey of guests contactless from starting to get into the room to that of doing the check-outs. 
[bookmark: _Toc212155801]5.2 Recommendations and Practical Strategies
From the study findings and realising of the challenges faced by Premier Inn, following are the recommendations that can be given to Premier Inn hotel for improving the digital check-in facilities:
· The leadership group and operational heads of Premier Inn need to pitch to the investors as well as internal board members of the need to upgrade the digital check-in facilities provided to the guests. This is important to compete with the market rivals such as Travelodge, easyHotel and achieve the benchmark set by premium hotel chains such as Hilton Hotel. For this, there is need of having an upgradation of the cloud computing platforms and database servers so that more guest data can be stored. After this, there is need of having the system incorporated to make the digital devices such as Androids or smartphones into a digital key for accessing the rooms of Premier Inn. This inspiration can be taken from the digital check-in services provided by easyHotel. It helps in saving time to scan the QR code at the self-kiosks and ensure that faster access to room services is obtained (Hijiffy.com, 2025)
· There is need of having the investment to have the same digital check-in services provided at all the hotel locations of Premier Inn rather that in some locations. This helps in improving the brand image of the hotel chains and also set the brand reputation that equal services are provided in terms of hospitality, thereby adding values for the guests (Idnow.io, 2025). In addition to this, there is need of making sure that the network vulnerabilities are put to test 24/7 so that there cannot be taken advantage of multiple access points presented with the digital check-in services. There is need of having investment in upgrading the system security protocols and assure of the fact that it is not easy for the hackers or the unauthorised users to get into the system leading to data privacy breach. Data security features to be updated and also ensure that the firewalls are kept updated as per the latest standards
· There is need of having real-time updates regarding the room getting booked through online platforms and also of the check-ins done so that the room cannot be allocated to guests appearing physically before the ones booking them through website or mobile application. The communication protocols in use need to be designed effectively and make sure that the individuals working within the operational end of the hotel are having updated information of the rooms getting booked (Bitly.com, 2025). Similarly, the guests need to be communicated of the high probability of the rooms getting booked so that there can be idea of which of the alternative hotels to be looked for. There is need of making sure that with help of real-time updates the guests are shown the alternative Hotel Premier Inn rooms that are available close to the one which he or she has been searching for. It will help in having the guidance and idea of the rooms to be booked so that easy access is obtained to the tourist attraction place or for attaining the business meeting
· There is need of making sure that at regular intervals the systems in place are reviewed and innovation are done to add new features to the digital check-in facilities provided. For example, there can be system updates made to take the details of the travellers through help of voice-controlled instructions. There is also need of updating the system and improve the backend coding complexity to make sure that the updates regarding the number of rooms left in a specific location are shown as notification to the travellers. It will help in having the decision of whether to select the Premier Inn hotel at that location or shift to other regions
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Be careful with online check-in

Review of Premier Inn London Gatwick Airport (North Terminal) Hotel

QOO Reviewed 9Jan 2017 [] via mobile

On the 06/01/17 my family and | started our return journey back from the Caribbean and after an 8
hour flight and a time difference of 4 hours we knew we would need a bit of a nap prior to travelling
another 4 hours, so we booked and paid for two rooms for the night of the 06/01/17 at Premier Inn
Gatwick Airport as part of our return journey. We knew our flight wasn't getting in until 4:30 am so my
partner checked us in successfully online. The idea was for us to have a sleep until 11:30 pm, my
elderly parents would not have made the trip in one go. This is something we have done previously
with Premier Inn and has been a quick process. Unfortunately when we arrived our booking had been
recorded as a 'no show' therefore cancelled. As an airport hotel | would have thought this was a
reaular occurrence So nlease be aware that this could hannen to voll even when checkina in online
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elaerly parents would not have madae the trip in one go. 1nis Is something we have aone previously
with Premier Inn and has been a quick process. Unfortunately when we arrived our booking had been
recorded as a 'no show' therefore cancelled. As an airport hotel | would have thought this was a
regular occurrence. So please be aware that this could happen to you even when checking in online
your booking may be cancelled if you are arriving late in the day. Luckily they were able to
accommodate us, but this was after a long day and what should of been 5 mins in reception took 30
mins. The staff were very apologetic and embarrassed that this had happened. We have used
Premier Inn for years and will continue to do so, this will not stop us from using these hotels, however
we will be mindful of this for future bookings though.
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Good but spoiled by early check in issue

Review of Premier Inn London Kensington (Olympia) hotel

QOO Reviewed Feb 15,2025

Good: Good location, good price, pleasant staff and comfortable rooms

Bad: Premier Inn invite you during the booking process to pay an additional fee for early check in,
from 1100. We arrived at 1140 and our room was not ready. We were told that the early check in is not
guaranteed and subject to availability and the fact that we were able to check in just gone midday,
we had checked in earlier than the normal 1500 check in time and therefore accessed the service, no
refund of fee paid was offered. Their T&Cs are all geared up to encourage you to pay the extra fee
but do not warn you it is not guaranteed.

More

Date of stay: February 2025
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Oct 14,2025

The website is useless for booking

The website is useless for booking. It wouldn't let me book for 2 adults and 2
breakfasts. When | got the confirmation email | tried to edit the booking. Still not
joy. I phoned the number on the website and got a bot that hadn't a clue what |
was talking about and kept directing me back to the website. Rubbish!

October 14,2025  Unprompted review
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Check in on the go

Get the most from StaySmart by checking in before
you get here. Just use the app on your phone to get

your room number and digital key sorted any time

from 3pm.
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More FAQs

Can | check-in online?

Checking in online is now available at selected hotels, via the Premier Inn app only (available on Android and iOS). When completing check-in online, you will need to
provide details of all guests and make full payment online, including any extras such breakfast, Meal Deal or Wi-Fi. After you have completed check-in online, you will no
longer be able to cancel or amend your reservation. When you arrive at the hotel, simply scan the QR code at the kiosk and collect your key.
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Premier Inn Business has made travel admin effortless. We save money,
track spend, and book in minutes. It’s become our go-to tool. 99




