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Abstract
This study is evaluating the role the technology has in the overall customer experience within Best Western White House Hotel, Watford. Digital transformation increasingly changes how businesses in hospitality interact with guests, and the effectiveness of adopting advanced technology depends heavily on their degree of adoption, and on the perception that staff and customers have on it. To acquire data needed for this study, five semi-structured interviews were conducted with representatives from the following departments: management, administration, reception, housekeeping, and kitchen. Data was analysed thematically using the 6-step process framework described by Braun & Clarke (2006). The findings reveal that technology efficiency, accuracy, and communication owe some of its success to adopted technologies, but overall, in the hotel the adoption of technology remains uneven. The reasons lie behind cost, infrastructure and need for training. Also the “functional” current state was reported as a possible reason. There is a general agreement between staff and management that technology and human staff should be set to work together, rather than the former to replace the latter. The research concludes that both guest satisfaction and operational efficiency could be improved by a more consistent adoption of technology across the departments. There are proposals to implement digital housekeeping systems, cross-departmental training, focus on technologies that improve sustainability. This study contributes to the understanding of how points of view from different departments could help the healthy adoption of technologies in a hospitality setting that operates on mid-scale.

Chapter 1: Introduction
Background
Over the past decades there was a major paradigm shift in in the adoption of the digital technologies in hospitality industry. Online booking, digital keycards, Property Management System (PMS) and Customer Relationship Management (CRM) tools have become an integral part of the hotel industry worldwide (Buhalis & Leung, 2018). This adoption came with an increasing dependency of hotels on digital tools, without which it became, of late, almost impossible to keep up with the competition. Administrative processes, personalisation of guest experience, competitiveness and staff satisfaction can only be upheld nowadays with the help of digital technology (Anwar, 2024). However, there aren’t only advantages to integrating technology in the hospitality business but also challenges. Indeed, automation – the direct result of digitalisation – can increase accuracy, and therefore efficiency of operations. But overreliance on digital systems and automatic services can also alienate guests due to the diminishing human touch that defines the very core of the hospitality industry (Tung & Au, 2018).
This is the context in which Best Western White House Hotel, a medium sized property in Watford town centre, chose a gradual adoption of digital technology. The hotel already adopted digital systems in areas like reception, HR, and the administrative and management departments. Other departments, like kitchen and housekeeping remain mostly low tech managed. There is, then, an uneven adoption of technology in different departments. This has created the opportunity for this research, which explors the perception different staff has on the role of technology in the delivery of service and customer experience in their department.
1.2. Rationale for the study
According to Kandampully (2019), one of the most influential factors in shaping guest satisfaction, loyalty and even brand reputation, is the customer experience. When opposed to customer expectation, it becomes a powerful tool to understand how speed, accuracy and convenience become standards towards which these expectations evolve, and how technology contributes to achieving them (Fleming, 2024). As previous research focused mainly on large international hotel chains and customer perspective (Singgalen, 2024; Morgan 2018), and little attention was paid to staff perception on the impact of technology on service quality and guest experience, especially in small to mid-range hotels, this study addresses this gap by analysing the points of view of staff within Best Western White House Hotel, Watford. This helps to offer valuable insights into how technology is integrated gradually into different departments.
1.3. Aim and Objectives
Aim:
To evaluate the impact technology has on customer experience across operational departments in Best Western White House Hotel, Watford.
Objectives:
1. To identify the current use of technology in different departments of the hotel
2. To analyse staff perception on the impact that the use of technology has on service efficiency, communication, and customer satisfaction. 
3. To understand the challenges the adoption of technology within different hotel departments can meet.
4. To evaluate the balance between using technology and hiring human staff to interact with customers and deliver services.
5. To propose recommendations for increasing the technology adoption in order to improve guest satisfaction.
6. 1.4. Research Question
7. How does technology enhance customer experience in a mid-sized hotel, considering the factors that influence its successful integration across different departments?
1.5. Structure of the study:
Chapter 1 introduces the research context, research question, the aims and the objectives.
Chapter 2 reviews relevant academic literature on different subjects that are important for the subject: technology, customer satisfaction, and also theoretical frameworks like the Technology Acceptance Model (TAM) and SERVQUAL.
Chapter 3 presents the methodology, explaining the qualitative method approach.
Chapter 4 discusses the findings from the 5 semi-structured interviews.
Chapter 5 concludes the study, brings key insights, and offers practical recommendations for the hotel management.
1.6. Summary
This chapter established the background and the purpose of the study, giving insights into the growing impact technology has in delivering superior guest experiences, and the need to understand the internal, employee-based perspective in the process of its integration. The following chapter reviews existing literature that debates the subject. This helps to situate the research within current academic view on technology adoption and its effects on service quality. Importantly, it highlights the evolving balance between automation and human interaction in the hospitality industry as other studies have found (Roy, 2024; Şimşek, 2025; Prentice, 2020).

Chapter 2: literature review
2.1. Introduction
In this chapter the body of current knowledge on the role technology has in enhancing customer experience with the hospitality industry is reviewed. It focuses on how digital innovation impacts service quality, efficiency and sustainability, examining different perspectives. This review synthesises previous studies and theoretical frameworks to establish the basis for evaluating how the Best Western White House Hotel, Watford uses technology to enhance guest experience while preserving the human essence of hospitality.
2.2. Technology in the Hospitality Industry
The hospitality industry has experienced a serious technological transformation over the last two decades or so. Digitalisation seeped into all aspects of hotel management, from reservations to housekeeping coordination and post-stay feedback (Zahidi, 2024), and it now forms the backbone of the overwhelming majority of hotels across the globe. Systems such as Property Management System (PMS), Customer Relationship Management (CRM) tools, online booking engines, and electronic key-card technologies are so present now, that customers tend to notice more their absence or malfunctioning, than their adoption. According to Sigala (2020), these systems contribute greatly to improving operations. Chief among these effects are optimising information flows, reducing transaction time, and improving decision accuracy.
Another of the effects of integrating digital technologies is automation. According to Vaka (2024), by integrating functions that improve property management, distribution, and financial flow, hotels can benefit from control of inventory in real time and increased service performance. Empirical evidence found (Ivanov & Webster, 2019) shows that automated check-in kiosks, mobile applications, and digital payment systems ease the access of these functions and reduce wait times for customers. However, a care has to be taken about excessive reliance on automation. Such an approach might bring more loss than gain, as it can diminish human interaction and implication, which is the core value of hospitality (Spatola, 2024). The literature acknowledges that technology should complement, not replace, human service delivery (Sezgin, 2023; Akingbola, 2024).
2.3 Customer Experience and Service Quality
Customer experience is the sum of all the cognitive, emotional, and sensory responses triggered by the interaction with a service provider (De Keyser et al., 2015). In hospitality, the quality of customer experiences directly results in their satisfaction and loyalty, helping to build the brand of a hotel. Parasuraman, Zeithaml and Berry (1988) used the SERVQUAL model to help visualise service quality, identifying five dimensions - reliability, assurance, tangibles, empathy, and responsiveness, called the RATER dimensions, or RATER framework. Technology directly influences the RATER dimensions, by affecting accuracy and speed (objectively), and the perceived modernity of hotel facilities (subjectively).
Another model for studying perceived quality is the Kano Model (Kano et al., 1984). It differentiates between three attributes: basic, performance, and excitement. Digital tools such as online booking, free Wi-Fi have, or digital key cards shifted in time, from excitement (when they were first introduced, at the beginning of the century) to basic expectations, clearly demonstrating how technological progress influences guest standards. Verhoef et al. (2009) point out that a fluent customer journey - where interactions across multiple touchpoints are consistent - is key to an increased guest satisfaction. Because of this, the importance of aligning front- and back-office systems can not be underestimated. Research shows that, when technology integration is not consistent, customers perceive services as inefficient even when individual departments perform well (Bilgihan et al., 2016). This insight underpins the current study’s focus on inter-departmental integration at Best Western White House Hotel.
2.4 Theoretical Models of Technology Adoption
Scholars have developed several frameworks to explain how individuals and organisations accept new technologies. The Technology Acceptance Model (TAM) (Davis, 1989) proposes that two factors—perceived usefulness and perceived ease of use—determine adoption. In hospitality, employees are more likely to embrace systems they find intuitive and beneficial to daily operations (Montargot & Ben Lahouel, 2018; Guo et al, 2022). The Technology Readiness Index (TRI) (Parasuraman, 2000) complements TAM by measuring four categories of factors that influence the acceptance of technology: optimism, innovativeness, discomfort, and insecurity. Even though extremely complex - comprises in total 28 factors - in a nutshell the author states that optimism and low discomfort predict positive readiness.
For measuring the technological adoption readiness of organisations, a different model is used: Diffusion of Innovation (DOI) (Rogers, 2003). It defines 5 categorises of technology adopters: innovators, early adopters, early majority, late majority, and laggards. Their choice of adoption depends on relative advantage, compatibility, complexity, trialability, and, respectively, observability. Studies show that hotels often fall into the “early-majority” category, adopting proven technologies once risk and cost decrease (Rogers, 2003; Riverola et al, 2016). The case study hotel presented in this research demonstrates this pattern: management implements systems incrementally, ensuring staff acceptance and reliability before expansion. Zou et al (2025) stresses that such pragmatic adoption reduces operational disruption while maintaining service consistency. 
2.5 Human versus Digital Service in Hospitality
Even though technological efficiency is important, the emotional dimension of hospitality remains irreplaceable. Hochschild (1983) introduced the concept of emotional labour in his book “The Managed Heart”, emphasising that regulation of feelings is needed to create a welcoming environment. Tomaszek (2022) found that empathy, authenticity, and spontaneity can create real differences between memorable experiences and those that are simply efficient. Over-reliance on automation can damage these affective qualities, and this leads to guests perceiving the hotel as impersonal (Klingbeil, 2024).
Vahter (2024) describe effective organisations as those achieving a technological complementarity, viewed as a balanced state in which digital systems support a complement employees to deliver higher-quality human service. Mandić et al (2023) reinforce this notion when they conclude that optimum guest satisfaction lies in settings where machines handle routine accuracy, but staff focuses on personalised empathic interaction. Such balance between organisational values and guest care exemplifies a truly ethical digital transformation.
2.6 Sustainability and Future Trends
Recent studies point to the tendency to align technological adoption to environmental sustainability. Aldin et al (2024) observes that systems that monitor energy, waste tracking, combined with and Internet-of-Things (IoT) sensors, help hotels to monitor consumption. Adoption of artificial intelligence for predictive maintenance – which implies Monitoring [Data Collection], Analysis [Prediction], and Pre-Action [Scheduling] (Scaife, 2023), coupled with and energy control based on occupancy, further contributes to resource efficiency, which Gretzel et al. call “smart tourism” (2019). Guests become more conscious about the environment, choosing brands that demonstrate sustainability abilities (Fei et al., 2024).
For mid-sized hotels like the Best Western White House Hotel, investing in the latest, environmentally beneficial product, like monitoring water usage, is a great opportunity to increase income, and - with an appropriate marketing plan - to stand out in a crowded local market (Adeel et al, 2024). However, successful implementation of such strategies needs a keen eye and an experienced management team, that can handle the cost–benefit dilemma identified in the findings of this study (Fleith de Medeiros et al, 2022).
2.7 Summary and Identified Gap
The reviewed literature confirms what this research has found: that in hospitality, technology brings benefits to operations, increasing the efficiency, and to service quality, by offering accuracy and speed. A care should be taken to effective adoption, however, as it depends on organisational culture, employee readiness (Gabutti, 2022), and a balanced integration with the human element. Models such as TAM, TRI, and DOI help to understand acceptance from both guests and employees, while SERVQUAL (Parasuraman et al 1988) and customer-journey theory offer explanations for the effects technological change has for customer experience. Nevertheless, most of the existing studies focus on large international chains, or on single areas (e.g. front office or marketing), lnot being able to offer really valuable insight into how different departments within one hotel perceive and use technology.
The present research addresses this gap by adopting a multi-departmental qualitative case study of Best Western White House Hotel, Watford. By exploring the perspectives of management, administration, reception, housekeeping, and kitchen staff, it offers a new understanding of how internal diversity in technological engagement and implication impacts customer experience. The following chapter shows the research methodology used to investigate these issues in depth.

Chapter 3: Methodology
3.1 Introduction
This chapter explains the research design, the data-collection methods, and the analysis procedures used in this study. The objective is to examine the effects of technology adoption in shaping customer experience across multiple departments within Best Western White House Hotel, Watford. The methodology was chosen because it ensures that the data gathered is credible, is ethical, and is aligned with the principal aim of the project, which is exploring staff perceptions, rather than measuring numerical outcomes.
3.2 Research Design
The study uses a case-study design, centred on Best Western White House Hotel, Watford, a mid-sized UK property. The case studies’ value resides in that it produces understanding of real-life organisational processes in given context. The design, exploratory in nature, aimed to identify patterns and relationships, rather than to offer opportunities to generalise to the entire hospitality sector. This specific hotel was selected because it represents a typical example of a mid-scale, local brand, engaged in a gradual, long-time digital transformation.
3.4 Data Collection Method
Data was collected using a series of five semi-structured interviews. Care was taken to allow participants to express their own opinions formed through genuine experiences. This created the opportunity to compare data across roles (Yin, 2018). Five interviews were conducted, each with one representative from key departments: management, administration, reception, housekeeping, and kitchen. The questions were open-ended and were designed to elicit information about the role technology has in daily operations, communication, efficiency, and also in guest satisfaction. The interviews were in written form. Each interviewee was given a list of questions and asked to answer as well as they can. The housekeeping list of questions was updated after the answer to the first question rendered the following questions null.
The form of semi-structured interviews was chosen because these interviews offer flexibility for eliciting personalised responses, all the while maintaining focus on chosen themes (Bryman, 2021).
3.5 Sampling Strategy and Participants
The chosen sampling was purposive sampling, because it ensures that each functional area of the hotel is represented. Participants were primarily selected based on their involvement with technological processes and their ability to provide informed insights. However, the inclusion of a housekeeping representative was deliberate even though this department has limited technological integration. The main purpose was to highlight the effect the lack of technology adoption can have on the employees. This allowed for contrasting experiences to be captured and compared across departments. All participants had at least six months of experience within the hotel. This ensured familiarity with hotel systems. Even though the sample size was small, the gain came from the fact that qualitative research values depth of understanding over breadth (Patton, 2015). The five departments provided an integral insight into the impact of technology across the most important departments in a hotel.
3.6 Data Analysis
The interviews were analysed using thematic analysis (Braun and Clarke, 2006) based on a six-phase framework: familiarisation, coding, theme generation, review, definition, and interpretation. Answers to the questions were thoroughly analysed to identify meaningful and repetitive units, which were then coded (e.g. efficiency, communication gap, training need). These codes were grouped into five overarching themes:
1. Operational Efficiency and Accuracy;
2. Communication and Integration;
3. Barriers to Technology Adoption;
4. Human versus Digital Service Balance; 
and
5. Future Digital Opportunities. These themes were used as analytical basis for Chapter 4 (Findings and Discussion).
3.7 Ethical Considerations
Ethical approval was granted by the university under the BMIH6008 Placement Research Project framework. All participants were provided with an information sheet explaining the purpose of the study, voluntary participation, and data confidentiality., which they signed. Written consent was obtained before each interview. No personal identifiers were recorded; roles were used instead (e.g. Housekeeping Staff). Data was stored securely on a password-protected university provided email account. The research complied with the Data Protection Act 2018 and the British Educational Research Association (BERA) ethical guidelines.
3.8 Limitations of the Methodology
This is a small sample interview. It restricts generalisation, but qualitative research is meant for analysis rather than statistical generalisation (Crouch, 2006). Interviews depended on participants’ willingness and time availability, which sometimes meant the response depth was not as expected. There is also the issue of absence of guest perspectives, which means that findings reflect only internal (hotel employees) viewpoints. Despite these limitations, thematic correlations across departments helped to increase credibility.
3.9 Summary
This chapter described the qualitative case-study approach used in the research to explore how technology influences customer experience within Best Western White House Hotel, Watford. Semi-structured interviews with five departmental representatives generated valuable contextual insights. These findings were analysed using thematic analysis. Ethical and methodological rigour guarded the validity of the results. The following chapter presents and discusses the findings derived from this process.

Chapter 4: Findings and Discussion
4.1 Introduction
This chapter presents and discusses the findings of the research conducted at Best Western White House Hotel, Watford. It examines how technology impacts customer experience in the hospitality context. Data was collected using five semi-structured interviews with members of staff from management, administration, reception, housekeeping, and kitchen departments. The analysis is based on the the thematic analysis model created by Braun and Clarke (2006). It involves familiarisation with the data, generating initial codes, identifying, reviewing, and defining common themes, and interpreting their meaning in relation to the research objectives.
This analysis returned five major themes: (1) operational efficiency and accuracy; (2) integration of technology and communication between departments and with guests; (3) barriers to technology adoption; (4) the balance between human and digital service; and (5) future digital opportunities. Each theme is explored below by combining the responses the participants gave (triangulation) with an interpretation of them, and references to existing literature. This helps to highlight how technology supports, constrains, or transforms guest experience in the hotel.
4.2 Operational Efficiency and Accuracy
Across all departments, there was the consistent theme of perception of technology as a key contributor to operational efficiency, accuracy, and to service consistency. Both administrative and management staff mentioned that digital systems are important when it comes to improving reliability and to reducing errors. For instance, in the administrative interview answers, it is reported that the fingerprint tag-in / tag-out attendance system “removed complaints about hours not tagged correctly on the payroll.” This, in turn, led to more accurate wage calculation and the result was an improved employee satisfaction. This is consistent with the findings from Kumar (2024), who says that automation in administrative functions increases both accuracy and staff morale, thereby contributing indirectly to better service quality.
Reception staff also mentioned how integrated systems such as the PMS, or the automated key-card technology eases the guest check-in and check-out processes. “Check-in and check-out are faster, and guests are happy,” the reception employee noted. This observation is in line with the argument that Shamdasani (2008) bring, that technology-assisted front-office operations not only save time but also help to create a positive first impressions, which is a critical factor in perceived service quality.
Management also described efficiency gains beyond the visible guest interface. The systems used for logging maintenance requests and for fire-prevention monitoring were introduced “to create better scheduling and safety compliance.” Such infrastructure is the base for consistent service delivery, even though in is not directly perceived by guests. This is in line with what Jaakkola et al (2015) findings, that back-of-house technologies are hidden facilitators of guest satisfaction because they offer operational stability.
The kitchen staff also experienced an awareness of efficiency benefits. Even though most processes are still low tech, the stock-control link with reception allows them to “prepare food fresh for guests every day and reduce waste.” The link between efficiency, waste reduction, and sustainability is supported by Khan et al (2025), who found that technological readiness can support operations that assume environmental responsibility without losing sight of customer expectations for freshness and quality.
Overall, the findings have confirmed that the adoption of technology in the Best Western White House Hotel increases speed, precision, and efficiency in daily operations. These improvements have a direct effect on the guest satisfaction and on the employees’ well-being. However, these benefits appear unevenly distributed, which is explored in the next section.
4.3 Communication and Integration
Communication between departments proved to be an important factor in establishing service quality (Wu, 2021). Even though technology helps with coordination in some areas, others continue to rely on informal, low-tech systems. Reception noted that the PMS “links with housekeeping and kitchen to share guest information such as breakfast numbers or room status.” This inter-departmental coordination offers real-time support and helps employees to satisfy guest needs. These findings are consistent with the principles of systems integration pointed out by Chikezie et al. (2024), who emphasise the importance of cross-functional information flow in hospitality efficiency.
By contrast, the housekeeping interview revealed a reliance on paper lists and WhatsApp messages for things like task allocation and updates. “Everything is done through reception on paper; some updates on WhatsApp,” the staff member explained. Although this method maintains daily operations, it shows a technological gap that may affect timeliness and coordination (could be further explored using different research methods). The use of informal digital tools (WhatsApp), even though practical, introduces data-protection issues and lacks reliable traceability (Willie 2025).
Management reported that digital scheduling brought improvements in communication but admitted the uneven implementation across departments found by this research. The digital housekeeping workflow system that management plans to implement is not yet accessible to the housekeeping team. Han et al (2021) notes that partial adoption of systems can lead to inconsistent service standards within hotels, which is clearly shown by the findings of this research.
Effective communication in hospitality is a multi-lane highway, connecting front-of-house, back-of-house, and administrative departments (Shen, 2020). These findings show that while some of these channels have been integrated technologically, others depend on low tech, manual, or improvised systems. The inconsistency that results can slow responses to guest requests and reduce their perceived smoothness of service. This gap should be bridged through a wider system implementation, which would likely increase both hotel efficiency and customer experience (Das, 2024).
4.4 Barriers to Technology Adoption
Despite the evident benefits of technology, this research identified several barriers to full adoption. The most frequently mentioned one was the initial cost. The housekeeping representative blamed the limited investment on “initial costs, and the illusion that the current process is efficient.” In the same way, management admitted that “implementation costs are really high,” mentioning there are postponed plans for a power-failure protection system. This perception aligns with Rogers’ (2003) Diffusion of Innovation theory, which identifies financial investment as a major inhibitor of adoption.
Another barrier is infrastructure reliability. Management noted that “everything functions with electricity, so a power outage can affect us seriously.” Although such outages are rare, the dependence on a single power source is certainly perceived as a vulnerability (Moore, 2019). According to Wei et al (2024), technological systems in hospitality require planning for maintaining the continuity of guest services. The hotel mitigates this through backup procedures, such as printing booking lists at reception, heavily relying on organisational skills of staff.
Another barrier to adopting technology is training disparity. Reception and administrative teams have reported receiving structured training from system providers, but operational departments such as housekeeping or kitchen didn’t benefit from similar support. The housekeeping employee explicitly requested “the same kind of training given to front desk staff when their PMS was installed.” Training inequalities lead often to lack of technology confidence and a slower adoption (Kuo et al., 2017).
Cultural and managerial attitudes also play a role (Sanguineti, 2024). The management interviewee revealed a cautious insight: “We would rather continue to keep our employees than acquire more technology.” This, indeed, does protect employment and preserves the human aspect of service, but it may also, inadvertently, slow innovation. Golgeci (2025) notes that managerial scepticism about automation can delay, or even completely stop digital transformation even when staff are open to change.
In summary, technological adoption at the Best Western White House Hotel is constrained primarily by cost, infrastructure limitations, and a general managerial satisfaction with how things are currently going. Addressing these barriers is an essential step to ensure a consistent technological integration across all departments.
4.5 Human versus Digital Service Balance
The research also showed a strong agreement on the importance of maintaining a balance between technology and human staff. Management staff, for instance, pointed this out clearly: “Technology should assist our staff, not replace them.” This point of view is consistent with Kuri (2024), who argue that emotional intelligence and empathy are the foundation of hospitality, and digital tools should aid operational capacity, Kirk & Givi (2023), who show that excessive automation can reduce perceived warmth and authenticity, and with Kolbjørnsrud (2023), who insists that technology in hospitality should assist rather than replace staff, maintaining the human touch that underpins guest satisfaction.
Reception staff also reported that “technology and human service are well balanced” because “a human being is always using or supervising them.” The hotel is in line with Collis and Hussey’s (2014) technological complementarity, where digital systems support employees rather than automate interpersonal encounters.
Operationally speaking, this balance is best iterated through hybrid systems. For example, where check-ins are computerised, employees should engage guests personally during the process, providing warmth. This hybrid approach is also supported by Barta and Chatterji (2024), who found that when hotels combine automation with empathetic human services, higher satisfaction and loyalty scores are achieved. This appears to contrast those hotels that rely heavily on self-service technologies and over-automation.
Housekeeping and kitchen staff described similar views. Both departments admitted that even though technology could improve the quality of the service, it should not reduce the human intervention. This reinforces Yang’s (2020) view that emotional labour is indispensable in industries where there is a direct contact with the customer, and technology can only supplement, not substitute, this dimension.
Overall, the hotel demonstrates awareness of the ethical and experiential implications of digitalisation. The collective belief that “hospitality is built on human service” reflects a conscious organisational culture that aligns with sustainable service excellence, where both people and technology contribute to guest satisfaction.
4.6 Future Digital Opportunities
Some departments have, indeed, limited digital exposure, but all staff proved open to future technological developments. In housekeeping, staff proposed “tablets with Wi-Fi and apps connected to the front-office PMS.” Kitchen staff had the idea of a “QR codes for ordering and for replenishment of food and drinks.” Management said they have plans for installing systems to take care of “water-waste management” and “waste-tracking connected to purchasing.”
These shows that generally, staff is ready to accept technology adoption, as long as it is really helpful. Uren (2023), explained that such an attitude is a result of the usefulness and ease of use staff think will get out of this adoption. These concepts play a central role in the Technology Acceptance Model (TAM). Staff members in this study proved they understand clearly how future systems could help them be more efficient. They are also aware that this would lead to guest satisfaction. It is clear, then, that in the hotel, there is a favourable attitude toward adoption, once barriers are removed.
The employees, especially the management, emphasised the need for technologies that help with sustainability (e.g. waste and water monitoring). This is not only true for this hotel, but also for the broader industry. There seems to be an increase of digital tools when it comes to sustainability, and a rise in consumer expectations for hotels that show responsibility on environmental subjects (Sigala, 2020). If the hotel was to implement these systems, not only could they improve efficiency, but they could also improve the hotel’s social responsibility image.
Staff suggested integration, rather than replacement, and this is important. For instance, housekeeping proposed tablets for schedule update. These are not meant to eliminate the staff, but to ease and quicken tasks and communication. This proves that they are mature in their thinking towards technology. In this sense, they fall into Rogers’ (2003) late / early adopters category (organisations that adopt technology immediately after its advantages are clear and the risks seem to decrease).
By introducing these technologies gradually, no matter the reason, the Best Western White House Hotel can take advantage of both operational sustainability and customer satisfaction. From these findings, it is clear then that the enthusiasm employees show for practical technological implementation can be taken as the foundation for future strategic investment.
4.7 Summary of Findings
This chapter of thematic analysis identified five dimensions that are interconnected and describe the way technology influences customer experience at the Best Western White House Hotel, Watford:
1. Operational Efficiency and Accuracy – Technology improved accuracy in HR and front-office activities, and both employees and guests benefited from this.
2. Communication and Integration – System integration in reception and administration resulted in a stronger coordination, but there is still reliance on manual or informal communication in other departments.
3. Barriers to Technology Adoption – The hotel’s digital expansion is hindered by high costs and infrastructure vulnerabilities.
4. Human versus Digital Service Balance – Staff and management view technology as a tool rather than a replacement for human staff, which is at the core of hospitality.
5. Future Digital Opportunities – Employees across departments are clearly ready to adopt new technologies because they improve efficiency, and sustainability. Also, they show awareness of guest satisfaction improvement that can be achieved by adoption of new technology.
In combination, these themes suggest that technology has a clearly positive impact on operational effectiveness and, indirectly, on customer experience at the Best Western White House Hotel. But if adoption is uneven and management is too cautious, the hotel might not be able to reach its full potential. The following chapter will synthesise these findings, present conclusions aligned with the research objectives and propose actionable recommendations for enhancing technology integration across the hotel’s departments.

Chapter 5: Conclusions and Recommendations
5.1 Introduction
This chapter brings together the main findings presented so far, of the investigation into the role that technology has in improving customer experience at Best Western White House Hotel, Watford. The research was guided by the following aim:
To evaluate how technology supports and influences customer experience across operational departments within the hotel.
To achieve this aim, five semi-structured interviews were conducted with representatives from management, administration, reception, housekeeping, and kitchen departments. The study adopted a qualitative case-study design. This provided the opportunity to enable a deeper exploration of the perceptions that employees have, and how organisational culture and operational practices are viewed by them. The analysis identified five main themes: operational efficiency and accuracy; communication and integration; barriers to technology adoption; the human–digital balance; and future digital opportunities. This chapter summarises the conclusions drawn from these findings and proposes a series of actionable recommendations for management. It also highlights the limitations of the current study and directions for further research.
5.2 Conclusions
5.2.1 Operational Efficiency and Accuracy
The findings of this research prove that technological adoption is important to improve accuracy and speed in communication, and in some areas of the administrative and management operations. For instance, the fingerprint attendance system has improved payroll accuracy and transparency, and the (PMS) eased procedures for check-in and check-out. Indeed, automation reduces human error and strengthens service consistency (Sigala, 2020; Kandampully, 2019). When operations became more accurate, the conflict between departments and staff was freed valuable guest interaction. It is clear then, that technology is one of the enablers of both employee satisfaction and customer convenience.
5.2.2 Communication and Integration
Inter-departmental communication was found by this research as being inefficient and uneven. Reception, administration and management use digital technology, while housekeeping and kitchen are still using manual lists and informal (WhatsApp) messaging. This is a disparity that creates delays and confusion. This can affect the guest indirectly. Information integration is crucial for guests to perceive service as qualitative. The hotel’s only partial connectivity shows how incomplete - or uneven) adoption can undermine the full potential of digital transformation.
5.2.3 Barriers to Technology Adoption
The most important obstacles preventing a full technological adoption are the initial costs and infrastructure vulnerability. The reluctance to invest in additional systems, which can be further justified again by costs, can also be found in Rogers’ (2003) Diffusion of Innovation model. The perceived risk and complexity of technology delay adoption, according to the author. Staff did express a willingness to engage with technology. This shows clearly that the barrier is not resistance to change, but lack of resources and also priorities that management has. As Demir & Demir (2025) note, when it comes to technology strategies, both financial feasibility and human capability have to be considered.
5.2.4 Human versus Digital Service Balance
All the interviewed staff kept a consensus that hospitality must remain human-centred. Their opinion is that technology should assist rather than replace staff. Tung and Au (2018) found that emotional intelligence and empathy remain key drivers of guest satisfaction. This, coupled with Collis and Hussey’s (2014) findings support the technological complementarity that seems to be the hotel’s current approach: retaining staff, but also introducing automation selectively. The challenge of maintaining this equilibrium as new systems are adopted is, therefore, not too great for this hotel.
5.2.5 Future Digital Opportunities
All departments agree that future innovation is needed, particularly if it’s about tools that simplify the work. If they also promote sustainability, then it’s even better. Suggestions such as housekeeping tablets, QR-code ordering, and water-waste monitoring show a digital maturity that the employers have. According to Mccall (2025) and Höyng (2023), technological readiness increases if employees understand that technology can be useful and that the organisation is ready to offer the necessary support, such as training. These findings suggest that staff at Best Western White House are prepared to adopt further systems, provided implementation comes with adequate training and communication.
5.2.6 Synthesis of Findings
Taken together, the research indicates that technology is already important in the home, even though it is yet uneven. Departments that benefit from technology, such as reception and administration seem to achieve operational efficiency faster, and they also report a more consistent guest satisfaction. Departments with no access to technology compensate through manual coordination and personal initiative, but efficiency is not as high. The overall conclusion is that the hotel is technologically competent but not yet technologically unified. Strategic alignment of systems and training across departments would be beneficial both for operational performance and for improving customer satisfaction.
5.3 Recommendations
The recommendations below are based on the findings of this research, and they try to tackle feasibility and impact.
5.3.1 Recommendation 1: Introduce an Integrated Housekeeping Management System
Housekeeping platform like HotSOS or Optii Keeper using tablets or smartphones are a solution to real-time task updates and reduction in paper use, and they would definitely improve communication with reception. Such an adoption should be accompanied by training, provided by the supplier of the platform. Turnaround times can be reduced by up to 30 percent if such systems are adopted, research indicates (Malighetti et al., 2022).
5.3.2 Recommendation 2: Establish a Cross-Department Digital Training Programme
If the training is unequal between departments, there can be disparities in the knowledge staff has about the technology they use. The hotel should schedule regular internal workshops. This would help to familiarise all departments with existing and upcoming systems (Omoseebi et al, 2025). If these kinds of initiatives are implemented, they can help to minimise errors and to promote employee engagement. Saunders et al. (2012) present the same idea: staff competence is an important factor in determining successful technology adoption.
5.3.3 Recommendation 3: Develop a Contingency and Power-Backup Plan
Given management’s concern regarding power outages, the hotel should invest in a small-scale uninterruptible power supply (UPS) or generators for essential systems. This would protect the PMS, payment gateways, and security systems during outages. Koc (2019) identifies operational continuity as a critical element of service reliability and brand trust.
5.3.4 Recommendation 4: Gradually Expand Sustainable Digital Solutions
Water-waste monitoring and waste-tracking are very important, so the implementation of these systems should be prioritised, as they would contribute to the hotel’s corporate social responsibility (CSR) objectives (Escobar, 2025). They would also be appealing to environmentally conscious guests. Also, adding sustainability metrics to the current software can help the hotel adhere to global hospitality standards, (Sigala, 2020)
5.3.5 Recommendation 5: Adopt a Balanced Automation Strategy
Over-automation risks eroding the personalised service that guests value. Because of this, the management should adopt a strategy where automation for back-office efficiency while reinforcing interpersonal skills through continuous training and performance feedback (Yusuf, 2024). This is an approach that preserves the emotional connection that differentiates hospitality from other service industries.
5.4 Practical Implications 
With the implementation of these recommendations tangible benefits could be seen for the Best Western White House Hotel. If the hotel’s systems are better connected, management would have a clearer, real-time picture of what’s happening across departments, and allocation of resources can be more effective (Iranmanesh, 2022). Staff training would increase motivation and reduce turnover (Xu et al, 2022). Guests would experience faster service delivery, fewer errors, and a greater sense of reliability. Also, technologies that assure sustainability could strengthen the hotel’s competitive advantage by appealing to ethically aware travellers (Yolcu, 2025).
5.5 Limitations of the Study
There are limitations that must be acknowledged. First, the study relied on a small qualitative sample of five participants. Even though they represented distinct departments, and they provided depth, it does limit the possibility to generalise beyond this hotel’s case. Second, data was collected within a single property (hotel) and following a single timeframe; future research could include comparative analysis, as multiple hotels or brands could provide more points of view. Third, the study focused only on the perspectives of the employee. Incorporating guest interviews or survey data would provide a more comprehensive view of the impact that technology has on customer experience. Finally, due to lack of resource and to time constraints, the research could not observe longitudinally the post-implementation outcomes.
5.6 Suggestions for Future Research
Further investigation could explore:
· The relationship between digital training and the retention of employees in hospitality.
· Comparative case studies assessing technology adoption across franchised and independent hotels.
· Quantitative assessment of guest satisfaction before and after the introduction of digital housekeeping systems.
· The influence that emerging technologies, such as artificial intelligence driven systems, like chatbots, and predictive analytics has on guest engagement and loyalty.
Expanding research in these directions would contribute to a deeper understanding of digital transformation within small and medium-sized hospitality enterprises.
5.7 Overall Conclusion
This research confirms that technology is an indispensable element of modern hotel operations. It is responsible for shaping both internal factors - like operational efficiency, and the external ones - like guest experience. At Best Western White House Hotel, Watford, technological adoption delivered measurable benefits in accuracy, transparency, and responsiveness. But incomplete integration and training disparities stop it from reaching its full potential. Employees demonstrate readiness for further innovation, and management recognises the importance of maintaining the human essence of hospitality.
Adopting a more inclusive and sustainability-focused digital strategy, could help the hotel improve service quality, operational resilience, and competitive positioning. The study thus concludes that technology, when implemented ethically and collaboratively, improves not only customer experience but also organisational learning and employee satisfaction - the three pillars of sustainable hospitality excellence.
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