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This research explores how digital management systems influence operational efficiency and guest satisfaction in a budget hotel setting, using Premier Inn London Stansted Airport as a case study. The study focused on four key objectives: evaluating how digital tools support daily operations, identifying challenges during high occupancy, assessing the impact on guest experience, and highlighting areas for improvement. Data was collected through structured observations during a ten-week placement and supported by secondary sources, including academic literature, industry reports, and Whitbread’s annual reports from the past decade. Thematic analysis revealed both the potential and limitations of current digital systems. While tools like property management systems and self-check-in kiosks helped streamline tasks, issues such as system unreliability, limited staff training, poor departmental communication, and the absence of guest feedback systems reduced their effectiveness. The findings highlight the need for better training, integrated platforms, and guest-facing innovations. The research offers practical recommendations that aim to align Premier Inn’s digital strategy with its on-site operations to enhance performance and service quality.
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The global hospitality industry has witnessed a profound transformation in recent years. This transformation is marked by an accelerated integration of digital technologies to enhance operational efficiency and improve guest satisfaction (Papetti, Christofle and Guerrier-Buisine, 2018; Nam et al., 2021). In budget hotels, where cost control and service quality are critical, digital systems offer opportunities to streamline front office operations, automate housekeeping tasks, and personalise guest experiences (Forman and Udvaros, 2023). This research project explores how such systems impact operations and guest satisfaction, focusing on Premier Inn London Stansted Airport.
Premier Inn, operated by Whitbread PLC, is known for providing affordable, quality accommodation across the UK. Its London Stansted Airport branch is strategically located to serve airport passengers. The hotel chain has invested significantly in modernising its operations through technology upgrades. A recent £2 million project introduced new digital management systems across departments, particularly in front office, housekeeping, and food and beverage operations. These systems are intended to improve efficiency and guest interaction. However, their practical effectiveness remains a subject of critical analysis, particularly during periods of high occupancy.
Research shows that digital systems can enhance responsiveness, reduce human error, and improve service consistency when effectively integrated (Lukanova and Ilieva, 2019). However, poor implementation or lack of staff training can create problems and reduce service quality (Zemke et al., 2015; Casado, 2012). At budget airport hotels, the operational pressure is intensified by fluctuating guest volumes and changing demands. In this specific context, the balance between digital efficiency and personalised service becomes especially crucial (Neog, 2021; Solnet et al., 2019).
The aim of this research is to examine how the integration of digital management systems influences both operational efficiency and guest satisfaction in a budget airport hotel environment, using Premier Inn London Stansted Airport as a case study. 
The following objectives guide this research:
· To evaluate how digital systems are used to support operational workflows in the housekeeping and reception departments of Premier Inn London Stansted Airport.
· To explore the challenges and limitations of implementing digital management systems, particularly during periods of high occupancy and staff pressure.
· To assess the relationship between digital tool usage and guest satisfaction, identifying whether such technologies improve service delivery and customer experience.
· To provide practical recommendations for enhancing the effectiveness of digital systems in improving both operational efficiency and guest satisfaction in budget hotels.
The study adopts a mono-method case study methodology, using observational notes during the placement and the review of existent literature. This approach enables a clear understanding of how digital systems affect day-to-day operations and staff experiences within the hotel (Yin, 2018; Saunders, Lewis and Thornhill, 2019).
Following the introduction, Chapter 2 presents a critical literature review exploring the use of digital systems in hospitality and guest service delivery. Chapter 3 outlines the methodology used in the case study. Chapter 4 presents the findings and discusses them in relation to existing research. Chapter 5 concludes with key insights and proposes practical recommendations for operational improvement.
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The integration of digital management systems within hospitality operations has transformed the service delivery landscape in recent years. This literature review critically evaluates scholarly and industry perspectives concerning the impact of digital systems on hotel workflows, challenges arising during implementation, and strategies to enhance usage and staff adaptation. The review is structured thematically around the project’s objectives, concluding with emerging trends in digital hospitality technology.

[bookmark: _Toc200655516]2.1 Digital systems and operational workflows in housekeeping and reception
Technological innovation in hospitality operations is widely recognised for improving workflow efficiency, especially in reception and housekeeping departments (Gretzel, Sigala and Xiang, 2015). Property management systems (PMS), mobile housekeeping applications, and automated check-in kiosks reduce manual tasks and facilitate real-time communication between departments (Lukanova and Ilieva, 2019; Ali et al., 2021). In reception areas, self-service kiosks and digital room keys are increasingly used to reduce wait times and enhance guest convenience (Zemke et al., 2015; Neog, 2021).
Housekeeping operations have similarly benefitted from the adoption of digital tracking systems. Applications such as Optii and HotSOS streamline room status updates, task allocation, and maintenance reporting (Aguilar-Escobar et al., 2021). These systems allow housekeeping supervisors to monitor cleaning progress, allocate urgent tasks, and optimise labour distribution (Papetti, Christofle and Guerrier-Buisine, 2018). Moreover, studies indicate that digital coordination significantly reduces communication delays between front office and housekeeping teams (Nam et al., 2021).
However, the effectiveness of these systems depends on usability and integration. Hotels with fully integrated platforms report higher levels of guest satisfaction and reduced operational redundancy (Forman and Udvaros, 2023). In contrast, fragmented systems may lead to inconsistent communication and duplicate data entries, especially during high-turnover shifts (Casado, 2012). Furthermore, the benefits are maximised when digital solutions are adapted to the specific needs of the hotel, such as scale, guest profile, and location (Kuo, Chen, and Tseng, 2017).

[bookmark: _Toc200655517]2.2 Challenges of digital system implementation during high occupancy
High occupancy periods often reveal the weaknesses of hotel digital infrastructures. Several studies emphasise that system blockages, inadequate staff familiarity, or outdated hardware can cause service slowdowns, reservation errors, or missed room updates during peak demand (Zemke et al., 2015; Wessels, du Plessis and Slabbert, 2017). These issues are exacerbated in budget hotels, where resource constraints may limit access to advanced technology or full-time IT support (Neog, 2021; Fallon and Rutherford, 2010).
The human factor is equally critical. Employees may resist using new systems if training is insufficient or if digital processes are perceived to increase workload complexity (Hudson and Hudson, 2025). According to Lukanova and Ilieva (2019), system uptake is slower when there is a lack of user-friendly design or when digital tools are introduced without clear operational procedures. Moreover, receptionists and housekeeping staff under pressure may revert to manual practices during stressful periods, undermining system efficacy (Özdemir, Çolak and Shmilli, 2019).
While digital tools can streamline hotel operations, their successful use depends heavily on staff competence and confidence. In many budget hotels, however, high employee turnover, time constraints, and inconsistent shift patterns limit the effectiveness of training initiatives (Davidson and Wang, 2011). Staff may not always receive adequate onboarding or follow-up guidance on how to use digital systems, especially if training is delivered in a one-off session rather than as part of a structured programme. Language barriers and differing levels of digital literacy among international staff can also affect comprehension and retention of information (Baum, 2015).
Furthermore, during high-occupancy periods, staff under pressure may revert to manual methods rather than engage with digital systems they are less familiar with, which can undermine the benefits of technological investment (Wessels, du Plessis and Slabbert, 2017). These issues highlight the need for ongoing, role-specific training and the appointment of ‘digital champions’ to support peer learning on shift.
Guest expectations during high occupancy also present challenges. Errors in digital booking systems, such as overbookings or room allocation failures, can result in complaints that directly affect guest satisfaction and staff morale (Ineson, Čomić, and Kalmić, 2019). Frontline staff often carry the burden of resolving these digital errors in real-time. This highlights the need for systems that support rapid issue resolution and reliable real-time updates (Nam et al., 2021; Papetti, Christofle and Guerrier-Buisine, 2018).

[bookmark: _Toc200655518]2.3 Strategies for enhancing staff training and system utilisation
Research constantly underscores the importance of continuous digital training to ensure staff competence and confidence (Hudson and Hudson, 2025; Singh, 2015). Training should be tailored to different roles and should not rely solely on one-off sessions. Instead, it should include regular refreshers, digital simulations, and role-play scenarios to foster long-term learning (DiPrete, Garza and Spinrad, 2023).
Cross-departmental workshops have also been found effective. These practices enable front office and housekeeping teams to understand each other’s digital workflows and reduce friction during handovers (González-Porras, Ruiz-Alba and Morales-Mediano, 2021). In addition, creating ‘digital champions’ within hotel teams (staff members trained to support colleagues) has shown positive results in hotels transitioning to new systems (Fallon and Rutherford, 2010; Hussain, Soni and Shah, 2024).
Organisational culture plays a fundamental role in digital adoption. According to Naz et al. (2020), supportive work environments, clear communication, and recognition systems increase staff willingness to learn and adapt. Regular feedback mechanisms, where employees can share concerns or suggest improvements, also contribute to better system usage and morale (Casado, 2012; Solnet et al., 2019).

[bookmark: _Toc200655519]2.4 Emerging trends in digital systems in hospitality
Current trends show a shift towards contactless and AI-enabled guest services. Mobile check-in, voice-activated room controls, and chatbot-driven concierge services are becoming industry norms (Nam et al., 2021; Forman and Udvaros, 2023). Budget hotels are increasingly adopting basic versions of these innovations to enhance guest satisfaction without high overhead costs (Papetti, Christofle and Guerrier-Buisine, 2018). AI-powered chatbots, for example, are now used to handle common queries, process bookings, and even assist with virtual check-ins, allowing front office staff to focus on more complex guest needs (Lu, Cai, and Gursoy, 2021). In budget hotels with limited personnel, such technologies offer a scalable way to improve responsiveness without increasing labour costs.
Another notable trend is the rise of predictive analytics and Internet of Things (IoT) integrations. These systems enable hotels to anticipate maintenance needs, optimise housekeeping schedules, and personalise guest offers based on data insights (González-Porras et al., 2021; Kuo, Chen, and Tseng 2017). Moreover, sustainability-focused technologies, such as energy-saving sensors or waste tracking systems, are being integrated into digital platforms as environmental concerns grow among travellers (Hudson and Hudson, 2025).
Finally, the post-pandemic recovery has amplified the demand for digital resilience. Hotels are investing in scalable cloud-based PMS and hybrid staff systems that allow for remote monitoring, flexible scheduling, and contact-free services (Das, 2023). These tools have proven critical in helping hotels manage disruptions while maintaining service quality, especially during staff shortages and high turnover.
Moreover, the COVID-19 pandemic accelerated the demand for contactless guest experiences. Self-service kiosks, mobile room keys, and app-based ordering systems are now widely adopted even by lower-tier hotel brands (Nam et al., 2021). These tools not only reduce physical contact but also improve perceived hygiene and efficiency. As budget hotels continue to invest in tech-driven service models, their success will depend on usability, system integration, and the perceived value delivered to both staff and guests.

[bookmark: _Toc200655520]2.5 Literature review summary
In summary, the literature supports the premise that digital systems, when well-integrated and supported by training, can improve operational workflows and guest satisfaction. However, challenges related to system limitations, staff resistance, and high-demand environments remain significant barriers. Emerging trends indicate a continued evolution toward intelligent, adaptive, and sustainable digital infrastructures that align with evolving guest expectations and operational needs.
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This chapter explains the research design and methodological approach adopted to examine the influence of digital systems on hotel operations and guest satisfaction at Premier Inn London Stansted Airport. 

[bookmark: _Toc200655522]3.1 Research design and philosophy
This study adopts a qualitative case study design, focusing on Premier Inn London Stansted Airport, a budget airport hotel operated by Whitbread Plc. The case study approach permits a detailed and unique exploration of how digital management systems influence both operational efficiency and guest satisfaction (Yin, 2018). This design is appropriate for examining complex phenomena within a bounded organisational setting (Stake, 2005; Saunders, Lewis and Thornhill, 2019).
The study employs an interpretivist research philosophy, which seeks to understand human experiences and socially constructed meanings (Bryman and Bell, 2015). This is particularly appropriate for qualitative case study research in hospitality, where the goal is to interpret the real-world experiences of staff and guests interacting with digital systems (Saunders, Lewis and Thornhill, 2019). Interpretivism supports methods such as direct observation and document analysis, as it values context, behaviour, and meaning over generalisability (Collis and Hussey, 2014). This philosophical perspective allows the exploration of how digital systems are embedded in operational workflows and influence guest satisfaction through subjective, situated insights (Gummesson, 2000; Veal, 2017).

[bookmark: _Toc200655523]3.2 Data collection methods
This study employs a mono-method qualitative approach to gathering data. There are two categories of sources : (1) direct observations during the placement at Premier Inn London Stansted Airport, and (2) documentary analysis of academic, industry, and company literature. This approach aligns with the case study practice, where multiple data sources enrich the understanding of a single bounded case (Yin, 2018).

[bookmark: _Toc200655524]3.2.1 Primary data: observations
Observational data was collected throughout a ten-week placement period. The field notes captured the use of digital management systems in the reception and housekeeping departments. Observations focused on staff interaction with digital tools, system reliability, and guest reactions, with a special focus on high occupancy periods. This method is supported by Veal (2017), who emphasises that observational research in hospitality allows for the rapid identification of operational patterns and inefficiencies.
Observations were non-intrusive and informal, without interviews or audio recordings, in line with ethical guidance from UWTSD. Data was recorded daily using a consistent format and was later grouped into themes (e.g., “system delays,” “manual rework,” “guest feedback”).

[bookmark: _Toc200655525]3.2.2 Secondary data: literature and organisational sources
Secondary sources included peer-reviewed academic literature (2015–2025), industry reports, and Whitbread’s annual reports (2015–2024). Academic sources provided theoretical grounding on digital systems, service quality, and efficiency (Gretzel, Sigala and Xiang, 2015; Forman and Udvaros, 2023). Company documents offered insights into Premier Inn’s digital investments and performance metrics, such as occupancy rates and guest satisfaction scores (Whitbread, 2015–2024). This strategy follows guidance from Silverman (2011), who argues that combining textual and experiential data strengthens both validity and relevance.

[bookmark: _Toc200655526]3.3 Data analysis
This research employed thematic analysis as the method to analyse both primary and secondary qualitative data. Thematic exploration is a widely used technique for identifying, investigating, and reporting patterns (or themes) within data in a flexible and transparent way (Braun and Clarke, 2006). This can be suitable in hospitality research, where the focus is on exploring behaviours, operational processes, and contextual meaning (Veal, 2017; Nowell et al., 2017).
For the placement observations, notes were coded manually, based on the research objectives. Emerging themes included system usability, staff-system interaction, and efficiency under pressure. For the secondary data, which included academic literature, industry reports, and Whitbread’s annual reports (2015–2024), a similar thematic coding process was used. Textual content was categorised by relevance to operational workflows, digital integration, training practices, and guest service impacts. 

[bookmark: _Toc200655527]3.4 Limitations
As with all qualitative case studies, this research is subject to certain limitations. The study is based on a single case, Premier Inn London Stansted Airport, which may limit the generalisability of findings to other hotels or brands (Yin, 2018). Additionally, the absence of interviews or surveys means that the analysis relies solely on observed behaviours and documented sources. As a result, the results may not fully capture internal staff perspectives or guest attitudes (Silverman, 2011). Furthermore, corporate documents such as annual reports may reflect promotional narratives. To mitigate these limitations, the research employed methodological triangulation and maintained transparency in thematic coding (Braun and Clarke, 2006; Denscombe, 2014).
[bookmark: _Toc200655528]3.5 Methodology summary
This chapter has outlined the methodological approach used to explore how digital management systems influence operational efficiency and guest satisfaction in a budget airport hotel setting. A qualitative, single-case study was conducted, and it was grounded in an interpretivist philosophy. Data was collected through non-intrusive observations during a ten-week placement at Premier Inn London Stansted Airport and through secondary documentary sources, including academic literature and Whitbread’s annual reports. Thematic analysis was applied consistently across all data sources. 
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This chapter presents the findings of the research, derived through thematic analysis of both primary observations collected during the placement at Premier Inn London Stansted Airport and secondary sources, including academic literature and Whitbread’s annual reports.
The analysis began with the systematic organisation of data into two categories: primary and secondary data. The primary data included observational notes recorded over a ten-week period during the placement at Premier Inn London Stansted Airport. The secondary data included a total of 42 documents. From these, 28 academic sources (journal articles and textbooks from 2015 to 2025), 6 industry reports, and 8 annual reports from Whitbread Plc (2015–2023) were selected for final analysis based on relevance to the research objectives.
All documents were analysed using thematic coding, structured around the research objectives. The coding process pursued Braun and Clarke’s (2006) six-phase framework, including familiarisation, code generation, theme development, review, naming, and final reporting. Themes were developed both deductively, based on the research objectives, and inductively, based on repeated patterns found across the data. A full thematic map showing how individual codes were grouped into themes is provided in Appendix 1, in line with Braun and Clarke’s (2006) six-stage structure.

[bookmark: _Toc200655530]4.1 Use of digital systems in operational workflows
Observations from the placement confirmed that Premier Inn London Stansted Airport has integrated a number of digital systems into its daily operations. These include a property management system (PMS), mobile housekeeping task apps, and self-check-in kiosks. These systems were used across key departments, mainly reception and housekeeping.
In reception, the PMS was used by staff to check guests in and out, allocate rooms, update booking details, and manage billing. Most receptionists appeared confident using the system. During low-traffic periods, the system operated without problems, and it helped staff complete tasks quickly. However, during peak check-in hours (typically late afternoon and early evening), there were repeated cases of system slowdowns and login issues. These problems were more noticeable when multiple team members tried to access the system at once.
In the housekeeping department, mobile task apps were used by supervisors to assign rooms and monitor progress in real time. Cleaning staff updated room status using their devices, which reduced the need for verbal communication or printed lists. This appeared to improve workflow efficiency and task clarity. However, Wi-Fi signal drops on certain floors led to delays in status updates. On several occasions, supervisors had to confirm room readiness manually.
Despite the presence of digital tools, many staff still relied on traditional practices. For example, paper checklists were still used during busy shifts, and verbal handovers between staff were common at shift changes. This mix of digital and manual systems shows that while technology is present, it is not fully replacing older habits.
Whitbread’s annual reports between 2018 and 2023 highlight significant investment in technology to improve productivity and simplify hotel operations. These include upgrades to PMS systems and the rollout of mobile housekeeping apps across Premier Inn properties. However, these reports also admit that uptake and usage vary by location, with some sites needing additional support to embed these tools.

[bookmark: _Toc200655531]4.2 Challenges and limitations during high occupancy
The most serious system problems were observed during high occupancy periods. These usually occurred on Fridays and Sundays, when airport travellers arrived in large numbers. During these times, digital systems often became slower and less reliable. In multiple cases, the PMS froze during check-in, forcing staff to restart the system or switch to manual processes.
One key issue was the booking system occasionally assigning rooms that were not yet ready or still occupied. This led to confusion at reception and frustration for guests. In these situations, staff had to communicate quickly with housekeeping or management to resolve the issue, often by using WhatsApp or phone calls rather than the official digital system.
Staff appeared to experience high levels of stress when the digital tools failed. In one instance, a team member manually updated room statuses using printed sheets after the app stopped responding. Another time, a receptionist was observed writing down guest details on paper while waiting for the system to reboot.
The 2021 Deloitte “Digital Transformation in Hospitality” report notes that many budget hotels face infrastructure challenges when systems are under heavy demand. These include slow internal networks, insufficient IT support on site, and delays in software upgrades. The Caterer (2023) also reported that many UK hotels still rely on outdated PMS versions, increasing the risk of system errors during high-volume traffic.
Whitbread’s annual reports mention ongoing upgrades to system infrastructure, but they also acknowledge that operational consistency across hotels is still a work in progress. This is confirmed by the placement findings, where technical issues at Stansted slowed down performance and affected staff confidence in the systems.
[bookmark: _Toc200655532]4.3 Impact on guest satisfaction and service quality
Guest responses to digital tools were mixed. Many guests used the self-check-in kiosks and appreciated the speed and independence they offered. This was especially true for guests arriving on late-night flights, who preferred not to wait in queues. However, not all guests felt confident using the kiosks, and some asked staff for help.
When the kiosks froze or printed incorrect room details, guests became visibly frustrated. In such cases, they had to return to the reception desk to resolve the issue, which led to longer wait times and more pressure on the staff. 
During the placement, there were no mobile apps or AI chatbots available for guest communication. All requests, such as for extra towels or wake-up calls, were handled through face-to-face interaction or phone calls to reception. This limited the flexibility of service, especially when staff were busy.
Industry research shows that guests in the budget segment increasingly expect basic digital features, such as mobile check-in, room status updates, or simple chatbot services (STR, 2022). Deloitte’s 2022 report highlights that contactless technology is now seen as part of “expected service” rather than a bonus. However, the placement hotel has not yet introduced these tools.
Whitbread’s digital roadmap, shown in its 2020–2023 reports, includes goals for improving the guest journey through technology. These include mobile booking upgrades and personalised guest communications. However, these changes appear to be rolled out slowly and were not yet in place at the case study hotel during the placement.

[bookmark: _Toc200655533]4.4 Gaps in the use of digital systems and areas for improvement
The placement experience identified four main areas where digital systems could be improved: system reliability, staff training, guest-facing tools, and feedback systems.
System reliability was a constant concern. Even basic tasks like logging in or updating room statuses sometimes failed or took too long. This reduced staff confidence and slowed down operations. Staff often mentioned that system updates were rare and support was hard to reach when issues occurred.
Training was another issue. While most team members had a basic understanding of how to use the tools, there was no evidence of structured digital training beyond the first few days of employment. New starters often relied on watching colleagues or asking for help. There was no sign of designated staff who could act as digital champions or troubleshooters on shift.
Guest-facing digital tools were limited to the check-in kiosks, which were not always reliable. More advanced options, such as a mobile app, digital concierge, or chatbot, were completely absent. This meant that guests still had to rely on face-to-face communication, which slowed service during busy times.
Finally, there was no structured way for staff or guests to give feedback on the digital systems. Issues were reported verbally or logged in the manager’s office, but not through a formal system. This made it hard for management to spot patterns or respond quickly to problems.
These findings are consistent with themes from industry reports and Whitbread’s internal statements. STR’s 2022 global survey showed that feedback systems linked to digital tools can help hotels respond faster and prioritise system upgrades. Whitbread’s own reports mention a desire to “capture in-stay guest sentiment” and “empower team members through tech”, but these ideas had not yet reached full implementation at Stansted.

[bookmark: _Toc200655534]4.5. Discussion
This section critically interprets the findings presented above. It discusses the key patterns in relation to the research question, which asked how digital management systems influence operational efficiency and guest satisfaction in a budget airport hotel. The discussion is structured around the four research objectives and reflects on relevant academic sources, industry reports, and the observed reality at Premier Inn London Stansted Airport.
The first research objective was to evaluate how digital systems support operational workflows in departments such as reception and housekeeping. The findings showed that digital systems such as the property management system (PMS), self-check-in kiosks, and mobile housekeeping apps are in active use at Premier Inn Stansted. These tools were designed to make tasks easier and faster, especially for staff managing check-ins or monitoring room status.
In line with studies by Aguilar-Escobar et al. (2021) and Lukanova and Ilieva (2019), the presence of digital tools generally helps improve coordination between departments. Housekeeping supervisors were able to assign rooms quickly, and reception staff could access booking details without paperwork. However, the observations also showed that the systems did not always perform reliably. Staff often reverted to manual methods such as paper checklists or verbal updates when the system was slow or unavailable. This behaviour reflects the ongoing tension between traditional practices and digital adoption, as also noted by Casado (2012) and Davidson and Wang (2011).
The literature supports the idea that digital systems work best when fully integrated into daily routines and supported by confident users (Veal, 2017). In this case, digital tools existed, but they had not fully replaced manual work due to gaps in system performance and staff training. Whitbread’s annual reports indicate that full system integration is still being developed across the company’s portfolio, which explains why this challenge was present at Stansted.
The second research objective focused on the challenges and limitations of digital systems during periods of high guest volume. The placement revealed that high-occupancy periods placed extra stress on the digital systems. PMS delays, system freezes, and booking conflicts were observed frequently. These issues reduced staff performance and caused service delays, especially at reception.
This reflects broader challenges documented by Wessels, du Plessis and Slabbert (2017), who found that digital systems can create new problems when staff are under pressure or poorly trained. According to Ineson, Čomić and Kalmić (2019), technical breakdowns during high-traffic hours damage both staff morale and guest trust in the hotel’s service.
Deloitte’s (2021) report on hospitality digital transformation explains that hotels often lack the infrastructure to support fast and stable system performance during peak times. The findings at Premier Inn Stansted confirm this issue. Although Whitbread claims to invest heavily in system upgrades (Whitbread, 2022), implementation seems uneven across properties. This highlights the “implementation gap” discussed by Papetti, Christofle and Guerrier-Buisine (2018), where digital strategy is not always reflected in on-site practice.
Staff stress and system problems also reduced the operational value of digital tools. When digital systems failed, staff confidence dropped, and manual workarounds returned. As Baum (2015) explains, hotels must not only introduce systems but also train and support their staff to deal with technical issues confidently. This support was missing at the placement hotel.
The third objective was to assess how digital systems influence guest satisfaction. The findings from the placement show a mixed result. Many guests appreciated the self-check-in kiosks, which reduced wait times and gave them more control. However, some guests struggled to use the kiosks or encountered errors that led to frustration. These experiences match the findings of Nam et al. (2021), who argue that guests expect technology to be fast, easy, and reliable.
In this case, the kiosks worked well when they functioned, but their failures created additional problems for guests and staff. There were no alternative tools like mobile apps, chatbots, or digital concierge systems that could provide backup. As Lu et al. (2021) explain, service automation must be paired with responsive human support. Premier Inn’s current setup does not offer this combination, which affects the overall guest experience.
The literature further suggests that digital innovation improves guest satisfaction when it meets basic expectations and adds convenience (Solnet et al., 2019; Gretzel, Sigala and Xiang, 2015). In the case study, digital tools only partially met these expectations. While the kiosks offered some convenience, the lack of mobile-based options or instant service tools meant guests had to rely on face-to-face interactions, which slowed service and increased staff workload.
The industry reports support this observation. The Caterer (2023) and STR (2022) both show that guests in the UK budget hotel market increasingly expect contactless services. The placement findings suggest that Premier Inn Stansted has not yet fully adapted to these expectations, leaving room for improvement.
The fourth objective was to identify specific areas where digital systems could be improved to support operational performance and guest satisfaction. The findings identified four problem areas: system reliability, training, guest-facing tools, and feedback systems.
System reliability remains the most urgent issue. Despite Whitbread’s commitment to digital investment, the placement revealed frequent technical issues. The literature clearly shows that stable, user-friendly systems are key to achieving efficiency in hospitality (Kuo, Chen and Tseng, 2017). The placement hotel needs better on-site IT support or faster response to technical issues, especially during busy shifts.
Training was also a weak point. New staff were expected to learn by watching others. There were no refresher sessions or digital champions to support ongoing learning. As Singh (2015) and Fallon and Rutherford (2010) note, hospitality workers need regular, practical training to stay confident with digital tools. This is especially true for hotels with high turnover or seasonal staff.
The lack of guest-facing tools such as mobile apps or chatbots was also noted. Many budget hotel guests now expect to access services through their phones (Forman and Udvaros, 2023). Without these tools, the hotel misses an opportunity to save staff time and offer guests more control over their stay.
Finally, the absence of structured feedback systems was surprising. There was no formal process for staff to report technical problems, nor for guests to give feedback on their digital experience. Hudson and Hudson (2025) argue that collecting user feedback is essential for improving service quality. Without this input, managers may not know which systems are failing or where training is needed.

[bookmark: _Toc200655535]4.6 Implications and operational significance
The findings from this study have practical meaning for the way Premier Inn London Stansted Airport manages its daily operations. The challenges observed during the placement, such as system delays, low staff confidence, and weak coordination between departments, suggest that digital systems are not being fully utilised. These issues may lead to reduced guest satisfaction and staff frustration (Wessels, du Plessis and Slabbert, 2017; Neog, 2021). Without proper feedback mechanisms or regular staff training, management may remain unaware of operational weaknesses (Hudson and Hudson, 2025). This supports the view that successful digital integration requires not only investment in tools, but also staff development and communication (Forman and Udvaros, 2023). These implications are relevant not only to Premier Inn, but also to other budget hotels aiming to improve service delivery through technology (Nam et al., 2021; Solnet et al., 2019).



[bookmark: _Toc200655536]4.7 Limitations
This research has some limitations that must be considered. It focuses on a single case study, which limits how far the findings can be applied to other hotels (Yin, 2018). The data was drawn from observational notes and secondary sources, without the inclusion of guest or managerial interviews. This limits access to deeper personal insights (Silverman, 2011). The short timeframe of the placement may also affect the depth of the observations. Still, using thematic analysis across multiple sources increases the reliability of the results (Braun and Clarke, 2006; Denscombe, 2014). Despite these constraints, the study identifies key operational issues relevant to digital service delivery in budget hotels.
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This research aimed to explore how digital management systems influence operational efficiency and guest satisfaction in a budget airport hotel, using Premier Inn London Stansted Airport as a case study. The study was guided by four research objectives: to evaluate how digital tools support operational workflows, to explore challenges during high occupancy, to assess the impact on guest satisfaction, and to identify areas for improvement. Through direct placement observations and the analysis of academic literature, industry reports, and Whitbread’s annual reports, the study offered conclusions into how digital systems work in daily hotel operations.
The first objective focused on how digital systems support operational workflows in departments such as housekeeping and reception. The findings show that Premier Inn London Stansted Airport uses several digital tools, including a property management system (PMS), digital check-in kiosks, and mobile housekeeping applications. These tools are designed to make daily tasks faster and more efficient. In housekeeping, for example, mobile apps help supervisors assign rooms and update cleaning status in real time. In reception, digital check-in points reduce queues and support staff during busy periods. However, the effectiveness of these systems depends on how well they work in practice and how confident staff are in using them. The literature also supports this view. Researchers like Lukanova and Ilieva (2019) and Aguilar-Escobar et al. (2021) show that digital systems can make hotel operations smoother if they are well integrated into daily routines.
The second objective was to examine the challenges that occur when digital systems are used during high-occupancy periods. The placement experience revealed that system delays, login issues, and occasional crashes were common during busy times. Staff sometimes had to go back to manual methods like paper checklists or verbal updates, which caused further delays. These problems were not only frustrating for the staff but also reduced the overall efficiency of operations. Literature by Wessels, du Plessis and Slabbert (2017) and Neog (2021) confirms that technical problems and lack of staff training can make digital tools less effective, especially when the hotel is full. The Premier Inn annual reports mention strong investment in digital tools, but these challenges suggest a gap between company strategy and real-life application at the hotel level.
The third objective looked at how the use of digital tools affects guest satisfaction. The observations showed that some guests appreciated being able to check in using self-service kiosks, especially when arriving late at night or early in the morning. However, when these systems failed or became slow, guests became frustrated, which affected their overall experience. Staff were not always able to fix the issues quickly, which made the situation worse. Studies by Ali et al. (2021), Nam et al. (2021), and Solnet et al. (2019) agree that digital systems can improve guest satisfaction when they work properly, but they also stress that quick human help must always be available. The placement confirmed this point: guests were happiest when technology worked and staff were nearby to help when needed.
The fourth and final objective was to identify the main areas where digital systems could be improved. The findings showed four main gaps: system reliability, staff training, limited guest-facing tools, and weak feedback systems. Despite investments reported by Whitbread (2020; 2022), the placement hotel still experienced regular system glitches. Staff training on these systems also appeared limited to the basics, with no sign of ongoing learning or digital champions who could support their colleagues. Advanced tools like mobile apps or AI-powered chatbots were not used at all, even though the literature highlights their growing role in budget hotels (Lu, Cai, and Gursoy, 2021; Forman and Udvaros, 2023). Finally, there was no clear process for collecting feedback from guests or staff about how well the digital tools were working. Without this input, hotel managers may not know what changes are needed. These findings align with research by Hudson and Hudson (2025), who argue that feedback is key to improving service through technology.
Overall, the study answered the research question: ‘How does the integration of digital management systems influence operational efficiency and guest satisfaction in a budget airport hotel?’. The results show that digital tools can support better performance and service quality, but only if they are reliable, easy to use, and supported by training and communication. When these conditions are not met, the tools may add stress instead of reducing it. The case study of Premier Inn Stansted highlights the importance of closing the gap between strategy and day-to-day practice. Although the hotel is equipped with some digital systems, problems in implementation and staff support limit their full potential.
This research also contributes to the wider hospitality industry by confirming that budget hotels, which often face pressure to cut costs and serve high guest volumes, can benefit from digital tools if those tools are well managed. It adds to existing studies by providing new evidence from a real placement experience. Moreover, it contributes by showing how operational and human factors shape the success of digital systems.
Some limitations must be recognised. The findings are based on one hotel, and the placement period was relatively short. No interviews or surveys were conducted, so the views of guests and senior managers are not directly included. Nevertheless, by combining practical observations with strong academic and corporate sources, this study offers reliable insights and raises important questions for hotel managers and researchers.
In conclusion, this project has shown that digital management systems have the power to improve hotel operations and guest experiences. But these tools are not solutions on their own. They need to be supported by well-trained staff, ongoing investment, and clear communication between departments. Without these, even the best systems may fall short of their goals. The next section will present specific recommendations based on the findings, to help Premier Inn London Stansted Airport make the most of its digital investment and improve its overall performance.
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Based on the findings from the placement and the review of academic and industry sources, this section presents practical recommendations to help Premier Inn London Stansted Airport improve the performance and effectiveness of its digital systems. The goal is to strengthen both operational efficiency and guest satisfaction. Each recommendation is supported by relevant academic literature and is aligned with the key areas of concern identified in the research.
1. Improve digital system reliability through regular maintenance and upgrades
One of the most urgent issues observed during the placement was the lack of system reliability. Delays, login problems, and frozen check-in screens were common, especially during high-occupancy periods. These issues caused staff frustration and led to service delays. To address this, it is recommended that the hotel schedule regular technical maintenance, update its digital platforms more frequently, and improve local system support.
Academic research highlights the importance of system performance in digital service delivery. According to Kuo, Chen, and Tseng (2017), even small technical issues can reduce efficiency and negatively impact guest experience. Investing in cloud-based property management systems can help reduce downtime and allow better access across devices (Lu, Cai, and Gursoy, 2021). Whitbread’s own reports confirm plans for cloud infrastructure, but implementation at the Stansted site needs to be reviewed and reinforced.
2. Provide ongoing, role-specific digital training
Another clear weakness was the lack of thorough staff training. While most staff could operate basic digital tools, there were visible signs of uncertainty when systems failed or updates were introduced. Some staff relied on verbal help from more experienced colleagues instead of using the systems independently. To solve this, the hotel should implement a programme of continuous and role-specific digital training. This should include short monthly refreshers, scenario simulations, and a system for updating staff on software changes.
Studies by Singh (2015) and Davidson and Wang (2011) emphasise that one-time training is not enough in a fast-changing digital environment. Staff must be regularly exposed to new features and encouraged to develop confidence in troubleshooting. The use of digital champions (staff members trained to help others on shift) has been shown to support digital adoption in hospitality settings (Fallon and Rutherford, 2010; Hussain, Soni and Shah, 2024).

3. Expand guest-facing technology to meet expectations
Although the hotel uses self-check-in kiosks, other digital tools, such as mobile apps, chatbots, and online room service options, are currently missing. As more guests expect contactless and 24/7 digital interaction, it is important for Premier Inn to meet these expectations to remain competitive.
Research by Forman and Udvaros (2023) shows that simple AI tools like chatbots can resolve frequent questions quickly, freeing up staff for more complex guest needs. Similarly, mobile apps allow guests to check in, request services, and give feedback from their phones, which improves satisfaction and reduces staff workload (Nam et al., 2021). Even budget hotels can benefit from basic, affordable versions of these tools.
It is recommended that Premier Inn test and gradually introduce a more effective branded mobile app, along with a basic chatbot function integrated into their website. This would enhance convenience and align with trends in digital guest service.
4. Strengthen departmental communication through integrated systems
The placement showed that communication between reception and housekeeping was sometimes delayed or inconsistent, especially during busy shifts. For example, room readiness updates were not always reflected in the system, leading to guest check-in delays or rework for cleaning staff. The hotel should improve communication by investing in fully integrated systems that update all departments in real time. PMS platforms with shared dashboards and live notifications can reduce gaps and ensure staff know room status, guest requests, and shift responsibilities immediately.
According to González-Porras, Ruiz-Alba and Morales-Mediano (2021), operational efficiency improves when digital systems allow departments to collaborate easily. This can be supported by digital task boards and shift handover notes shared across devices. Such tools reduce confusion and help departments work as a single team.
5. Develop a formal feedback system for staff and guests
Finally, there was no clear method observed for collecting feedback on the digital systems from either guests or frontline staff. Without this input, management may not be aware of ongoing issues or suggestions for improvement. The hotel should introduce short digital feedback forms that can be completed by guests after check-in or check-out. For staff, anonymous monthly digital surveys could help identify technical issues, training needs, or suggestions for tool improvements.
Hudson and Hudson (2025) argue that continuous improvement in service quality requires two-way feedback. Staff are often the first to notice problems, while guests can report glitches that affect their stay. A structured feedback loop allows the hotel to fix small issues before they grow into larger service failures.
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Table 1. Thematic Map
Source: adapted from research
	Theme
	Codes (examples)
	Source

	System reliability
	- System downtime- 
Login delays
- Frozen check-in kiosks
- System not updating in real time
	Observations, Whitbread Reports

	Staff training and digital confidence
	- Lack of refresher training
- Hesitation to use new systems
- Reliance on experienced staff
	Observations, Singh (2015); Baum (2015)

	Guest-facing technology limitations
	- Guests confused by self-check-in
- No mobile app available
- No chatbot support
	Observations, Lu, Cai, and Gursoy (2021)

	Manual vs digital workflow tension
	- Paper backup lists
- Verbal handovers
- Staff bypassing digital input
	Observations, Casado (2012)

	Interdepartmental coordination gaps
	- Room status delays
- Miscommunication between reception and housekeeping
	Observations, Forman and Udvaros (2023)

	Lack of feedback mechanisms
	- No guest system feedback forms
- No staff input on tool performance
- Top-down implementation
	Whitbread Reports, Hudson and Hudson (2025)

	Implementation gaps
	- Tools referenced in reports not used on site
- Strategy not matched by operations
	Whitbread Reports vs Observations
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