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    In this team project about modern technology impacts in the market, "The Ned" a new branded (5 star) hotel in London has been set as an example, on how modern technology is evolving the market, how both technology and market affect positively each other in a conventional way. As also the steps and challenges, a vast hotel-like" The Ned" had to through, to keep high-quality services in all departments, well trained and motivated staff, but most importantly satisfied and regular customers.
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           Background of the organization:
[bookmark: _Hlk38094813]   The Ned is a large hotel, which was open in April 2017. This building was designed by the British architect Sir Edwin ‘Ned’ Lutyens in 1924 as the headquarters of Midland Bank. Since that period, many banks rent this building. Near eight years it was empty till 2012.  That year Nick Jones, the founder of Soho House & Co, saw this building in a first time. Together with Andrew Zobler, The CEO of New York’s Sydell Group, they decided to transform this building to the hotel (Sydell Group, 2017). 
   The Ned position is in the heart of London near Bank station. In the present, the rate of the hotel is five stars. 
   According to the information on website https://www.thened.com/ (2020) the hotel is offering for the guests different kind of services: 
· Rooms and Suites. The hotel has 252 rooms.
· Restaurants and bars. It has ten restaurants and a few bars. One of the features of The Ned is that “the basement lounge bar is found inside the bank's original vault, with it's 20-tonne door and 3,000 stainless steel security boxes” (Karmali, 2017).
·  Spa & Grooming. The pool, fitness, beauty treatments, barbershop and parlour, exclusive cosmetic from Cowshed - all are here.
· Meeting and events. It is 6 Grade I-Listed meeting rooms and two outdoor terraces.
· Experiences.
· Membership of Ned’s Club. It gives access to a gym, spa, hammam, rooftop pool and late-night lounge bar.
Why do The Ned create, develop and increase their services?
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     Background of the organization:
   Every organization in this world supposed to have the aim (goal, mission) and adjectives. This hotel is not an exception. According to the words on the official website:
“We aim to make sure that all our guests and members have a great time and we firmly believe it’s our people who make that happen”. (“The Ned”, 2020).
Of course, there are many other adjectives apart of main aim, that hotel should achieve. These adjectives are: 
            - to support a hotel on a high standard 
            - to make positive feedback from the customers, guests
            - to keep employees satisfied and with strong motivation to do their job on a high level
            - to achieve maximum revenue from the hotel
            - to minimize the expenses 
To manage this kind of business, they need to have many instruments, tools that will make their job and communication speedy, easy and effective. 
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   Challenges before introducing Technology:
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    Energy Management:
  
 The manual regulation of energy would often lead to unnecessary wastage as guests would leave the electronic devices on when they left their rooms. It would account to almost 20percent of extra energy usage from the guests. Besides, the common energy sources like hallway lightings, common water taps would also not be used appropriately.  The temperature in each room would have to be manually operated through the remotes of the respective devices unlike technology today which senses the body temperature of the individual in the room, assesses the temperature outside and sets the temperature of the room optimally suited to the guest (Oz  et al,. 2018).

   Loss or mishandling of keys:
 
  Keys would be provided to guests as and when they arrived. However, at times the guests would take their keys along with them and then lose them. These unfavourable situations often cost the hotel a lot of extra financial burden than expected. Besides, sometimes not only the guests but managements divisions like room service faculties and staff would lose the keys too. Plus, the keys often suffered heavy physical damages that would make them unusable (Ogar et al,. 2019). The use of physical keys are hence extremely disadvantageous and they should be replaced with technological advanced methods like mobile keys.




Challenges before introducing Technology:
[image: ]

    Marketing deficits:

   The marketing tactics before the existence of modern technological strategies like apps, targeted advertisement platforms, etc., were not very effective, and hotels like The Ned often depended on their brand reputation for their advertisement. The advertisement tactics would sometimes miss the mark of targeting a specific client base, and the Hotel would face that difficulty. The absence of data opportunities and the lack of technological implementation often led to the decline of the Hotel’s profitability and financial revenues. The hotel wasn’t able to leverage all the data from their bookings either as the lack of technology often resulted in them losing track of the same (De Pelsmacker et al.,.  2018)
  

   Without the use of modern technology, defects in the facilities of the Hotel or its architecture would take a long time to be discovered. Water loss itself could contribute to substantial monetary damages to the Hotel’s profit and revenues. Besides, it would also lead to dissatisfaction of the guests and reduce brand reputation. Maintenance is a vital part of the Hotel’s amenities, and it is monitored regularly. However, to do so manually can be overbearing and often tiresome for large hotels like The Ned. With the advent of modern technology, the staff can be made aware of such defects or hazardous trends before the matter can escalate into something huge (Mutlu Öztürk and Öztürk, 2019).



 Insights of Modern Technology Introduced:
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· Wi-Fi infrastructure overhauls
· Mobile communication and automation
· NFC technology
· Robots and infrared sensors
· Cloud services
· Converged LANs to support multiple services
    Technology is in a fast advancing process, causing changes in the hospitality industry from different aspects. Some of the trends in the industry are leading to significant improvements and savings for hospitality industry companies; while some are changing how hotel developers plan their buildings, base, management structure and staffing requirements. (Aurecongroup)

   The investors have been introducing new technological upgrades creating a better connection between the customer, providing an exceptional experience, and the operational and managerial staff. 

   The technology generates more access and efficiency, offering a mutual benefit for the service provider and customer. (P. Kansakar et all,2018)
  


Insights of Modern Technology Introduced:
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   Technological innovations are becoming more and more widely used in the hotel industry. Information technology investments will increase hotels productivity, reduce their costs and at the same time, add value to the services and products offered to their customers.

  
  The service process is transformed in response to changes in consumer behavior, their new requirements and needs of modern technology before, during and after the hotel stay. (V. Kazandzhieva et all, 2017)

  
Guests satisfaction is a key aspect in the industry and has greatly been improved by the new features introduced as: keyless entry services, automated check-in and check-out services, digital concierge. 

  
These services are especially helpful for customers with disabilities and can wide the range of customers.
  Automated doors and windows, pipelines, elevators and powerlines can report faults and malfunctions before physical inspections ensuring a more efficient problem-solving solution. (P. Kansakar et all,2018)

   

  




     Impacts of Modern Technology:
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      Technology has positive impact from a Business Development and a Customer satisfaction point of view.  

     ‘’The Ned’’ marketing and advertising strategy uses social media like Facebook, Twitter and Instagram to connect and promote business with customers 24/7. ‘’The Ned ‘’website provides attractive and accurate information for customers bringing high business benefits.

      ‘’The Ned’’ produce financial reports through specialised software in order to decrease costs and increase profit. Accounting and financial projections are fast and easier for both, administration and the employees with use of connected IT technology.

       Workplace data software improves proactivity, employability and training opportunities.
HR shares Health and Safety data reduces costs from injury and illness, gets feedback of employees’ performance and fosters evaluation and promotion.

       One of the most efficient impact of technology in ‘The Ned’ is in preventive maintenance. The ability to plan and/or apply corrective maintenance minimises cost from errors and saves time for the organisation.  





   Impacts of Modern Technology:


[image: ]

     The partnership between Soho House and the Sydell Group shares software and online platform to address labour issues and to fulfil the needs of the company under the same umbrella. Sharing the same vision increases employees’ motivation and job opportunities.
    Technology has an important impact in customers satisfaction as well. Customers seek a unique, individualised experience rather than just ‘’a place to stay’’. The Ned’s club uses software to offer numerous activities and services for men, women and kinds in order to keep customers indoors and satisfied.
 
    Customers can login to ‘The Ned’ website from a smart phone, a tablet or a computer, have a virtual access to all aspects of the hotel site – viewing rooms, facilities, services, as well as rates, availability and the offers and/or promotions. Therefore, they have increased satisfaction.
 
    The Hospitality industry faces high-stake competition, Poor customers experiences shared in negative reviews in ‘TripAdvisor’ and similar sites and can damage the hotels reputation and lead to lose potential customers.
     Furthermore, a security breach and a loss of personal information from online thefts (Hackers) can damage the business reputation.
    Last, technology has a huge impact on turnover culture. Employees use online technologies to search job opportunities and achieve personal development. To counteract this, ‘’The Ned’’ aim to reduce turnover and engage employees’ loyalty with benefits, recognition and career development opportunities.

  
  

Lessons drawn from the case study:
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   For such a new branded (since 2017) and very spacious and even more in the heart of London five star hotel, the challenges from every aspect are huge. Every five star hotel has to make sure that, the highest of standards are kept in all departments. Positive feedbacks have to be taken, in order to be able to keep staff motivation high and a positive environment between management, staff and obviously customers. Financially, the max revenue has to be aimed and achieved, in which minimizing expenses has an important role, too. The every day challenges before modern technology been introduced, are well known. Starting with an environmental and financial issue, the energy management in every hotel has an important role financially but even more environmentally, too. Because of the manual temperature regulation and huge hallway lighting, the energy waste comes to a 20% of extra waste. The marketing deficits used to be another difficulty for every hotel the previous decades. Lack of marketing strategies could limit the clientele in short wide. As also, been stuck in offline strategies and just general online, could never meet the expectations. The last disadvantage, was certainly the very hard to do, maintenance. Without any automation it was really difficult the detect and resolve a maintenance issue. With the insights of modern technology, things in the most of hotels could only turn better. Technological innovations and investments have increased the productivity, reduced the wastes and costs, as also they added value to customers services, too. Wifi, mobile communications, robots or sensors and converged LANs are here to make staff’s life better and certainly their job more enjoyable. From the customers part, keyless services, automated check–in or check-out services and digital concierge, can only make their stay, happier, stress less and to be remembered. Disable access and services are also very important for a hotel's reputation and make it more approachable to any kind of customer. With automation, a lot of the past challenges have been resolved. Automated doors, windows, pipelines and power lines can report and help to take precautions in time. The positive impacts from the business’s aspect after technology was introduced are: business development, marketing or advertising, financial control and human resources. The 24/7 customer service and customers satisfaction increased are also huge impacts. As negatives, the market competition (reviews, ratings) has highly increased and obviously information security breach has to be in high standards, because the danger to be hacked is also increasing every day.
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“The Ned”

+ Designed by Sir Edwin ‘Ned’ Lutyens in 1924 as aMidland Bank.

*Rooms and Suites.
* Restaurants and bars
+ Spa & Grooming.
* Meeting and events.
« Experiences.
* Membership

Why do “The Ned” create;develop and increase their'services?
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“We aim to make sure that all our guests and-members have a great time and
make that happen”.

(“The Ned”, 2020) |
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Energy Management

¢ The use of energy would be completely
regulated by guests without any
automation technology(Oz et al,.
2018)..

« This would lead to lots of wastage

* Besides, guests would have to manually
operate the temperature moderating
devices which would often contribute to
the dissatisfaction of the customer
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Marketing deficits

* Often the Ned would face lack in its
marketing strategy on the account of
not being able to reach a wide range of
clientele

* The marketing would be limited to
offline strategies and general online
strategies with the advertisements
often missing the targeted audience
(De Pelsmacker et al,. 2018)





image7.PNG
INTEROPERABILITY

SECURITY AND pRNACY

%&

ATA MANAGEMENT

RESPONSIVENESS

’&&"O




image8.PNG
'GUEST-FACING SYSTEMS. HOSPITALITY SERVICES.

Teiht
g T o
2 B eV

In-RoOM (o7 SensoRs | 1





image9.png
Positive Impacts

Business Customers
Business Development * 24/7 Services
+ Increased Satisfaction

Marketing - Advertising

Finance Control (Budgets, Final Costs,
Decreased Costs,

Human Resources (Recruitment, Staff
Training, Health & Safety, Increased
Productivity)

Partnership Opportunities - sharing
the shame vision

Improved Service





image10.png
Competition (compare reviews and
ratings)

Reputation Management
Information Security Breach -
Guest's Credit Card Information
and Compromised by Hackers
Tumover Culture (Career
Development, Job Satisfaction,
Promotional Opportunities)





image11.PNG




image12.png
PRIFYSGOL CYMRU
Y Drindod Dewi Sant
UNIVERSITY OF WALES

Trinity Saint David




