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[bookmark: _Toc213276321]Abstract 
This research looks at how new technology and traditional good service affect how happy visitors are at the Novotel Birmingham Airport. The study uses a mix of data from online reviews and observations from a placement at the hotel. The main goal was to see how the hotel’s use of automated services, like self-check-in and cloud systems, impacts guest experience. It also considers the importance of staff interaction, personalized service, and quick problem-solving, especially since the staff often change because of high turnover. The analysis of guest feedback, based on the SERVQUAL model, shows that guest satisfaction mainly depends on good, human-led service. Guests often mention friendly staff and clean, comfortable rooms as reasons for their happiness. But, the study also finds that problems with reliability, like room assignment issues and inconsistent service, can quickly ruin the guest experience. This shows that even if guests are happy with staff, operational problems can cause dissatisfaction. The main factors that make guests happy include the location near the airport, comfortable rooms, and good staff service. On the other hand, negative comments about operational issues and value for money highlight that reliability and perceived value are very important for the hotel to improve. The study also suggests that technology can help fix some of these problems. Systems like cloud management and mobile check-in can make the service more consistent and efficient, which is important because the staff often change. Technology changes the way staff work, shifting their roles from routine tasks to more complex and emotional interactions, like solving problems and recovering service when things go wrong. The research also shows that investing in good facilities and technology can help make up for weaknesses in human service, especially reliability. To improve guest satisfaction and operations, the hotel should invest in better digital tools and training, especially using new tech like virtual reality and gamification to help staff learn quickly. They should also change staff roles to focus more on emotional and complex service tasks, and improve HR practices to support staff development. Lastly, the hotel needs to be clearer about prices, amenities, and room descriptions so guests know what to expect and are less disappointed. In conclusion, the study suggests that technology can help improve service, but good human service is still very important. The hotel should focus on both technology and staff to make guests happier and run better. This means that combining good tech with good staff is the best way to improve the guest experience.
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1. [bookmark: _Toc213276322]Chapter 1. Introduction 
The hotel industry is going through a lot of changes because of new technology and higher customer expectations. Hotels near airports, like those at busy airports, face special challenges because of their location, the high number of passengers, and the need to operate efficiently (Nyathela-Sunday, Banoobhai-Anwar, and Draper, 2024). For example, the Novotel Birmingham Airport is located right across from the passenger terminal at Birmingham International Airport. Its location makes it an important place for business travelers, airline staff, and people passing through who need a place to stay. This hotel has a mix of old and new ways of serving guests. It uses technology like self-check-in machines, mobile apps, and digital concierge services to speed things up and reduce contact between staff and guests (Accor, 2025). At the same time, the hotel still relies on its staff to provide personalized help, solve problems, and create a friendly atmosphere. This combination shows a common challenge in the hotel industry: how to be efficient and save money while still providing the human touch that guests value (Solnet et al., 2019).The main goal of this study is to see how automated services and traditional service quality affect guest satisfaction at Novotel Birmingham Airport. Good service has always been important for keeping guests happy and making the hotel profitable. However, there has not been much research on how automation works alongside traditional service. This study looks at online reviews and observations to find out how these two types of service work together and how they influence the guest experience.
1.1. [bookmark: _Toc213276323]Research Aim
The aim of this study is to evaluate how technological innovations and traditional service quality together affect visitor happiness at Novotel Birmingham Airport, using secondary data sources and reflective placement observations
1.2. [bookmark: _Toc213276324]Research Objectives
· Look at what books and articles say about hotel automation, traditional service quality, and how they affect guest happiness.
· Use service quality ideas like SERVQUAL and big-picture tools to understand how Novotel Birmingham Airport runs.
· Check online reviews from sites like Booking.com, TripAdvisor, and Google to find out what makes guests happy or unhappy, especially related to automated and regular services.
· Find out how automation and normal service relate to each other and give easy-to-understand advice for hotel managers based on what you learn.
1.3. [bookmark: _Toc213276325]Research Questions
· How do automated services like self-check-in, mobile apps, and digital concierge systems affect how happy guests are at Novotel Birmingham Airport? 
· How do traditional service aspects such as staff interaction, quick responses, and personal attention still influence guest experiences? 
· How do online reviews from guests show the balance between using technology and traditional service in this hotel? 
· What simple solutions can be suggested to improve the mix of automated and traditional services to make guests more satisfied?
2. [bookmark: _Toc213276326]Chapter 2. Literature review
The link between service quality, automation, and client pleasure has become one of the most contentious and active areas of hospitality study in the last decade, reflecting the industry’s effort to reconcile efficiency with the enduring importance of human contact (Ali et al., 2021). Service quality is often thought of using models like SERVQUAL, which focus on things like being dependable, quick to respond, trustworthy, caring, and having good facilities (Shi and Shang, 2020). Even though this model was created a while ago, it still makes sense today, especially in places like hotels and restaurants where guests judge their experience both on practical factors and how they feel about the service. Some experts say that using machines and automation can help make services more reliable and improve the facilities, but they often can't match the human touch needed to show care and build trust (Sharma and Srivastava, 2018). These emotional and personal aspects are really important in face-to-face service situations, and machines usually find it hard to replace that human connection. This issue is especially clear in airport hotels, where guests often feel rushed and want quick service, but also look for comfort and personal help during stressful travel times. Song et al., (2025) shows that using technology and human service should work together, not replace each other. Technology can take care of simple, routine tasks, so staff can focus on more complicated or emotional needs of guests. This way, guests get efficient service and personal attention, making their stay more comfortable and less stressful. The growth of automation in hotels and restaurants is mainly due to new technology and some outside pressures. These pressures include not having enough workers, higher costs to run the business, and changing what customers expect (Pagaldiviti and Roy, 2024). Many studies show that tools like self-service kiosks, mobile check-in, and digital concierge services are becoming more popular because they make things faster and easier for guests. People like these options because they give them more control over their experience and save time (Busulwa, 2020). The Technology Acceptance Model is often used to understand why guests choose to use these new tools. According to this model, whether people accept these technologies depends on how useful they think they are and how easy they are to use (Schorr, 2023). Carolina Centeio Jorge et al., (2023) shows that people are willing to accept automation if it makes things easier and faster. However, they still want to be able to get help from a person if something goes wrong. This idea is similar to the Expectation-Confirmation Theory, which says that people feel satisfied when their experiences meet or go beyond what they expected. When automation works well, it confirms their expectations of being quick and efficient (Atapattu et al., 2016). Nevertheless, if it does not work properly, people tend to feel more upset because they think there is no human support to help them out. The COVID-19 pandemic made it more common to use contactless technology. This change made automation important not just for convenience but also for safety and cleanliness. After the pandemic, many people expect hotels to have digital options available. However, they also value human interaction, especially when they need comfort, reassurance, or help with problems. This shows that a mix of automated and personal services works best (Davari et al., 2022). Hotels should combine technology with human touch to meet these new expectations effectively. Many experts believe that these models can improve how people feel about a service and how well it works. They help by taking care of boring, repetitive tasks, which allows staff to focus more on providing a personal touch. When people are satisfied with a service, it usually means they are happy with both how useful it is and how it makes them feel (Mohamed et al., 2022). Useful satisfaction comes from things like quick service, dependability, and ease of use. Feeling good about the service comes from feeling understood, receiving personalized attention, and trusting the provider. In particular, making sure both the practical and emotional needs of customers are met is important for a good experience (Ali et al., 2021). Research shows that automation can make tasks easier and more efficient, but it doesn't always make people feel good emotionally. Human interaction still plays a big role in making guests feel comfortable and cared for. For example, self-check-in machines help guests avoid long lines, but many people miss talking to staff who can offer warmth and reassurance. Similarly, mobile apps and digital assistants are useful for quick tasks, but they can't handle complicated or unexpected requests as well as a person can (Song and Kim, 2022). This means that hotels need to find a good balance between using technology and providing personal service. Technology should support and improve human interaction, not replace it entirely. Making sure guests feel both satisfied with the service and emotionally cared for is important for a good hotel experience. On the positive side, automation can make things faster and help save money. For example, machines or software can speed up check-ins or help manage bookings better. Nevertheless, there are also some problems. If hotels depend too much on machines, they might lose the personal touch that guests like. This can be a problem, especially for guests who are not comfortable with new technology (Mandić, Panić, and Šain, 2023). There are ways to stand out by offering new services that use automation, like smart room controls or automatic check-ins, which can make a hotel seem more modern. Plus, automation can help hotels be more eco-friendly by saving water and electricity. However, there are risks too. Technology can sometimes break down, causing issues for guests. There’s also the danger of cyberattacks, which can put guest information at risk (EHL Graduate School, 2024). Lastly, if hotels focus too much on machines and forget about human service, they might lose their special identity and the warm, personal experience that guests want. Hence, while automation can be helpful, hotels need to find a good balance to keep guests happy and safe. Thus, it makes it clear that decisions about automation are important and can really impact how successful and respected a company is (Al-Hyari, Al-Smadi, and Weshah, 2023). On the other hand, people often share their experiences on websites like TripAdvisor, Booking.com, and Google. These reviews give honest opinions about their stays and are now seen as useful information for research. Many studies show that reviews talk about both good and bad things about using technology in hotels. For example, guests might say that self-check-in is quick and easy, but they might also mention that there is no staff help if something goes wrong (Ghazi, 2017). This shows that people notice both the benefits and the problems with automation in hotels, and their opinions help us understand how they feel about the mix of technology and human service. Analysing reviews can help businesses find common patterns in what makes guests happy or unhappy. This can give useful ideas for researchers and people working in the field (Kishore et al., 2025). At the same time, this fits with the idea that value is created together by both the provider and the customer, whether through technology or personal interaction. This means that both sides work together to make the experience better and understanding this can help improve services and products. Even though there has been some progress, there are still many things are not fully understood. Most studies about automation focus on fancy hotels or those in busy city centers. Not much research has looked at airport hotels, where quick service and high guest turnover make things different (Xie et al., 2016). Also, while there is a lot of information about automation and traditional service separately, not many studies explore how they work together in real hotel settings, especially in practical situations. This shows that more research is needed to understand how automation can be used effectively in different types of hotels and how it interacts with regular service methods. Third, even though more people are using online reviews to learn about experiences, there is not much research on how to connect these reviews with well-known ideas like SERVQUAL, TAM, and ECT. These ideas help a business understand what makes guests happy or satisfied. To improve this, studies that look at what guests say in their reviews and see how it fits with these ideas are needed. This way, a business can better understand what really influences guest satisfaction and how different factors work together. 
3. [bookmark: _Toc213276327]Chapter 3. Methods
This study looks at how guests feel about automation and traditional service at Novotel Birmingham Airport. The researcher uses a simple approach, mainly looking at existing online reviews from three popular websites: Booking.com, TripAdvisor, and Google. These reviews are trusted because they are from real guests and include both ratings and comments (Zhu,  Lin, and Cheng, 2020). The researcher collected a lot of reviews from Booking.com, TripAdvisor, and Google—covering reviews from 2022 to 2025. This helps to see what most guests think about the hotel’s services now. The researcher also added some personal notes from a placement at the hotel, which helps compare what guests say with what actually happens at the hotel. No new surveys or interviews were done, so the study only uses existing reviews. The reviews were chosen to include busy times like holidays and work seasons, and to represent different types of guests, such as families, business travelers, and international visitors. The researcher looked for comments about automated services like self-check-in, mobile keys, digital concierge, and automated messages. They also looked at traditional services like friendly front desk staff, good restaurant service, personalized help, and problem-solving. The reviews were checked for positive or negative feelings, overall scores, and comments about things like cleanliness, breakfast, parking, and location. The analysis used simple methods like content and sentiment analysis, which look at what people say and how they feel (Xu, 2019). The researcher used models like SERVQUAL to measure how well the hotel performs in areas like reliability and friendliness. Sentiment analysis was done both by hand and with free computer tools to see if guests felt positive, neutral, or negative about automation and traditional services. The reviews were carefully read and coded for themes, and each was given a score based on how guests felt. The researcher also compared online reviews with what they saw during their placement at the hotel to get a better understanding. The study is reliable because it uses many honest reviews from real guests, which reduces bias. However, there are some glitches, like reviews that are very positive or very negative might be overrepresented, and it is hard to connect specific automation tools directly to guest satisfaction. Since the data is all from online reviews, the researcher could not ask follow-up questions to understand more deeply (Li et al., 2020). The study also made sure to respect privacy by only using publicly available and anonymous reviews. Overall, this approach helps to understand how automation and traditional service affect guest happiness at the hotel, while keeping things simple and honest.
4. [bookmark: _Toc213276328]Chapter 4 Findings and Discussion
4.1. [bookmark: _Toc213276329]Findings
[bookmark: _Toc213276330]Traditional service quality
Guest feedback usually talks about how the hotel staff of Novotel Birmingham interact with guests, how clean the rooms are, and how comfortable the stay is. For example, some guests say that the staff at the reception and restaurant are very friendly (TripAdvisor, n.d.). Others mention that the bed is comfortable and the room is very clean (Booking.com, 2025). These comments show that the hotel does well in the areas of physical facilities and staff kindness. These areas are part of what is called the SERVQUAL model, which has five parts: tangibles, reliability, responsiveness, assurance, and empathy. According to Rauch et al (2026), many of these parts are connected to how satisfied guests are. For example, a recent review found that empathy, responsiveness, assurance, and the physical quality of the hotel all have a positive effect on guest satisfaction. This means that when these parts are good, guests tend to be happier. However, reliability does not always have the same positive effect. Therefore, even if the hotel scores well in cleanliness and staff friendliness, problems in other areas can still cause dissatisfaction (Stefano et al., 2017). In the case of Novotel Birmingham Airport, guests often mention the friendly staff and clean rooms as good points (C, 2019). This matches what research says about the importance of service quality for guest happiness. But, there are also some problems. One guest said that they did not get a room for four people when they arrived. This shows a failure in reliability, which is one of the parts of the SERVQUAL model (TripAdvisor, n.d.) This means that even if the hotel is good at making the rooms look nice and having friendly staff, issues like room allocation can cause problems. The research also shows that reliability is often the weakest part of hotel service quality. In conclusion, the hotel does well in visible areas like cleanliness and staff attitude, but less visible parts like room allocation and consistency still need improvement. This gap can make guests less satisfied even if the front-line service is good (Stefano et al., 2017).
[bookmark: _Toc213276331]Service automation and technology integration
The second theme talks about how guests see automation and technology in hotels. Even though there are not many mentions of self‑service kiosks or robots in the reviews for this hotel, other research gives some ideas about how automation affects guest experience. For example, Prharaj et al. (2023) said that service automation (SA) can influence how guests feel about their stay, but it does so through creating value. This means that automation can make guests feel better about their stay if it adds value. Mandić et al. (2023) also said that automation should be balanced with human interaction. This means that if automation is used too much, it might make guests feel less personal connection and less emotional warmth, which can make them less satisfied. In the reviews for Novotel Birmingham Airport, one guest said that check-in was smooth and the staff was friendly (TripAdvisor, n.d.). This shows that operational efficiency, which is a benefit of automation, is appreciated by guests. However, some comments show dissatisfaction, like when a guest said that service was slow and the room upgrade did not happen (TripAdvisor, n.d.). This means that just being efficient is not enough. Guests also want reliable and personal service. Automation in hotels can be good because it reduces waiting times and makes things easier. Nevertheless, it can also be bad if it makes guests feel less warmth and human connection (Kim and Han, 2022). The research supports this idea. When self‑check‑in kiosks or robots are used, they only make guests happy if they seem capable and if there are still chances for human interaction. For this hotel, there are not many comments about automation, so it looks like technology is added gradually, not in a big way *Yang et al., 2021). This raises some questions: Has the hotel explained the new technology well? Do guests feel supported or left alone? Are staff trained enough to manage and help with automated systems? The overall idea is that automation can help, but its effect on guest satisfaction depends on how well the human side of service is maintained.
[bookmark: _Toc213276332]Overall guest satisfaction and its drivers
There are three main things that guests care about: location, comfort, and staff service. Many guests mention that the hotel is very close to the airport, which makes it easy for them to get to their flights. For example, some guests say it is just a two-minute walk from the terminal. This means that location is very important for guest satisfaction. Other guests talk about how comfortable the beds are and how nice the lighting makes the room feel (TripAdvisor, n.d.). This shows that comfort is also a key factor. Additionally, many reviews mention the staff being friendly and helpful. This suggests that good staff service is important for guests to feel happy during their stay. These three drivers are also supported by research in hospitality, which shows that cleanliness, good service, location, and value are always linked to guest happiness and whether they want to come back (Asgeirsson, Gudlaugsson and Jóhannesson, 2024). This means that these factors are very important for hotels to focus on. The text also points out that online reviews can predict how satisfied guests are, especially when the reviews match what guests think about the service quality (Mankad et al., 2016). However, not all reviews are positive. Some guests complain about problems like room allocation issues, which shows that the hotel sometimes has problems with reliability. For example, one review says that the room assignment was not good (TripAdvisor, n.d.). This means that even if the hotel is good in some areas, guests can still be disappointed if things like room assignment are not done properly. Some guests also say that the value for the money is not good enough, meaning they feel they did not get enough for what they paid. This shows that even if the service is good, guests want to feel that they are getting good value (Worsfold et al., 2016). Overall, the main idea is that guest satisfaction depends on good service and comfort, but also on reliability and value. If the hotel wants to make guests even happier and reduce complaints, it needs to improve how reliable its services are, like making sure room assignments are correct and descriptions are accurate. It also needs to be honest about what guests can expect and use technology to support human service, not replace it. The research supports this idea, saying that good service alone is not enough unless the hotel also works on being reliable and offering good value (Eliza, 2023). Thus, hotels should focus on all these areas to keep guests happy and coming back.
[bookmark: _Toc213276333]Synthesis and alignment with project objectives
Guest satisfaction in hotels depends a lot on service quality. Human‑led service, like friendly staff, clean rooms, and a comfortable environment, is very important. This is supported by research that shows good service makes guests happy and more likely to come back (Tefera, and Govender, 2016). Moreover, technology and automation are also becoming more common in hotels. These tools can improve the guest experience if used correctly. For example, automation can make things faster and more convenient, but it should not replace human interaction completely. If not managed well, technology can cause problems or make guests unhappy (Alrawadieh, Alrawadieh, and Cetin, 2021). For Novotel, comments from guests show that smooth operations are good, but some guests are not happy with how technology and processes are handled (TripAdvisor, n.d.). Furthermore, the main reasons guests are satisfied are location, comfort, and good staff service. On the other hand, areas like reliability and perceived value need to be improved. This means that guests want a hotel that is easy to find, comfortable, and has friendly staff. They also want the hotel to be reliable and worth the money. Hence, both good service and proper use of technology are important for guest satisfaction. Hotels should focus on these areas to make sure guests are happy and want to return (Gbenga and Osotimehin, 2015). 
[bookmark: _Toc213276334]Limitations of the findings
Guest reviews online can give some useful information about hotels, but they also have some problems. First, reviews are often very positive or very negative, so they do not really show what most guests think. This means that reviews might not tell about the average guest experience (Fernandes and Fernandes, 2018). Second, people do not usually talk about automation in their comments. Therefore, it is hard to know how automation really affects the service because there isn't enough mention of it. Third, when trying to match guest comments with ideas about good service, like SERVQUAL, it can be difficult because it depends on how to interpret the comments. This means that different people might see different things in the same comments. Lastly, research about automation in hotels is still new. It is considered to be developing, so it is unknown what the long-term effects are, like if it helps with customer loyalty or improves the hotel's image. This means that many ideas about automation are still just guesses or early thoughts (Rabea, Ezzat, and Moawad, 2022). Moreover, these issues show that while reviews can be helpful, they also have limits. They do not always give a full picture of how automation affects hotel services. Furthermore, because the research is still new, more studies to understand the real effects of automation. In conclusion, reviews are useful but not enough by themselves to understand everything about automation in hospitality (Bagadiya and Kathiriya, 2024),
[bookmark: _Toc213276335]Implications for the hotel
The hotel needs to train its staff better so they give good service all the time, especially when guests check in and get their rooms. Moreover, the hotel should watch how they use technology (Arapou and Kapiki, 2023). Automation can make things easier for guests, but it should not take away the personal touch or friendliness. Furthermore, the hotel should make sure that the information about amenities, room types, and prices is clear and matches what guests expect. This way, guests will feel they are getting good value for their money (Ivanov, 2023). In addition, the hotel should set up a system to get feedback from guests regularly. This feedback can be both opinions and numbers, and it helps the hotel see how changes in service or automation affect what guests think over time. This is important because it helps the hotel improve. The hotel at Birmingham Airport still relies a lot on good old-fashioned service like comfortable rooms, friendly staff, and a good location (Youssofi et al., 2023). The use of technology is not very obvious but might help if done right. Other than, for that to happen, the technology needs to work well, be worth it, and not replace the human connection. The main areas that need fixing are making sure services are reliable, the value is clear, and communication is consistent. 
4.2. [bookmark: _Toc213276336]Discussion
[bookmark: _Toc213276337]Operational Efficiency and Critical Success Factor (CSF) Alignment
The data about how hotels do well shows that old rules about running a hotel still matter. But it also shows that these rules are tested by the special situation of a teaching or placement hotel. Many studies say that important parts of good service are things like good quality, making money, marketing, location, cleanliness, and the environment of the hotel. These are called critical success factors or CSFs (Ervina, Indra, and Taufiq, 2021). For example, Brotherton in 2004 said that cleanliness, good hygiene, consistency, and location are very important. This means that these things are always key to hotel success. The current findings agree with these ideas, showing that cleanliness and the atmosphere are still very important for customer happiness. But, the study also shows that we need to measure these things with modern tools (Zemke et al., 2015). The KPIs or key performance indicators, like Cost Per Occupied Room (CPOR) and resource use (like energy and water), help us see how well the hotel is doing. These KPIs show that keeping things consistent and good quality depends a lot on systems that make performance stable, even when the staff is changing. For example, using technology like digital housekeeping and property management systems (PMS) helps control and improve service (Deck, 2024). If the results show that cleanliness scores stay high even when staff turnover is high, it suggests that technology and systems are helping to keep service steady. This means that technical and organizational factors are not less important, but are actually supported and made stronger by technology to deal with staff changes. In conclusion, modern tools and systems are now very important in helping hotels keep their success factors, especially when staff are not always stable (Nicolik, 2023).
[bookmark: _Toc213276338]Digital Transformation, Service Innovation, and the Guest Experience
Digital transformation is very important for hotels and other businesses. It helps them work better and give guests a more personalized experience. For example, many hotels now use cloud-based PMS systems, mobile check-in, and contactless tools. These make the front desk work faster and also make guests feel safer and more comfortable, especially after recent health problems (Costin and Eslava, 2022). Giannoukou (2024) shows that using cloud-based PMS can make hotel work up to 30% more efficient by saving resources and reducing check-in and check-out times. This means that technology really helps hotels run smoother and faster. Also, AI tools like chatbots can handle about 70% of simple guest requests. This helps staff work less and makes fewer mistakes, especially in managing reservations and inventory. This is not just about saving money but also changing what staff do. When machines do routine tasks, staff can focus on more important things like solving problems and giving personal service. This change improves how hotels operate and also helps students learn better skills. The learning environment becomes more than just training; it becomes a place to develop skills like emotional intelligence and adaptability. In conclusion, using technology in hotels is not only good for staying competitive but also helps students learn better skills for the future. This shows that technology is very useful for improving both hotel work and education (Vouk, 2022).
[bookmark: _Toc213276339]Human Capital Dynamics and the Experiential Learning Mandate
The research talks about a problem with how hotels are run, especially when students work there. It says that there is a conflict between making sure the hotel runs smoothly and helping students learn better. The problem is that many students leave after a short time, which is common in the hotel business. This causes issues like less work getting done, higher costs, and unhappy customers. Moreover, some studies say that things like pay, work environment, and how involved workers feel are important for whether they stay or leave. But in this case, since students only stay for a short time because of school rules, these usual ways to keep staff longer don’t really work. This means that management needs to focus on building what is called Human Resource Resilience Capacity (Shammout, 2021). This is about making the organization able to quickly respond to changing situations. This means that the hotel should have flexible workforce planning, ongoing training, and quick talent management. These are ways to build resilience. These practices help the hotel deal with the high turnover and keep things running well. In conclusion, managers need to create plans that clearly define learning goals but also allow flexibility in how work is done (Saidi et al., 2019). This way, students not only learn the theory but also gain real skills to use in real life, moving beyond just memorizing responses in class.
[bookmark: _Toc213276340]Application of Service Quality Models (SERVQUAL)
The guest satisfaction data can be looked at using the SERVQUAL model, which has five parts: Reliability, Responsiveness, Tangibility, Empathy, and Assurance. Reliability means doing what you promised dependably and correctly. When staff change often and are new, Reliability can be weak. If students show differences in Reliability, then the overall service depends on other parts to make up for it. Moreover, focusing on technology and nice facilities like digital keys and modern looks shows that management is trying to improve Tangibility. (Stefano et al., 2015). This means that physical things and technology are used to make guests see the service as better and stay competitive. Furthermore, how staff handle complex requests, with the help of AI automation, shows that human workers are now focusing more on Responsiveness and Empathy. These parts of the service are where personal interaction is very important. In conclusion, using technology helps to cover weaknesses in Reliability, and staff are shifting their focus to being more responsive and empathetic to guests (Lee et al., 2016). This way, the overall service quality can be better even if some parts are weaker.
[bookmark: _Toc213276341]Integration with the Dynamic Capabilities View (DCV)
The Dynamic Capabilities View (DCV) is a way to understand how a hotel can stay successful over time. It explains how a company can sense changes, seize opportunities, and reconfigure its resources when the environment changes. This means that a hotel needs to be able to notice new trends, act on them, and adjust its resources to stay competitive. In this case, the hotel has to keep absorbing and adding new student groups, use new digital tools like AI and cloud systems, and respond to new market needs like sustainability (Pereira-Moliner et al., 2021). These actions show the hotel’s ability to adapt quickly, which is called dynamic capability. Moreover, the hotel faces a lot of pressure because it has two main goals: education and business. This pressure can be stressful but also pushes the hotel to be more flexible and quick in its decisions. Furthermore, managing a team that is always learning and rotating can help the hotel stay agile in the long run (Hussain and Malik, 2022). This means that the way the hotel manages its workforce and adapts to changes is very important for its success. To conclude, the hotel’s ability to sense changes, act on them, and adjust its resources is key to staying competitive and successful over time.
[bookmark: _Toc213276342]Servant Leadership in Experiential Contexts
Managerial success in a placement setting is very connected with how well pedagogical outcomes are achieved. The data about how effective supervisors are and how students feel about their jobs gets better when we compare it to the ideas of Servant Leadership. Van Eva et al., (2019) talks about key parts of Servant Leadership, like helping and developing people, being humble, and taking care of others. These parts lead to good results for followers, such as feeling more self-fulfilled and doing better at their tasks. This means that when the main goal of the placement is to help students grow, managers who focus on developing people and giving clear guidance are best suited to balance the needs of the hotel for productivity and the students' learning needs. Furthermore, this kind of leadership acts as an important human support system that helps with service innovation (Udin, 2024). Hence, leadership styles that focus on helping others grow and providing direction are very important for success in a placement setting, especially when the goal is to develop students and improve overall performance.
[bookmark: _Toc213276343]Convergence
There is an important point where Human Resource Management (HRM) practices and the quality of operations meet. The research shows that using advanced training methods, like games or virtual reality (VR), can help reduce mistakes in work. These mistakes can affect how good the service is and how clean everything stays. This supports what other studies have said before. Moreover, it shows that learning continuously and managing talent well are very important for making companies stronger. This is especially true in places like hotels or restaurants where many workers come and go (Weerasinghe, 2025). Furthermore, when employees keep learning and are well-trained, they can handle changes better and work more efficiently. Thus, good HR practices like ongoing training and talent management help improve the overall quality of work and reduce errors. This means that investing in employee development is very useful for businesses that want to stay competitive and maintain high standards (Sal and Raja, 2016).
[bookmark: _Toc213276344]Divergence (Contextual Contingency)
Usually, people say that location is the most important thing for hotels. Nonetheless for some customers, things like cleanliness and good facilities are more important than location. This means that what makes a hotel good can change depending on who the customers are. Moreover, if customers don't care about the location or even dislike it, then location might not always be the most important thing (Ogbunankwor, Chendo, and Nwangene, 2022). Also, the text suggests that having good facilities, cleanliness, and technology can sometimes make up for a bad location. This means that the common idea that location is always the top factor might not be true in all cases. Hence, this shows that what makes a hotel successful depends on the specific group of customers and what they want. It is not always the same for every hotel or market. So, hotel managers should think about what their customers really want and focus on those things, instead of just location.
[bookmark: _Toc213276345]Contextual Contingency Gap
The study talks about how there is a difference in how people see what makes a place good or satisfying. It says that things like cleanliness, good facilities, and comfort are very important for making people happy in this specific situation. This is different from the usual idea that all factors are equally important. The research helps us understand better that what makes people happy depends on the market or the environment. Critical Success Factors (CSFs) are the key areas that help a business or project succeed. This means that not all factors are equally important, and focusing on the right ones can make a big difference. 
Moreover, this study shows that high-quality tangible things like cleanliness and comfort are the main reasons people feel satisfied. This is important because it helps us see that different places or markets might need different things to make people happy (Kim, 2022).
Furthermore, the research improves the old ideas about what makes a business successful by showing that it depends on the specific environment. This means that what works in one place might not work in another. 
[bookmark: _Toc213276346]Theoretical Contribution to Hospitality Knowledge
The research talks about some important ideas in a simple way. First, it the theory called the CSF framework. It shows that when a company spends a lot on making their service look good, like with technology or nice facilities, it can help make up for problems in other areas, like being reliable even if the staff is temporary. This means that focusing on the look and feel of the service can help keep things steady, especially in schools or places where staff change a lot. Therefore, this idea helps understand how to keep services stable even when staff are not permanent. Second, the study also adds HR Resilience Theory. It looks at how companies can be flexible and keep learning and improving, especially when they have temporary workers. This means that by training staff well and being ready to adapt, companies can recover faster and keep their service quality high. Furthermore, this idea shows that being flexible and supportive is very important for keeping things running smoothly. Third, the research connects this to the idea of Dynamic Capabilities, which is about how organizations can quickly change and improve. It says that a hotel that wants to stay competitive needs to be able to change and use resources quickly. This means that being good at managing temporary staff and constantly improving helps the hotel stay innovative and successful. 
[bookmark: _Toc213276347]Actionable Management Recommendations for Placement Hotel
	

	Research Insight
	Theoretical Implication
	Actionable Management Recommendation

	Efficiency gains (up to 30% reduction in check-in time) via Cloud PMS and mobile applications.
	Digital transformation enhances operational efficiency (KPIs: CPOR/labor cost).
	Prioritize capital investment in seamless digital touchpoints to standardize non-human service delivery, offsetting costs associated with high student turnover.

	Customer sentiment reveals superior importance of Cleanliness and Facilities over Location.
	CSFs are contextually contingent; high tangible quality mitigates location weakness (SERVQUAL Tangibility vs. Location CSF).
	Implement continuous improvement cycles driven by ABSA feedback targeting specific operational aspects (e.g., maintenance KPIs for facility upkeep).

	AI and automation reduce staff workload in routine requests by up to 70%.
	Shifts human resource focus from technical execution to adaptive, high-touch emotional labor (Dynamic Capabilities View).
	Re-design placement roles to maximize exposure to complex problem-solving, emotional labor, and service recovery, aligning student learning outcomes with advanced service innovation.

	HR resilience depends on continuous learning and talent management strategies post-crisis.
	Mitigating predictable, cyclical instability (high turnover) requires continuous knowledge transfer (Agile Workforce Planning).
	Integrate digital learning platforms (VR/gamified training) and cross-functional job redeployment to ensure rapid upskilling and maintenance of a broad resource network.



[bookmark: _Toc213276348]Research Limitations and Directions for Future Research
The main problem with this research is that it only looks at one hotel. Doing a study like this helps understand complicated social things and deal with lots of data, but it also means that the results might be different in other hotels. This is because the success factors found, like how technology helps, might only work for this specific hotel because of its size, type, and the market it serves (Martín-Rios and Ciobanu, 2019). Thus, to be sure that these results are true for other hotels, researchers need to try the same study in different places. Moreover, single case studies have a hard time setting clear limits for what they are studying. This can lead to having too much data or not enough to answer bigger questions. The way they measure success, like using KPIs or student learning scores, is based on the special partnership the hotel has with a school. This means the results might not work for hotels that don't have similar partnerships (Chubchuwong, 2016). Furthermore, the time when the research was done is important. If it was during a period when the hotel industry was changing quickly, like after COVID-19, the focus might be on new technologies like contactless services. This means that the study might overemphasize the importance of these new tech solutions and ignore other traditional factors (Robinson et al., 2021). Consequently, the findings might not stay the same over time. This research has some limits because it only looks at one hotel, and the results might not apply everywhere or all the time. This means that more studies are needed to confirm these findings in different situations and times.
5. [bookmark: _Toc213276349]Chapter 5. Conclusion and Recommendations
5.1. [bookmark: _Toc213276350]Conclusion
The feedback from guests at the Novotel Birmingham Airport was collected from online reviews and analyzed using some models like SERVQUAL, Critical Success Factors (CSFs), and the Dynamic Capabilities View (DCV). These models help us understand what makes guests happy or unhappy. The main idea is that good service from staff is very important, but technology also plays a big role in keeping the service stable. This means that even though friendly staff and clean rooms are very important, the hotel also needs good technology to make sure everything runs smoothly all the time.
Guests often mentioned that staff were friendly and the rooms were clean and comfortable. These are called Empathy and Tangibles in the SERVQUAL model. These things make guests feel good about their stay. But, if the hotel has problems with reliability, like giving the wrong rooms or not delivering what was promised, guests get upset. This shows that good service can be easily ruined if the hotel’s operations are not reliable. So, the hotel needs to focus on making sure that the basic services are always dependable. This is very important because even if guests like the staff and the rooms, they will be unhappy if the hotel cannot deliver consistent service.
Guests also liked the location of the hotel because it is close to the airport. They also appreciated the comfort of the rooms, which helps them sleep well. The staff’s service quality was another positive point. These are the main reasons why guests felt satisfied. However, some negative comments were about the inconsistency in service and the value for money. This means that the hotel should work on improving its reliability and making sure that the price matches what guests get. These are very important for guest satisfaction and should be a focus for the hotel management.
Even though the reviews did not talk much about automation, the theory suggests that technology can help fix some operational problems. For example, using cloud-based systems and mobile check-in can make the check-in process faster and more efficient. This means that technology can help reduce wait times and save resources. These improvements are measured by things like shorter check-in times and better use of staff. Technology helps make the service more consistent, which is very important because staff turnover is high, especially with students working at the hotel. This means that technology can help keep the service stable even when staff change often.
Furthermore, the use of technology changes how staff interact with guests. Instead of doing routine tasks, staff can focus on solving problems and making guests feel cared for. This is called high-value interactions. These interactions are very important because they show responsiveness and empathy, which are key parts of good service. This means that technology allows staff to spend more time on important tasks that really matter to guests. The hotel’s strategy is to invest in good facilities and technology to make up for the weaknesses in human service. This means that the hotel tries to balance physical assets and staff performance to keep guests happy.
In conclusion, the research shows that having good tangible things like nice rooms and good technology can help improve other parts of service, especially in a busy environment. This means that the hotel can use physical assets to support service quality. Also, the hotel needs to keep training new staff and using technology to handle the cyclical changes in staff. This is very important because the hotel has a dual purpose of business and education, which makes it more complex. This means that the hotel must be flexible and quick to adapt to changes to stay competitive and relevant. The leadership style at the hotel, which focuses on serving and empowering staff, helps the hotel manage these changes better. In conclusion, the findings suggest that physical assets like good facilities and technology can help stabilize service quality, and that good workforce planning and technology use are key to managing the hotel’s unique challenges. This means that the hotel can improve guest satisfaction by focusing on reliability and value, and by continuously improving its operations.
5.2. [bookmark: _Toc213276351]Recommendations
The research explains that the hotel needs to keep things consistent and reliable but also wants to help guests feel cared for and happy. This is a tricky balance because focusing too much on one can hurt the other. To fix this, the hotel should invest in new technology like cloud-based Property Management Systems (PMS) and Artificial Intelligence (AI). These tools can help manage routine tasks, like check-ins and room assignments, which can reduce staff workload by up to 70% (Chakraborty, 2025.). This means that using AI can make the hotel more reliable because it helps avoid mistakes and keeps things running smoothly. Guests usually say that the hotel is clean and the staff is friendly, but sometimes there are problems with things like room allocation (Jogarao, 2024). Therefore, the hotel needs to improve its core services to make sure guests are happy. The hotel also focuses a lot on making the facilities look nice and clean, which helps cover up some of the problems caused by staff changes. This is important because guests value good facilities and cleanliness and investing in these areas helps the hotel stand out, especially in a busy airport location. This shows that what is important for success depends on the specific situation, not just general rules (Yang et al., 2024). Furthermore, the hotel should change how it uses its staff. Instead of having staff do routine jobs, they should focus on tasks that need emotional skills, like solving problems and making guests feel special. AI can help by handling simple tasks, so staff can spend more time on guest interactions that matter most. This way, the hotel can give better service and make guests feel more valued (Kumawat et al., 2024). It is also important to remember that good service is not just about being quick and efficient. Guests want to feel cared for and understood, which builds loyalty. So, the hotel should design its systems to support staff in providing personal and empathetic service. The technology should help staff interact better with guests, not replace them. Moreover, because staff are often only there for a short time, the hotel needs to focus on quickly training new employees (Khorsheed and Saleh, 2024). Using new tools like Virtual Reality (VR) and gamified training can help staff learn faster and remember what they need to do. This is especially useful for tasks that are very important for reliability, like check-ins and room assignments. VR training can help new staff get up to speed faster than traditional methods. This means that the hotel can become more stable and reliable faster by using these new training methods (Yadav, 2025).  Lastly, the hotel’s leadership should support these changes by adopting a style called Servant Leadership. This means leaders focus on helping and developing their staff, which makes employees feel more motivated and perform better. This kind of leadership helps the hotel adapt quickly to changes and manage new staff well. It also helps the hotel stay competitive in the airport market (Almomani, 2023). The leadership should also make sure that the prices, amenities, and room descriptions are clear and match what guests expect. This helps reduce complaints and makes guests feel they are getting good value. In conclusion, the hotel needs to use technology, train staff well, and have good leadership to solve its problems and keep guests happy (Stringam and Gerdes, 2021). These steps will help the hotel stay reliable and competitive in a busy airport environment.
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