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AI Statement
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Topic/Theme: Technology at Novotel Bristol Centre Hotel
This paper research paper aims to investigate the impact of technology on guest experience and hotel operations at Novotel Bristol Centre Hotel in the United Kingdom. The study extends to assess the hotel's technological environment for its guest services, including entertainment systems and temperature regulation. During my placement, I noted various aspects that reveal infrastructural shortcomings within the facility. The hotel rooms are old and equipped with outdated infrastructure such as old TVs and conventional air conditioning systems with no AC displays. This research also seeks to establish the effects of these technological gaps on guests and operations, discussing industry benchmarks and best practices for technological integration in midscale hotels. It will also provide specific solutions that will assist Novotel Bristol Centre in enhancing the hotel's attempts to gain a competitive advantage via the use of appropriate and modern technologies to meet the expectations of current-generation travellers. 









Abstract
This paper is a hotel placement research work which includes my insights about my placement at Novotel Bristol Centre Hotel, United Kingdom. The project examines the hotel's technological issues to determine their effects on guest experience and operational efficiency. As a member of Accor Hotels, which is widely renowned for exemplary customer service, the hotel is expected to have modern technological equipment that meets the current hospitality standards of 4-star hotels.  Nonetheless, observations made during the placement indicated several major problems. These issues include outdated in-room TVs and air conditioning systems. These technological shortcomings negatively impact customers' experience and constrain daily functioning, undermining the hotel's ability to sustain a competitive advantage in the evolving hotel industry. Comparisons with best practices in the industry and competitor benchmarking also point to the need for upgrading. Notable recommendations to address these gaps include enhancing the technological features of the rooms by replacing old television sets with new digital and smart systems as well as incorporating air conditioning systems with digital controls. Other suggestions include performing an evaluation of the cost-benefit analysis to prioritise investments and aligning these improvements to Accor Hotels' sustainability strategies for improving customer satisfaction and efficiency in hotel operations. 
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Introduction
Technological advancements are a key driver of success within the hospitality and tourism industry. According to Adekuajo et al. (2023), these developments define the guest's expectations and enhance hotel efficiency, helping organisations establish themselves. The Novotel Bristol Centre is expected to deliver satisfactory services that align with other amenities that a midscale hotel under the Accor Hotels chain must offer. The hotel is expected to have modern technological equipment that meets the current hospitality standards of 4-star hotels.  Nonetheless, observations made during the placement indicated technological deficits as a major problem in the facility. These issues include outdated in-room TVs and air conditioning systems. This project seeks to identify these challenges and recommend feasible solutions to foster the modernisation of Novotel's technological infrastructure. The hotel is situated in Bristol, United Kingdom, and mainly targets businesspersons, as well as tourists (Accor Live Limitless, 2024). It is strategically located close to the central business district. Novotel Bristol Centre offers various services to visiting clients. Among them are conference facilities, restaurants, and fitness services. Even though the hotel is located in a great area and has a prestigious connection, it fails to satisfy the current technological demands. It uses outdated systems, negatively impacting guest satisfaction and the overall perception as well as the reputability of Novotel Bristol Centre Hotel.
Research Aim and Scope
The purpose of this study is to establish how technology can be used to improve guests' satisfaction and hotel functioning in Novotel Bristol Centre. More so, it aims to assess the effects of outdated technologies on the guests' satisfaction, organisational performance, and hotel's competitiveness in the complex and evolving hospitality industry. Examining these aspects lays the foundation for potential solutions and technological advancements that can be adopted to meet the guests' expectations and standards seen in other Accor Hotels. This research focuses on guest interaction technologies and, more specifically, on in-room entertainment and climate control systems and their impact on guest satisfaction. The research will adopt case study approach and netnography which involves collection of online guest feedback and industry benchmarking to gain a holistic view of the technological environment in the facility. These methods will ensure a detailed assessment of the observed challenges and provide a sound evidence-based recommendation. 
This project is important and relevant as it highlights the need for modern hotels to embrace change by incorporating new technologies into their current systems. The evolving nature of guest expectations is an indicator of the pivotal role of technology in creating memorable customer experiences and fostering client satisfaction and loyalty. In addition, operational technologies can help streamline hotel operations, minimize energy usage, and reduce cost expenses. It is crucial for Novotel Bristol Centre to address these technological gaps since it is an opportunity to attract new customers, enhance its reputation, and remain relevant in the competitive midscale hotel. 
In addressing these objectives, the study will answer the following research question: "How can the Novotel Bristol Centre leverage technological upgrades to improve guest satisfaction and operational efficiency while maintaining alignment with Accor Hotels' standards?" This question will inform the evaluation and the recommendations to be made so that the solutions offered are feasible and consistent with the hotel's identity. It will benefit the management team of Novotel Bristol Centre as it will provide a guide for what technological developments can be made to allow the hotel to meet guests' needs and establish itself as a leading service provider in the competitive Bristol hospitality industry.
Literature Review
In the modern world, the hospitality industry is characterised by the extent to which it can adopt technology to improve the guests' experience, efficiency, and market relevance. There is pressure on hotels to adopt modern solutions due to the changes in in-room technology, energy efficiency, and digital connectivity that have redefined guest expectations (Yadav and Raju, 2024). The following literature review synthesises academic literature and industry reports on the use of technology in hospitality, focusing on midscale hotels such as Novotel Bristol Centre. It reveals technological infrastructure affects the guests' experience and organisational performance.
Role of Technology in Hospitality
As mentioned in the preceding paragraphs, technology is among the leading aspects that drive operations in the hospitality industry. This is because it directly impacts the guest experience, operation, and competitive strategy. Today's travellers prioritise convenience. This is achieved when the hotel offers services seamlessly. These services are provided through the effective use of modern technologies. In research by Cobanoglu et al. (2021), it is evident that aspects like mobile check-in, personal room controls, and smart entertainment systems greatly enhance the guest experience. These technologies meet various client needs, making guests acknowledge the worth of their pay for services. Achieving this promotes brand recognition (Khan, 2024) 
Another important aspect of hospitality influenced by technology is operational efficiency. Automated systems, such as PMS, energy management systems, and AI solutions, enable efficient workflows, minimise errors, and enhance resources (Zhang and Jiang, 2024). Outsourcing routine activities like housekeeping management and billing relieves the staff, making them concentrate on improving the guest experience, which, in turn, improves overall organisational performance. Smart energy systems also help hotels manage consumption and eliminate waste while achieving sustainability objectives in the long term, as described by Sarigiannidis et al. (2021) research. 
Drawing insights from a competitive perspective, it is clear that the application of high-tech is one of the ways through which hotels differentiate themselves in a hospitality market that has become saturated with many players. Cain et al. (2024) affirm that hotels with digital technologies are poised to capture the millennials and Gen Z travellers. Internet of Things (IoT) devices, voice-activated room assistants, and virtual concierge services give a contemporary touch to the guest experience, thus enhancing the hotel's advantage. However, the lack of adoption of technological advancements presents numerous risks to the hotel (Nam et al., 2020). In the case of Novotel Bristol Centre, the absence of smart technologies like smart TVs and modern climate control systems implies that the hotel does not meet these criteria. Although Accor group emphasises technological advancement and usage in its flagship hotels, the Novotel Bristol Centre case reveals that technological integration is a common problem within hospitality. It reveals that some hotels that have not upgraded their facilities and still use traditional systems. These hotels risk losing their customers to their competitors. A perfect example is Novotel Bristol Centre. These shortcomings limit client satisfaction and tarnish the hotel's reputation. 
Guest Expectations: Trends in In-Room Technology
Customer demands in the hospitality industry have changed over the years. Currently, most guests prefer modern hotels with tech-enabled in-room experiences, among other services. Smart TVs, digital thermostats, and IoT (Internet of Things) solutions have become standard in meeting these demands, particularly in mid to high-tier hotels (Nadkarni et al., 2023). Smart TVs enhance guest experiences by offering features such as streaming services, screen mirroring, and personalised recommendations. Research by Das (2021) highlights that guests value control over their entertainment options. This implies that smart TVs are essential for a seamless experience. Traditional cable television is now viewed as outdated, especially among younger, tech-savvy travellers. 
Digital thermostats provide personalised climate control, offering both convenience and energy efficiency. Guests increasingly expect to adjust room temperatures with precision, with many seeking eco-friendly settings that align with sustainability goals (Semwal et al., 2024). Some hotels integrate these systems with mobile apps, enabling guests to adjust room conditions remotely, enhancing convenience. IoT solutions represent the forefront of in-room technology. Smart room systems, such as voice-activated assistants and connected lighting, allow guests to customise their environment effortlessly. According to Eskerod et al. (2019), IoT-enabled rooms improve satisfaction by creating intuitive, personalised experiences that cater to individual preferences. Despite the fact that many organisations, including midscale hotels such as Novotel Bristol Centre, are aware of these trends, most of them face challenges in adopting such technologies. These barriers stem from budgetary and infrastructural constraints (García-López, Galindo and Foronda-Robles, 2025). The lack of these technologies breeds low satisfaction amongst the guests and low competitiveness. At Novotel Bristol Centre, the expectations of guests are not met due to using outdated systems to provide client service. These aspects explain why the facility is experiencing low customer bookings and negative reviews that are damaging the brand. Addressing these gaps is crucial to enhance guest satisfaction and align the property with modern industry trends. 
Sustainability and Efficiency: Benefits of Modern Energy-Efficient Systems
The use of modern energy efficient systems poses advantages for sustainable development and effectiveness in hospitality. Research indicates that guests have become more environmentally conscious, stressing the need for energy efficient systems as a key driver for guest satisfaction (Abdou et al., 2022). Energy-efficient systems such as smart climate control, LED lighting, and enhanced energy management systems help minimize energy use and operating expenses. As pointed out by Henderson et al. (2020), these systems can reduce energy consumption by as much as 30% and therefore reduce carbon emissions. This aligns with the global trend towards sustainability. For instance, smart thermostats control the temperatures of rooms and avoid using energy in rooms that are not occupied. Other sustainable practices include water conservation through technologies like low-flow shower heads and automatic faucets that do not affect the guests' comfort (Gabarda-Mallorquí, Deyá and Tirado, 2024). Hotels using systems gain international recognition through the LEED (Leadership in Energy and Environmental Design) certificate, improving their market position. 
On an operational level, efficient energy systems enhance resource utilisation, reduce maintenance expenses, and enhance staff efficiency. These technologies must be adopted since they promote cost savings (Nižetić et al., 2019). Novotel relies on outdated air conditioning and lighting systems. This traditional technology hinders energy efficiency and sustainability efforts. Upgrading to modern systems would reduce operational costs, improve guest perceptions, and support Accor Hotels' global commitment to environmental responsibility.
Industry Standards: Technological Benchmarks in Similar 4-Star Hotels
In 4-star hotels, technological standards emphasise guest-centric solutions and operational innovation (Singh, Raheja and Sharma, 2023). Features such as smart TVs with streaming capabilities, digital thermostats, and IoT-enabled smart rooms are common. Hilton and Marriott properties, for instance, provide guests with digital room keys, app-based room controls, and voice-activated virtual assistants (Ristova and Nikola, 2021). Energy-saving devices such as automatic lighting contribute to sustainability while satisfying guests' comfort expectations in the facility. Some 4-star hotels also use integrated property management systems (PMS) to manage bookings and improve check-in services (Leung, 2020). These technological advancements depict the industry's strive to improve guests' satisfaction and productivity by not compromising the environmental impact. Thus, Novotel Bristol Centre should use them as a benchmark to adapt to new technological trends that foster hotel service delivery. 
Gaps: Where Novotel Bristol Centre Falls Short
The main issues facing Novotel Bristol Centre stem from outdated technological infrastructure. The current in-room amenities lack smart televisions and have analogue air conditioning systems. These shortcomings are unbeneficial for guests, as modern tourists prefer interactive entertainment and customisable climate control (Chaudhari and Thakkar, 2019). Furthermore, there is no use of smart technology like IoT integrated room systems or mobile applications, further reducing the hotel's attractiveness. Contrastingly, competitor hotels like Holiday Inn Express have integrated digital solutions such as mobile check-in and virtual assistant that ensure exemplary guest experience. Another evident gap is ineffective sustainability, stemming from poor air conditioning units and outdated lighting systems. The systems consumer more energy increasing operational costs within the facility. There is a need for strategic upgrades within the facility to foster seamless operations. This will meet guest expectations and maintain the hotel as a leading hospitality service provider in the United Kingdom and globally. 
Methods
A case study research design was employed to investigate technological challenges at Novotel Bristol Centre and how they affected guests and operations. It is recommended for exploring in-depth investigations within their specific contexts (Rashid et al., 2019). It paved the way for comprehensive analysis of the hotel’s technological gaps through empirical data derived from personal observations during placement and secondary research. It facilitated a understanding of outdated technology and guest satisfaction, while providing rich qualitative insights (Alpi and Evans, 2019). This approach also supports triangulation, boosting the research’s validity. However, potential subjectivity is a limiting factor for this approach (Rashid et al., 2019).
Data Collection Techniques
Besides the case study framework, several data collection methods were applied in this work. These techniques included direct observation during placement. This approach revealed practical information about technological weakness in Novotel Bristol Centre. These observations are recommended since they foster understanding of operational challenges (Grønmo, 2023). Another method was netnography which captured guest experiences of the hotel’s technology through TripAdvisor and Google Reviews, whereby reviews from trip advisor were sampled with a view of understanding the kind of perception the guests had towards the hotel technology. Netnography is used to gather customer insights from online communities (Kim and Park, 2023). Through evaluation of the themes in the guest reviews, this method established that some of the common complaints included complaints of old-fashioned facilities and lack of contemporary facilities. 
Additionally, secondary data analysis was used. Scholarly articles, industry journals, and internal documents of Accor Hotels were consulted to situate Novotel Bristol Centre's technological issues within the industry context. These secondary data provided a reference point when evaluating the hotel's performance against that of other 4-star hotels (Ruggiano and Perry, 2020).
Advantages and Limitations of Methods
The paragraphs above reveal that data collection utilised a multi-method approach. This paved the way for qualitative and quantitative data. Contextual depth was obtained from observations, while netnography afforded general patterns of guest behaviour and preferences. However, these methods had limitations. Observations may be influenced by researcher bias, while netnography may breed sample bias, taking into account insights from dissatisfied guests (Siedlecki, 2019). Secondary data may sometimes lack specificity. 
Ethical Considerations, Relevance, and Application
All the methods used in the studies complied with the ethical standards. Reviews provided by the guests were evaluated without the disclosure of the identity of the guests. Data collected during placement was limited to publicly available data. The mentioned methods are consistent with the goals of the study, which are to determine technological deficiencies and provide recommendations. While the observations provided the necessary information regarding the functioning of the hotel, the netnography provided information about the expectations of guests and the secondary data provided information about the standards in the industry. These approaches proved effective in identifying the key issues in Novotel Bristol Centre, laying the foundation for determining the appropriate technological measures that would ensure compliance with industry benchmarks. 
Case Study Hotel Overview and Findings
During my placement at Novotel Bristol Centre, I observed significant operational inefficiencies linked to outdated in-room technology. Front desk staff frequently reported complaints from guests about non-functioning TVs and uncomfortable room temperatures due to old air-conditioning systems. This directly impacted guest services and created a lot of stress on the staff who had to address issues raised. The outdated systems also consumed a lot of energy, increasing operation costs. My observations during my stay supported the need for technology enhancements to enhance guest experience and organisational effectiveness. This section gives a detailed evaluation of Novotel Bristol Centre, describing its location and operational environment. In addition, it presents SWOT, PEST, Competitor analysis, outlining the hotel's broader impacts of the technological challenges encountered by the hotel. 
Overview of Novotel Bristol Centre
Novotel Bristol Centre is a well-known 4-star hotel managed by Accor Hotels. Accor is among the world's leading hotel operators, with more than 5,300 hotels in 110 countries and it has established itself in providing quality services in different hotels (Accor Live Limitless, 2024). Located in the energetic city of Bristol, United Kingdom, Novotel Bristol Centre occupies a perfect location that suits business and leisure travellers (VisitBristol, 2024). Its location is close to Temple Meads Station and the city centre, which provides comfort and easy access to tourist attractions for hotel guests. The hotel has 131 comfortable guestrooms that are equipped to suit mid-scale customers, including families, individual travellers, and business people (Novotel Bristol, 2023). In addition to its facilities, Novotel Bristol Centre provides clients with conference rooms and gym, restaurant and bar services, making it a suitable location for a diverse clientele. 
Novotel Bristol Centre is a mid-scale new-generation hotel that appeals to a broad client base by utilising the brand affiliation with Accor. The global travel loyalty program in Accor has helped the hotel market itself and retain customers as well. Although it delivers great services, its technological offerings do not meet the standards required in the competitive hospitality industry. Drawing insights from my placement, I observed that the hotel utilises outdated guestroom systems, posing a blow to customers. The rooms contain old-fashioned Analog televisions and simple air conditioning units that do not have digital controls. These facilities do not cater to the current generation guests' expectations of in-room technology like smart televisions and other IoT devices. Further, the facility has high energy consumption, leading to increased operational costs that hinder sustainable tourism. As a part of Accor's portfolio, Novotel Bristol Centre plays a key role in catering to a diverse and growing market. However, addressing its technological deficiencies is critical for maintaining competitiveness in Bristol's bustling hospitality sector. Upgrading in-room technology and aligning with global sustainability initiatives would significantly enhance guest satisfaction and operational efficiency. 
Descriptive Information
Turnover, Financial Performance, Staffing and Human Resources
As part of Accor Group's extensive network, Novotel properties contribute significantly to the brand's revenue. While specific financial turnover for Novotel Bristol Centre is not publicly disclosed, Accor reported global revenues exceeding €4 billion in 2023 (Accor Group, 2023). The Bristol property, benefiting from its strategic location and steady demand, is a notable contributor to the company's regional performance. Novotel Bristol Centre employs approximately 70-100 staff members across various departments, including front desk operations, housekeeping, food and beverage services, and maintenance (VisitBristol, 2024). This team ensures seamless operations, providing quality service to meet the standards expected of a 4-star property. Accor emphasises staff training and development through initiatives such as the Accor Academy, equipping employees with skills for delivering exceptional guest experiences.
Branches and Locations
As mentioned, the Novotel brand operates over 530 properties globally, emphasising mid-scale hospitality with a focus on comfort and modernity. Novotel Bristol Centre serves as one of Accor's key properties in the UK, situated in a city renowned for its cultural heritage, historical landmarks, and thriving business scene (VisitBristol, 2024). It is located in Bristol, Southwest England, a city celebrated for its maritime history, vibrant arts scene, and modern business hubs. Novotel Bristol Centre is strategically positioned near Temple Meads Station, providing excellent connectivity to other UK cities. The hotel's location also grants easy access to attractions such as the SS Great Britain, Cabot Circus shopping centre, and the iconic Clifton Suspension Bridge. Positioned as a gateway to the South West of England, the city attracts diverse travellers, from professionals attending conferences to families exploring historical sites. The hotel's central location is an asset but demands alignment with the city's innovation-driven image. Thus, there is a need for technological upgrades.
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Figure: Novotel Bristol Centre location and surroundings (Novotel Bristol, 2023)
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Figure: Map showing Novotel Bristol Centre location and surroundings (Novotel Bristol, 2023)
SWOT Analysis of Novotel Bristol Centre
Strengths
The hotel has various strengths that enhance its competitiveness. For instance, Novotel Bristol Centre is located near Bristol Temple Meads Station and the city centre. This strategic placement and location are highly advantageous as they ensure easy access for business and leisure travellers (Dang, 2021). The proximity to iconic attractions such as the SS Great Britain, Cabot Circus, and the Clifton Suspension Bridge enhances its appeal to tourists. Additionally, excellent transport connectivity strengthens its position as a preferred choice for guests seeking convenience. The company also enjoys the backing of Accor branding. As part of the global Accor Group, Novotel benefits from a well-established network that spans 5,300 properties in 110 countries. This affiliation provides access to extensive operational resources, including marketing reach, employee training programs, and loyalty schemes like the ALL (Accor Live Limitless) rewards program. These factors contribute to maintaining a consistent flow of clientele and fostering brand loyalty.
Weaknesses
However, the company has various cons that limit its competitive nature. Among them is outdated technology in guest rooms. The company exhibits significant weaknesses stemming from outdated technology in guest rooms, including analogue televisions and old-fashioned air conditioning systems without digital displays. This lack of modernisation negatively impacts the guest experience and fails to meet contemporary expectations for in-room technology (Clauzel, Guichard and Damay, 2020). The absence of energy-efficient systems, such as smart thermostats and LED lighting, is another weakness. It contributes to increased utility expenses and high operational costs that breed inefficiencies. These inefficiencies strain operational budgets and conflict with the growing demand for sustainable practices within the hospitality industry.
Opportunities
Despite the mentioned cons, the hotel can leverage various opportunities related to technology within the hospitality sector. The increasing preference for eco-friendly travel offers an opportunity for Novotel Bristol Centre to adopt sustainable technologies. Investing in energy-efficient HVAC systems, LED lighting, and water-saving measures can improve both cost efficiency and environmental responsibility (Singh, Mishra and Yadav, 2024). Accor's commitment to sustainability through programs like "Planet 21 – Acting Here" provides an ideal framework for implementing such upgrades (Accor – Newsroom, 2020). Additionally, the ongoing digital revolution in the hospitality sector offers numerous opportunities to enhance guest experiences. Pelet, Lick and Taieb (2021) cite that upgrading in-room technology to include smart TVs, digital room controls, and Internet of Things (IoT) solutions can significantly elevate the hotel's appeal. Additionally, leveraging data analytics to understand guest preferences can aid in personalising services, further increasing guest satisfaction.
Threats
It is also important to note that the hotel operates within the tourism and hospitality sector. This competitive industry implies that Novotel Bristol Centre is subject to experiencing significant threats. This includes stiff competition from other 4-star hotels in the region that have invested in technological advancements (Osei and Cheng, 2023). These modernised properties often attract tech-savvy travellers seeking enhanced comfort and convenience. Without immediate upgrades, the hotel risks losing market share to these competitors (Verma and Thakur, 2022).  In the digital age, online reviews significantly impact a hotel's reputation. Guests dissatisfied with outdated amenities and inefficient systems may leave unfavourable reviews on platforms like TripAdvisor and Booking.com (Chittiprolu, Samala and Bellamkonda, 2021). Such feedback can deter potential customers, especially in a competitive market where travellers have numerous alternatives.
This SWOT analysis reveals the need for Novotel Bristol Centre to capitalise on its strengths to continue leveraging its prime location and strong brand association with Accor. Addressing its weaknesses is critical to maintaining competitiveness. Investments in modern in-room technologies and sustainable systems would enhance guest satisfaction and reduce operational costs in the long term. Key accommodations such as updating modem in-room technologies and installing sustainable systems would improve guest satisfaction and cut operational costs. Additionally, prioritising sustainability would position the hotel as a leader in eco-friendly, whereas investing in digitalisation would make it a technologically advanced player in hospitality within Bristol. These measures can assist the hotel in meeting customer expectations, enhancing its operational capacity and sustaining its position in the market within the region. As a result, Novotel Bristol Centre will simultaneously strengthen its market position and align with evolving technological industry standards. 
PEST Analysis 
Political
The UK has strict laws that regulate the hospitality industry. These laws emphasise embracing sustainability and energy consumption. A study by Font (2021) shows that these principles stem from national goals for carbon neutrality. Implementation of these policies calls for the application of environmental management practices. This entails using energy-efficient equipment like HVAC and water conservation methods in hotels. Compliance with these regulations helps maintain legal operations, enhancing the brand's reputation as a corporate social responsibility (CSR) leader (Songur, Turktarhan, and Cobanoglu, 2022). For the Accor Group, the sustainability program called "Planet 21 – Acting Here" enhances these political and environmental objectives, providing Novotel Bristol Centre with a solid roadmap to follow (Accor – Newsroom, 2020)
Economic
Poutakidou and Menegaki (2023) identify inflation and increasing energy costs as the main economic issues affecting the hospitality industry. They raise the costs of sustaining suboptimal systems in the organisation. However, the UK government provides incentives for the sector through grants and tax credits for using energy-efficient technologies (Peñasco, 2024). For Novotel Bristol Centre, these incentives can offset initial investments in modernised systems, making upgrades more financially feasible. Additionally, improved energy efficiency reduces utility expenses over time, contributing to long-term operational savings. The economic climate also affects consumer spending patterns. As travellers increasingly seek value for money, investing in improved guest amenities can enhance the hotel's appeal, thereby boosting occupancy rates and revenue (Alrawabdeh, 2021). 
Social 
Consumer preferences are shifting toward sustainability and technology-driven experiences, particularly among millennials and Gen Z travellers. These groups prioritise environmentally conscious practices and expect smart in-room technologies, such as digital thermostats, smart TVs, and voice-activated assistants. Failing to meet these expectations risks alienating a significant portion of the hotel's target demographic. Additionally, Ahmad, Ahmad and Siddique (2023) report that positive environmental and technological upgrades can bolster the hotel's reputation. This is central to enhancing guest loyalty and attracting socially conscious travellers. 
Technological 
New technologies like IoT, digital displays, and energy-efficient systems are revolutionising the hospitality sector. Industry competitors are using advanced technologies to enhance their services. This has become a challenge to midscale hotels such as Novotel Bristol Centre, which is struggling to cope with these upgrades (Bilgihan and Ricci, 2023). For instance, hotels with IoT systems provide guests with customised services through automated lighting, air conditioning, and climate control. These systems also help improve operations through mobile applications for fast check-in or the use of smart maintenance systems to decrease operational time (Antony and Kannan, 2024). Therefore, by implementing these technologies, Novotel Bristol Centre can operate efficiently and effectively while still satisfying guests. The PEST analysis presents challenges and opportunities. Novotel Bristol Centre can utilise these insights to keep up with industry standards and technological trends, enhancing competitive positioning.
Competitor Analysis: Price vs. Quality
Novotel Bristol Centre is positioned as a 4-star hotel that provides its customers with affordable tariffs that attract business and leisure travellers. However, the company is poorly positioned due to its old technological infrastructure compared to other competitors like Radisson Blu and Marriott Bristol City Centre. These competitors have incorporated features such as Smart TVs and energy-saving air conditioning, which contribute to customers' satisfaction and define their price policies. For instance, Radisson Blu has smart rooms that are connected to applications that allow guests to control the lighting and temperature of the room from their phones (Bharwani and Mathews, 2021). Likewise, Marriott Bristol City Centre offers state-of-the-art technology through in-room entertainment and energy-saving features that are attractive to environmentally conscious customers. Even though Novotel Bristol Centre offers lower pricing compared to the mentioned hotels, its outdated offerings, like analogue televisions and air conditioning with no digital interface, reduce its value compared to other hotels. This is because consumers associate quality with the availability of modern amenities and are willing to pay a price for them. In essence, Novotel Bristol Centre has to close the gap by investing in new technology that will make it competitive again. Failure to do this, the company risks losing its market share to better-placed competitors.
Netnography
An analysis of self-generated data on travel sites such as TripAdvisor showed that there were communal grievances about the technological inadequacies in the rooms, with major complaints being non-working television sets and ineffective air conditioning.  The guests voiced complaints regarding poor air conditioning and the absence of entertainment. On the positive side, the guests praised the hotel's excellent location and the friendly staff. These recurring complaints imply that there is a gap between the guest's expectations and the current technological services available at Novotel Bristol Centre. It is crucial to improve the rooms' technological infrastructure to match guests' needs. This will help preserve the hotel's competitive advantages complemented by quality service and location.
Findings Summary
The case analysis of Novotel Bristol Centre demonstrates the strengths of its location and brand association with Accor. However, it also reveals weaknesses stemming from its old technological infrastructure. Old-fashioned facilities like analogue televisions and traditional air conditioning systems are unproductive to the guests and costly to run. Personal observations indicate that these shortcomings affect guest satisfaction as the hotel receives frequent complaints that are increasing constantly. The hotel can meet the present standards of the industry by upgrading its technology and energy management systems to improve guest satisfaction and operational efficiency. Filling these gaps will enhance the hotel's competitive advantage in hospitality as modern customers prefer tech-savvy and environmentally friendly hotels. 
Discussion
Impact of Outdated Technology on Guest Experience and Loyalty
Outdated technology is a significant factor that negatively affects guest experience and loyalty, particularly in midscale hotels such as Novotel Bristol Centre. Modern travellers expect seamless, technology-driven experiences (Shabankareh et al., 2021). failure to meet these expectations can diminish their overall satisfaction, impacting repeat business and brand advocacy.
Guest Experience
Yang et al. (2021) report that technology in hospitality plays a pivotal role in shaping a guest's perception of value and convenience. At Novotel Bristol Centre, outdated analogue TVs and inefficient air-conditioning systems have become frequent sources of dissatisfaction, as noted in online reviews. Guests today, particularly millennials and Gen Z, expect smart TVs, app-controlled room features, and efficient climate control systems that enhance comfort and convenience. These technologies are no longer considered luxuries but baseline standards for midscale and upscale accommodations (Manyanga, Makanyeza and Muranda, 2022). The absence of such features creates frustration, especially for business travellers who require functional and up-to-date in-room amenities. For example, the inability to stream content on TVs or control room temperature with precision detracts from the overall stay. Furthermore, the inconvenience of interacting with outdated systems disrupts what should be a smooth and enjoyable experience, diminishing the perception of the hotel's quality (Oktadiana and Pearce, 2020).
Loyalty and Reputation
In the hospitality industry, loyalty is impacted by perceived value and consistency. This means that clients need a justification for the money they spend. Most clients experiencing poor services due to outdated technology question the value of their payments (Susskind and Susskind, 2020). This is common in scenarios where competitors offer similar services. According to research, guests' dissatisfaction with the available technologies in the rooms negatively affects the probability of their return (Ineson, Čomić, and Kalmić, 2019). For Novotel Bristol Centre, this problem is aggravated because it is a part of the Accor chain, an organisation renowned for guests' satisfaction through innovation. Negative comments also adversely affect brand image (El-Said, 2019). From this case study, TripAdvisor data revealed significant guest complaints regarding "non-functioning TVs" within the facility. This external feedback not only diminishes Novotel Bristol Centre's competitive advantage but also erodes the tenets of quality and innovation that Accor has vowed to bring to all its hotels. 
A competitor analysis shows that similar 4-star hotels in Bristol, including Radisson Blu and Marriott, have adopted up-to-date in-room technologies (Štilić, Nicić and Puška, 2023). These improvements meet new expectations of the guests, creating a competitive market niche. In the case of Novotel Bristol Centre, failure to achieve such standards may lead to a loss of clientele, diminishing its market share. Complementing my placement observation with individual research findings, it can be seen that outdated technology immensely affects guests' experience and loyalty. For Novotel Hotel, there is a gap between expectations and reality. It is crucial to address these gaps to improve satisfaction levels and sustain Novotel Bristol Centre's competitiveness in the midscale hotel industry (Periasamy and Dinesh, 2024). 
Operational Inefficiencies Caused by Old Systems
Old technology limits seamless operations within a hotel. Pizam et al. (2022) note that it hampers staff efficiency and is costly, resulting in ineffable barriers to exceptional guest experience. In the case of Novotel Bristol Centre, these inefficiencies result in ineffective energy management, increased staff workload, and high maintenance costs. 
Energy Inefficiency
A severe inefficiency stemming from outdated technology is excessive energy consumption. For example, traditional air conditioning systems do not have digital controls or energy-saving modes. Their utility costs are high, increasing energy costs (Himeur et al., 2021). Given the increasing energy costs of such systems, it becomes unsustainable to maintain such systems in midscale hotels, which often have tight budgets (Ekins and Zenghelis, 2021). Utilising energy-efficient systems that promote cost savings while aligning with sustainability goals has become an important part of the hospitality industry (Streimikiene et al., 2020). The hotel has not upgraded to use modern systems.  Thus, Novotel Bristol Centre is disadvantaged compared to competitors who have implemented energy-saving measures.
Increased Staff Workload
Old systems also bring extra loads to hotel employees (Shin, Perdue and Kang, 2019). For instance, daily customer complaints over non-functioning television and poorly aired rooms necessitate the involvement of front desk and maintenance crews, adding more work to their daily responsibilities. This contributes to increasing operational pressures (Yağmur, Demirel and Kılıç, 2023). Further, the lack of smart systems to perform basic controls like room temperature adjustments hampers staff from performing their activities efficiently as they have to undertake extensive manual work (Romanyuk and Gareev, 2019). 
Maintenance Costs and Downtime
Old systems are more vulnerable to failure. They are likely to break down often, increasing maintenance costs (Kurniawan et al., 2021). For Novotel Bristol Centre, these issues have a dual impact. They have bred increased repair expenses and reduced revenue potential from unbooked rooms. This explains the guest's displeasure. In some cases, unsatisfied clients seek compensation, straining operational budgets further. 
Implications for Competitiveness
As mentioned, old systems breed operational inefficiencies. This leads to the erosion of the hotel's competitive advantage. According to Knudsen et al. (2021), modern competitors integrate their systems, freeing up resources to improve guests' experience instead of fixing avoidable problems stemming from outdated technology. In the case of Novotel Bristol Centre, the decision to keep using older systems is costly and damages the brand reputation. Guests feel that the hotel is outdated and not meeting modern standards. These findings stress adopting targeted technological investments to improve energy efficiency and reduce staff workload. This will help foster Novotel's competitiveness.
Insights from Literature vs. Real-World Observations
Observations made at Novotel Bristol Centre support various literature discoveries.  Among them is the fact that outdated systems limit operational efficiency. Hotels with up-to-date technology achieve exemplary guest experience as they often meet client expectations (Feng et al., 2020). In contrast those with old systems struggle to achieve this due to limited budgets for technological upgrades. 
Literature Insights
Technological shortcomings hinder guests’ satisfaction. Their effects extends to the hotel operations causing inefficient organisational performance. This reduces the competitive nature of the firm.  According to research, using smart systems such as IoT devices, offers a good customer service (Verma et al., 2021). Also, sustainability literature underscores the importance of energy efficient systems. These systems reduce costs and promote environmental sustainability (Sardianos et al., 2020). 
Real-World Observations
Based on my experience at Novotel Bristol Centre during the placement, there is a significant difference in literature insights and practical implementation. For instance, although the literature supports the use of IoT in climate control, the hotel utilises traditional analogue air conditioning systems, which are inefficient and have dissatisfied guests. Likewise, research advocates for the use of digital entertainment as one of the strategic factors for midscale hotels (Balsiger et al., 2022). However, the guest feedback reveals that most clients are often dissatisfied with the old TVs in the hotel. Furthermore, Wynn and Jones's (2022) research underlines the importance of matching technology with brand specifications, especially for multinational companies like Accor Hotels. But in reality, data revealed that Novotel Bristol Centre fails to achieve the technological advantage over competitors and even within the Accor system, which is a concern for brand image and positioning. This indicates that there is a gap between the literature and practice in Novotel Bristol Centre, which calls for strategic integration. Despite the availability of theoretical models that promote technology-based guest satisfaction and operational efficiencies, practical issues like cost and existing system constraints hinder the hotel from implementing these solutions. To fill this gap, a step-by-step approach based on the recommendations in the literature and actual experience should be utilised to adopt a balanced strategy for fixing technological barriers within the facility. 
Broader Implications for Accor Hotels in Maintaining Brand Consistency
Being a member of the Accor Group, Novotel Bristol Centre has every advantage in terms of brand recognition for innovation, quality, and sustainability. Nonetheless, the hotel's technological infrastructure contradicts these principles based on guest feedback experiences (Vo et al., 2021).  Accor promotes innovation and sustainability in its network, but hotels like Novotel Bristol Centre generate a gap between concepts and realities. This is because negative feedback from guests due to outdated elements in the rooms, for instance, analogue TVs and inefficient air conditioning systems, are perceived as a detriment to the brand, even when other properties satisfy or surpass expectations (Padma and Ahn, 2019). This is a problem that results in mistrust among loyal customers who are bound to expect consistent service delivery from Accor's facilities all over the world. Further, this disparity could negatively impact brand equity and customer retention, which are crucial for Accor. Therefore, it is crucial for Accor Group to ensure all its brands around the world are consistent through proper monitoring and support. The company can perform frequent technology check-ups to determine what is missing and what needs to be invested in (Castka, Searcy and Mohr, 2020). These checks foster seamless detection of guest-related and operational technology gaps for subsequent upgrades. Accor can negotiate with technology providers at a lower price for consistency across its portfolio (Marino, Moiso and Petracca, 2020). Moreover, the central provision of support to execute technological improvements can help minimise resource inefficiencies. 
Limitations of the Study and Suggestions for Further Research
Limitations 
Although this study provides valuable information regarding outdated technology's influence on guest satisfaction and operational efficiency at Novotel Bristol Centre, it has various drawbacks. One notable constraint is the reliance on secondary data. The study utilised guest reviews and industry reports. While these sources give qualitative insights, they do not offer deeper insight into the customers' preferences and experiences. Furthermore, it was impossible to measure the effects of technological inefficiencies since some hotel operational data, like financial ratios or energy consumption statistics, were missing. Similarly, the case-study design of this study limits the generalisation of the results to the rest of the Accor properties. Each property operates in unique market conditions. This implies that the challenges faced by Novotel Bristol Centre are not similar to those faced by other Accor Group hotels. In addition, the analysis was constrained by time and resources. Consequently, the study had limited scope, neglecting to conduct comparative studies with competitors beyond publicly available information.
Suggestions for Further Research
The limitations mentioned in the preceding paragraph hinder conclusive findings. Subsequently, future research is recommended. Future research should incorporate primary data collection techniques to gain extensive stakeholder perspectives. Using guest interviews and employee surveys is advised. This can be complemented by cost-benefit analyses of proposed technological improvements to provide organisational members with quantitative data on the cost and profitability of technological upgrades. Cross-sectional research between different Accor facilities with differing performance would provide a more comprehensive understanding of how technological gaps affect brand homogeneity. This would help to establish best practices for each hotel. Furthermore, longitudinal research could follow the changes in technological improvements in the hospitality industry and how they affect guests' satisfaction and hotel revenues and efficiency in the long run. Investigating future trends such as artificial intelligence, applications for guests, and sophisticated IoT systems might also help identify ways to prepare hotels for the future. Finally, using information from external sources, including vendors of technological solutions and sustainability consultants, may improve the scope of further investigations. These methods will collectively overcome previous limitations and broaden the research, offering more extensive information to support decision-making and strategic planning concerning technological upgrades in hospitality. 
Conclusion 
This study reveals various technological gaps at Novotel Bristol Centre. The facility utilises outdated in-room systems such as analogue air conditioning systems and old televisions. Such client amenities do not meet today's standards in midscale hotels, leading to deficiencies that hinder guest satisfaction and loyalty. In the current setting, most travellers seek seamless tech-enabled experiences that enhance convenience and personalisation. Moreover, the hotel lacks up-to-date energy-saving technologies such as smart temperature control systems and energy-efficient lighting systems. This increases operating costs and is not consistent with the Accor Group's environmental responsibility policy established at the international level. These technological deficiencies reveal that Novotel Hotel does not meet contemporary guests' demands, failing to sustain competition in the current oversaturated hotel industry. Other competitors like Holiday Inn Express have adopted smart technologies, including mobile check-ins and IoT systems. This move has increased their clientele and established their competitive position. Failure to adopt these innovations will cause Novotel to lag behind and lose its market share. At the reputational level, the hotel risks losing its brand as an Accor Group since its outdated technology undermines the uniformity of the Accor Hotels' brand image. There is a gap between the innovative ideas within the company and the expected guests' experiences. This misalignment spoils the brand reputation, explaining why the hotel experiences negative reviews and reduced bookings. Guest loyalty has also diminished significantly. It is imperative that Novotel Bristol Centre look at these gaps from an appropriate technological standpoint to align with industry standards,  improve customer satisfaction and increase operational effectiveness. This can be done through investing in smart technologies, embracing sustainability initiatives, and streamlining digital solutions. These interventions will help the hotel enhance competitiveness, reinforcing its position as a leading hospitality service provider locally and internationally. 
Recommendations
The placement research revealed that Novotel Bristol Centre has technological gaps that limit operations and service delivery. It reveals weaknesses stemming from its old technological infrastructure. Old-fashioned facilities like analogue televisions and traditional air conditioning systems are unproductive to the guests and costly to run. Personal observations indicate that these shortcomings affect guest satisfaction as the hotel receives frequent complaints that are increasing constantly. Utilising a comprehensive approach that will focus on improving and expanding the technological infrastructure to include a service-delivery solutions that will effectively meet clientele needs is recommended to counter these technological problems. This approach will help the hotel meet the present standards of the industry by upgrading its technology and energy management systems to improve guest satisfaction and operational efficiency. Filling these gaps will also enhance the hotel's competitive advantage in hospitality as modern customers prefer tech-savvy and environmentally friendly hotels. This section presents various recommendations that can help the facility address existing gaps. 
These interventions include investing in smart technologies to facilitate in-room technology upgrades. It entails equipping the rooms with smart television and digital air conditioning system. Smart TVs allow the guests to stream and work with TV applications, which is a common practice among modern guest’s entertainment requirements. Scientific evidence proves that such facilities contribute greatly to an improved guests’ experience. Likewise, digital air conditioning control offers comfort and enhances energy conservation. It will enable the facility save on energy costs while attaining guest satisfaction. These adopted smart technologies including mobile check-ins and IoT systems will also improve service delivery, making the company establish its competitive position and meet industry standards met by other players such as Holiday Inn Express and Marriot. 
Another recommendation is using automated systems, such as PMS, energy management systems, and AI solutions to foster operational efficiency. These systems enable efficient work flows, minimising errors and promoting the effective use of resources. It facilitates a seamless outsourcing of routine activities like housekeeping management and billing relieving the staff of other duties and making them concentrate on improving the guest experience, which in turn improves overall organizational performance. Smart energy systems will also help Novotel Bristol Centre manage consumption and eliminate waste while achieving sustainability objectives in the long term. 
It is also advisable for the hotel to install digital thermostats in the rooms. This will help visiting guests have personalised climate control, offering both convenience and energy efficiency. Guests can adjust room temperatures with precision. Smart thermostats control the temperatures of rooms and avoid using energy in rooms that are not occupied. These systems can be integrated with mobile applications to enable guests to adjust room conditions remotely, further enhancing convenience. Using IoT solutions is also at the forefront of in-room technology. Installing smart room systems, such as voice-activated assistants and connected lighting, will allow guests to customise their environment effortlessly. These IoTenabled rooms will improve satisfaction by creating intuitive and personalised experiences that cater to individual preferences. 
Additionally, using modern energy-efficient systems is advised. This intervention poses advantages for sustainable development and effectiveness in hospitality. In the contemporary world, guests have become more environmentally conscious, stressing the need for energy-efficient systems as a key driver for guest satisfaction. Thus, the hotel can purchase energy-efficient systems such as smart climate control, LED lighting, and enhanced energy management systems to help minimise energy use and cut operating expenses. These systems reduce energy consumption by 30% and therefore reduce carbon emissions. This aligns with the global trend towards sustainability. Other sustainable practices that the company can adopt are water conservation through technologies like low-flow shower heads and automatic faucets that do not affect the guests' comfort. Efficient energy systems enhance resource utilisation, reduce maintenance expenses, and enhance staff efficiency. Adopting these technologies will promote cost savings within the facility. 
The company staff experience work overloads as they have to address client concerns stemming from poor in-room services. This can be addressed by implementing mobile check-ins and smart room keys. This approach will streamline the guest arrival process, reducing wait times and providing guests with greater convenience and control over their stay. There will be no need for traditional front desk interactions and using physical keycards. The company will enjoy exemplary operational efficiency due to reduced staff workload. Lastly, all organisational staff will receive comprehensive training on the use of the suggested technological upgrades. This will be done through a pilot program for technology implementation. Collectively, these recommendations will help the property align with modern industry standards, meet customer expectations (satisfaction), and ensure long-term competitiveness. 
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