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Executive Summary
With digital processes gradually revolutionizing the hospitality industry, self-service kiosks for check-in are now more than just beneficial for everyday management. This paper evaluates the role of Ibis’s digital check-in system in the Operational efficiency and customer satisfaction of a diverse guest profile. The main purpose is to assess the impact of these digital solutions on operational processes and guests’ interactions in the hotel front office. To achieve this, the study uses a case study research design, including interviews with the staff, surveys with the guests, and time and workload data concerning cheque-in. The results highlight the advantages of digital cheque-ins in increasing overall time effectiveness and decreasing the burden in the front desk office. However, problems like technical difficulties and a group of travellers preferring classical manners to cheque-in remain. Suggestions for maximizing the effectiveness of the proposed system involve improving technical availability by constantly updating it, combining a technical and face-to-face check-in system, and offering extensive training for the staff in technical and communication areas.   
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RESEARCH PROJECT REPORT ON THE EFFECT OF DIGITAL CHECK-IN SYSTEMS ON TIME EFFICIENCY, FRONT-DESK WORKLOAD, AND GUEST SATISFACTION IN THE FRONT OFFICE: A CASE STUDY OF IBIS LONDON HOTEL CANNING TOWN."
[bookmark: _Toc182508139]Introduction 
The hospitality industry worldwide continues embracing technology to improve operations (Mustafa, 2023). One emerging trend is incorporating digital check-in procedures, which allow customers to avoid usual interactions with check-in counters Talukder, Rahman, and Khan, 2024). These systems provide the possibility of minimising the time spent on waits, lessening the front-desk burdens, and enhancing the levels of guest’ satisfaction. However, Gupta and Sharma (2021) highlight that improvement in time-saving, working input, and customer satisfaction continue to be a matter of research. 
Ibis London Hotel Canning Town is one of the hotels affiliated with the international Ibis chain and one of the most popular hotels for cheap accommodations in East London (IBIS n.d). Client satisfaction and quick service delivery are goals that easily align with implementing digital check-in services in the Ibis brand.  According to Accor (2022), adopting this technology will ensure this company/brand moves forward technologically while keeping it friendly enough for all guests to enjoy their stay. From the hospitality perspective, Shiwen, Kwon, and Ahn (2021) elaborate that the self-service technology (SST) theory emphasises the importance of guest control and convenience in enhancing the effectiveness of services. In cases of budget hotel chains like Ibis that seek to achieve fantastic operational efficiencies, utilising digital check-in systems and operations to maintain consistency with the brand’s objective of efficiency and guest satisfaction is crucial (Giousmpasoglou and Hua, 2020). 
The purpose of this research study is to establish the impact of the digital check-in systems on time, the workload of the front desk staff, and the satisfaction level of guests in Ibis London Hotel. The main objective is to assess the effectiveness of digital check-in in terms of reducing the time, front-desk workload, and guests’ satisfaction in the Ibis London Hotel. Specifically, the study aims to:
· Determine if digital check-ins minimise guest check-in times.
· Consider if these systems reduce the burden of front-desk operations so that personnel can attend to more valuable tasks.
· Determine guests’ satisfaction levels and analyse their views on service quality and usability.
Therefore, using effectiveness assessment classifications and following research methods highlighted by Saunders, Lewis, and Thornhill (2012), this work will offer specific, empirically grounded discoveries related to the general hypothesis on digital check-in in a budget hotel context. The results will inform the existing and future knowledge on digital transformation in hospitality and hotels and front-office operational efficiency.


[bookmark: _Toc182508140]Literature Review 
This paper will follow Cottrell’s (2014) recommendation of performing a literature review of cheque-in technologies in an attempt to present an understanding of the effects arising from their implementation in the hospitality industry in terms of time usage, front-desk, and guest satisfaction. In this research, some theoretical frameworks are utilised: The Role Theory, Technology Acceptance Model (TAM), and the SERVQUAL Model to assess the existing knowledge and identify the research gaps that will require future research.
[bookmark: _Toc182508141]Time-Efficient Digital Check-In Systems.
 Forman and Udvaros (2023) elaborate that the digital cheque-in solution is intended to enable the guests to spend less time at the reception desk during the cheque-in. TAM (Technology Acceptance Model), which was proposed by Davis in 1989, has been widely applied to explain the users’ decision on whether or not to accept technologies. The TAM holds that two factors, perceived usefulness and perceived ease of use, directly influence the level of technology acceptance (Castillo-Picón et al., 2024). Perceived usefulness in the context of digital check-in is if guests [consider the system] a time-saving one, while perceived ease of use is whether [the process is perceived to be] easy by the guests. Based on prior research, it is seen that if the guests have simple check-in kiosk technology, they spend less time waiting on arrival, and the check-in process is faster and more satisfying (Zhong et al., 2022).
[bookmark: _Hlk181870960]Primary research points to time savings as the primary benefit institutions derive from adopting digital check-in systems. Zhong et al. (2022) acknowledge that digital check-in helped participating hotels achieve shorter waiting times by responding with an average of 20% to traditional check-in at the front desk. Similarly, the survey results highlighted by Lee et al. (2024) suggest that guests consider the duration they wait for the most important feature that can help improve the hotel's first impression. However, some studies highlight the difficulty of usability; with complicated systems or technical problems, check-in time may be longer than expected, causing guests’ disappointment (Kim, Joe, and Erdem, 2022)
[bookmark: _Toc182508142]Impact on Front Desk Work Load 
Many check-in systems were implemented to reduce the front-desk employees’ pressure to allow them to concentrate more on guest engagement and solve more complex tasks (Elisa et al., 2024).  Anglin et al. (2022) state that according to the Role Theory by Biddle (1986), organisations need to establish well-defined role orientations and tasks since clearer roles increase rather than compromise job satisfaction and reduce role ambiguity. Information technologies reconfigure front-desk work through mechanised check-in processes by endowing personnel with activities that enhance client experience (Yoon, 2023; Najafi, 2024).
Additionally, according to the findings of Lee (2023), organisations employing digital check-in systems, to some extent, stated that they experienced a decrease in the amount of often repetitive work done by the employees concerning check-in operations, freeing up time for concierge services and guests’ questions. Additionally, Katidou and Sakalidou (2020) outline that the staff perceives hotels with installations for digital check-in to have reduced operational stress and have enhanced contact with guests, leading to a better job assessment. However, effective operations of the mentioned systems in reducing workload rely on the system's functionality or absence and the staff's training. Lack of preparation in handling the digital system can also cause staff agitation and extra stress because they often have to address guests’ problems with the system (Bharwani and Mathews, 2021).
[bookmark: _Toc182508143]Guest Satisfaction and Service Quality
Guests' Satisfaction is one of the key indicators widely used in hospitality because the quality of service determines hotel guests’ experience (Ali et al., 2021). The SERVQUAL Model, introduced by Parasuraman, Zeithaml, and Berry (1988), identifies five service quality dimensions: tangible, reliability, responsiveness, assurance, and empathy (Shi and Shang, 2020). These dimensions offer a good framework by which the effects of digital check-in systems can be measured on customer satisfaction. For example, the media richness of a novel digital check-in system may build guests’ impression of innovation in a hotel (Srivastava, 2024). Similarly, availability problems, which may include physical or technical breakdowns and system delays, can also reduce the perceived quality of service.
While previous investigations depict the impact of such systems on the satisfaction level of the guests as ambiguous, it can be claimed that digital check-in provides benefits for both the guests and the hotels (Arapou and Kapiki, 2023). According to Das (2023), guests who successfully complete the check process with the help of digital media systems are satisfied with such kinds of systems as they refer to them as efficient and modern. This is especially true in situations where the guests are young and more likely to embrace technology by using products with self-service check-in/check-out. At the same time, dissatisfaction is realised when the guests are older or less accustomed to the use of technological devices, as the self-service is either difficult or cold (Marin-Pantelescu and Ștefan-Hint, 2024). 
In addition, Rahimi et al. (2022) also conducted a study to analyse the digital check-ins of various hotels for guest accommodations. This revealed a fairly consistent inclination among guests to adopt a mostly digital system but supplemented with human intervention, where necessary. Their case suggests more availability of front-desk staff to help guests when they have a problem or when they would want to be directed personally. This implies that digital check-in systems enhance satisfaction for different demographics, but flexibility matters in the guest experience manufacturing process (Lee et al., 2024).
[bookmark: _Toc182508144]Research Gaps
The studies presented in the literature point to the possibilities of time-saving, front-desk occupational reduction and guest satisfaction through digital check-in systems (Forman and Udvaros, 2023). However, literature on how these systems affect different customer segments is lacking. The current study aimed to fill this gap by using data from a budget hotel with varying customer expectations compared to luxury hotels. Although such research is highly informative, and recent examples are conveyed by Giousmpasoglou and Hua (2020) and Castillo-Picón et al. (2024), they capture overall guest experiences and often do not differentiate by hotel categories. In addition, literature on front-desk staff flexibility and developing digital check-in system effectiveness is scarce.
Additionally, although the literature in this area offers considerable knowledge of the advantages of digital check-in systems, research often fails to provide precise details concerning certain decision criteria of organisational performance efficiency, including the exact level of time-saving and the corresponding decrease in front-desk workload. Furthermore, as Robson (2016) elaborates on real-world research, there is a lack of studies comparing guest segments/buyer characteristics, such as different age sections or tech-savvy guests and less tech-savvy guests. 
Reading from Saunders, Lewis, and Thornhill (2012) helps to note that recent research has emphasized short-term consumer gratification without considering the impact that these systems have on guest loyalty and long-term booking behaviour. This dissertation will endeavour to meet these gaps by investigating the effects of digital check-in systems on Ibis London Hotel Canning Town. This budget hotel hosts diverse guests, enhancing the knowledge of digitalisation in the hospitality sector.
[bookmark: _Toc182508145]Methods 
This section provides a clear description of the method employed in the course of this study, including the methods of data collection, analysis, and the associated limitations.
[bookmark: _Toc182508146]The Case Study Approach
Ibis London Hotel Canning Town has been selected as the central point of this research due to various reasons. Within the Accor Group, Ibis has made its name the economic hotel brand that delivers operational effectiveness and impressive guest satisfaction at an affordable price (Accor, 2022; IBIS, n.d). The case study approach allows for exploring numbers and nature simultaneously and clearly focuses on digital check-in's impact on the front desk with Guests and their experiences.  Cottrell (2014) also elaborates that there are many benefits in using the case study approach as it provides rich informational context and reveals specifics of operations in certain environments.
[bookmark: _Toc182508147]Data Collection Techniques
[bookmark: _Hlk182250300]Utilising Yin (2003) framework, the qualitative and quantitative data collection methods were utilized to get a comprehensive view of the effectiveness of the digital cheque-in system, as Creswell (2014) and also recommends. The qualitative data approach used semi-structured interviews with front-desk staff and management to provide detailed details of their experiences in the system, based on Marshall and Rossman (2015) discussion. Moreover, the guest provided feedback via further online comments and surveys, which might inform about their satisfaction and possible repeated problems or preferences about the digital cheque-in offers.
As Diamantopoulos and Schlegelmilch (2002) also suggest, quantitative data supported qualitative data, which offered specific system efficiency measures. Collecting cheque-in timings data before and after switching to this digital system helped compare time optimisation. Additionally, workload indices were evaluated, including the number of tasks performed per shift and the time devoted to guests to present shift changes in the staff’s tasks, influenced by the digital cheque-in system, aligning with Silverman's (2011) discussion.
[bookmark: _Toc182508148]Reflective Writing and Netnography
[bookmark: _Hlk182309165]Reflective writing was employed throughout the placement period to provide an account of personal observations regarding the system's operation, as Saunders, Lewis, and Thornhill (2012) also elaborate. This technique enabled the accounting of emotions and impressions at different stages of experience, contributing to an important subjective dimension that assessed the functionality and effectiveness of the system. Furthermore, as Khan and Fatma (2022) suggest, netnography, a research method for studying social media and communication, was used to scrutinise the post by guests who have experienced the digital cheque-in system and the comments on it in the review sites. 
[bookmark: _Toc182508149]Data Analysis
In data analysis, both thematic and statistical approaches were used to gain insight into the research topic. Semi-structured interviews and guest feedback were interviewed and analyzed for patterns and replication of themes, using thematic analysis as a method of qualitative analysis, suggested by Lochmiller (2021). This comparison brought out most of the proud and concern areas that both staff and guests had in common, mainly addressing issues to do with efficiency, ease, and the problematic. A quantitative research approach was also applied to analyse quantitative data whereby it involved a comparison of key operational variables before and after the deployment of the digital system (Grbich (2012). This enabled better comprehension of the system's time-saving and work-division benefits – or detriments – in terms of operations.
[bookmark: _Toc182508150]Limitations
Although the case study approach enables an analysis of digital check-in effects more accurately within the context of a single hotel, it also has some drawbacks (Yin, 2003). These limitations can be explained by the fact that the research was conducted in only one hotel; however, the findings may not be generalised to other hotels with differences in positioning, clients’ demographics, or organisational layouts. Moreover, Grbich (2006) recommends using self-generated data from guests and staff, which is a limitation because guests may provide feedback from the most memorable event (positive or negative), and the staff evaluation may be influenced by organisational pressure.
[bookmark: _Toc182508151]Case Study Discussion 
This section presents an analysis of Ibis London Hotel Canning Town's operations, the context of the digital check-in system, and key evaluations. It seeks to characterise this hotel and its adoption of digital check-in systems to help explain how and in what ways digital technologies influence time reduction, front-desk staffing pressure, and customer satisfaction in a value-conscious, city-centre hotel.
[bookmark: _Toc182508152]Overview of the Hotel
The Ibis Hotel branch in Canning Town has around 150 rooms. This branch hires around thirty working staff members in different departments, such as the front office, housekeeping, and maintenance departments (IBIS n.d). The hotel's occupancy rate is average, around 75% each year, and peaks during events and holidays. 
Specifically, the Accor group has placed the Ibis brand as affordable or low-cost while not affecting basic standards of quality and comfort (Accor, 2022). According to Tripadvisor (n.d), business people favour this hotel since many business events occur at the ExCeL London Exhibition Centre. Ibis is an economy line brand within the Accor Hotels group, and the product includes all necessary amenities at a lower price point than luxury hotels (Accor Live Limitless n.d). The brand is basic, functional, affordable, and targeted mainly at budget-conscious travellers.

[image: ]
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Google map Location for Ibis London Canning Town Hotel. Accessed  at https://maps.app.goo.gl/cWgjeQzA2zZqVYwj7
[bookmark: _Toc182508153]Implementation of Digital Check-In at Ibis London Hotel Canning Town
In 2022, Ibis London Canning Town encrypted more of its cheque-in process online to move to better operations and guest satisfaction. Accor Live Limitless (n.d) reports that Ibis Innovation has developed the self-service digital check-in system at Canning Town, ensuring guest convenience during check-in. Guests can check in by utilising their own smartphones or self-check-in terminals installed in the lobby, thus resulting in less face-to-face contact with front-line personnel, as Liu and Hung (2020) also suggest.  According to the IBIS (n.d) website, employees were oriented on the new technology, with particular emphasis on how to help the clients and guidance on some basic malfunctions in the system.  As Kelly and Lawlor (2021) also outline, the training was focused on the capacity to complete a certain percentage of robot tasks while maintaining the human facility to assist when requested by guests. 
[bookmark: _Toc182508154]Key Analyses
[bookmark: _Toc182508155]SWOT Analysis
[bookmark: _Toc182508156]Strengths
One of the key strengths lies in cost-saving since digital check-in solutions mean much fewer front-desk personnel needed during high occupancy. By outsourcing the front-desk work, the hotel minimises the human resources required to perform these tasks, reducing payroll costs and increasing general operating productivity. (Giousmpasoglou and Hua, 2020). Furthermore, decreased staff requirements at the front desk can lead to cost optimisation and, therefore, potential expense reductions, as Mandić, Panić, and Šain (2023) elaborate. 
Another strength is efficiency. Guests can get to their rooms faster, and there is no waiting time during check-in, boosting guest satisfaction. Front desks can then reallocate time dedicated to administrative responsibilities to meet particular guests’ requirements and enhance efficiency. Cheque-in and cheque-out processes and many other services take only a few minutes, thus increasing operating efficiency and guest satisfaction, placing Ibis in a cost-effective segment of the hotel industry.
Another strength is the strong brand image of Ibis London Hotel Canning Town. By adopting technological advancement, the hotel nurtures a new image of the company and its understanding of current and emerging trends in the hospitality industry. This technological advantage is important to the young generation, especially the tech-savvy travellers who prefer easy and convenient solutions. Displaying advanced technological solutions not only categorises Ibis to fit modern customers’ expectations of services. 
Weaknesses
Additionally, technical credibility is an issue of concern because sometimes, self-service technologies, such as kiosks or mobile check-in devices, may occasionally cause problems (Ivanov, 2023). When these systems are in operation, rather than checking themselves, front-desk staff are forced to step in, thus negating the benefits of prescription the system aimed at achieving. This can also cause such problems to frustrate the guests and give the hotel the first impression of being unworthy of being visited (Tomasso (2023). However, limited general suitability shows how challenging it is to serve all generations of guests successfully. While the younger generation might prefer to check in using a mobile phone app, it is not mainstream, and some people might struggle with using digital screens at all, so this limits their experience (Lee et al., 2023). 
Another weakness is the minimalisation of face-to-face interaction. The hotel may end up sacrificing some personal interaction people love because guests may not have to visit the front desk as often as before, as most of their interaction will be through the internet. Additionally, SSTs require relatively high implementation and maintenance costs, including configuring the system and training the personnel (Chan and Petrikat, 2022). Such investments can be huge for a company like Ibis, which is part of the budget segment and must strictly observe the expenses. 
Opportunities
Technological advances in cheque-in processes allow for adding and providing services that would improve the guest experience as Daradkeh et al. (2024) highlight, with mobile, some of the additional connected mobile features to add are mobile room keys, in-room ordering services, and guest preferences. Using digital cheque-ins also presents market growth opportunities by attracting the demographic that prefers to engage with brands and organisations with innovative digital tools (Kwinda and Wakelin-Theron, 2024). Moreover, digital cheque-in systems have proven beneficial to Ibis with data analysis functions. Depending on the responses obtained about guest’s information and analysing this specific set of data, the hotel can sort out trends, staff according to those trends, and allow for better guest tailoring, which creates a more data-focused and guest-centric approach to a property that can lead to loyalty and satisfaction in the long run.
Threats
New digital cheque-in systems applied in Ibis London Hotel Canning Town give rise to external threats affecting its efficiency and competitiveness. Some emerging risks include cybersecurity since the hotel is highly computerised and vulnerable to cyber-thrift and other cyber activities that may jeopardise the guest's data (Gore, 2024).  Moreover, guest resistance is an issue, especially because some guests may not be interested in automating different procedures, such as cheque-in procedures or new technologies. In addition, awareness from competitors of other similar or even more advanced budget hotels in terms of applying digital technologies may enhance the pressure on the market.



Summary of the Swot Analysis
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[bookmark: _Toc182508157]PEST Analysis
Political
Politics affect the hotel business's legal environment, including data protection and employee relations. This means that the hotel must follow regulations related to GDPR, as violating such regulations may result in severe fines and negative consequences concerning the brand image (Di Lena, 2023). Moreover, the application supports a contactless approach to minimise face-to-face interaction and follows the post-COVID health regulation, making digital cheque-in a requisite feature (Zhong et al., 2022). Labour laws also demand that while implementing the innovation of digital cheque-ins, hotels limit layoffs and retrain the staff for new tasks when offering guests self-cheque-in kiosks.
Economical Factors
[bookmark: _Hlk182330555][bookmark: _Hlk182327859]A higher emphasis on economic factors must be put, given that digital cheque-in embodies technology that requires massive investment in hardware, software, and training (Chan and Petrikat, 2022). Through the limited budget concept of Ibis, different design aspects should not contradict cost savings, and customer satisfaction from a long-term perspective is crucial. The occupancy in the hotel can also be affected by the economic cycle, which involves the returns on investment if the traffic to the hotel is low. Furthermore, Bharwani and Mathews (2021) state that technology adoption impacts the level of inflation in the organisation to cater for the costs of upgrades and maintenance.
Social Factors
[bookmark: _Hlk182322948] Forces from the social environment reflect a shift in guests' expectations towards relatively touchless experiences (Liu and Hung, 2020). The traditional cheque-in option still proves to be a cause for long queues among guests, and younger generations, such as Millennials and Gen Z, are averted to long physical forms of organising service (Marin-Pantelescu and Ștefan-Hint, 2024). However, the hotel caters for a wide clientèle, some of whom may not be familiar with digital touch point options. Hence, these guests require other cheque-in methods since the hotel must remain hospitable, as Rahimi et al. (2022) also suggest. The increasing concern for contactless services also contributes to the use of touchless cheque-in, which is now an expectation for many post-COVID-19 consumers.
Technological Factors 
Technological factors are considered essential in managing the digital cheque-in solution as a success. The system has to integrate with the hotels’ property management system (PMS) for functions such as reservation or billing (Betrand, Onyema, and Awaji, 2023). Efficient, reliable technology helps prevent cheque-in disruptions that annoy guests or overwork staff members. Also, Park, Lehto, X., and Lehto, M (2021) elaborate that security is an issue of major concern since, to ensure customer information is secure, the hotel has to protect data by putting security measures such as Firewall and granting access to encrypted data only. User experience is also critical; the mobile system must be convenient for guests to replace physical cheque-in.










Summary of Pest Analysis
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[bookmark: _Toc182508158]Competitor Analysis
The use of the technological innovation on digital check-in at the Ibis London Hotel Canning Town places the hotel advantageously within the low-priced hospitality industry compared to its competitors with the budget hotel brands, including Premier Inn, Travelodge and Holiday Inn Express (Tripadvisor, n.d). A direct competitor is Premier Inn booking, which offers rooms at a slightly different price point, commonly offering a superior image regarding room space comfort and other features. The hotel ensures a good night’s rest, which is important to client satisfaction (Premier Inn, n.d.). It competes on quality and has made a striking appearance in its modern, comfortable rooms that will ensure guests’ expectations for a higher quality without breaking the bank. That makes Premier Inn especially suitable for guests who do not solely look for cheap accommodation but also comfort. As for technology, the firm also competes via logo-friendly mobile cheque-in services provided in an attempt to enhance guest arrival procedures while at the same time embracing Premier Inn’s quality services (Tripadvisor, n.d.).
Another primary competitor to Ibis and Premier Inn is Travelodge, which primarily seems to function under a slightly lower price strategy than its main competitors but is one of the leading brands in the budget hotel segment. Travelodge targets an extremely price-conscious customer base, and their extremely cheap rate will attract customers willing to compromise on quality and other organisms (Travelodge, n.d). Although, in recent years, Travelodge has successfully changed the designs of its rooms and generally offers more comfortable accommodations than Ibis, it frequently falls short of providing some of its competitors' added features and solutions, according to reviews on Tripadvisor (n.d).
Due to greater services and extra facilities compared with an average low-priced hotel but not as luxurious and costly as Ibis, Holiday Inn Express can be located on a small higher tier. This means it tends to accommodate those guests who want affordable accommodations but perhaps would like options that include free breakfast and better standards of rooms (Tripadvisor, n.d). Advanced technology cheque-in/cheque-out and in-room technology additions make Holiday Inn Express a better place to stay, especially for guests who can afford to pay a little bit more (IHG n.d).




Summary of Competitor Analysis
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[bookmark: _Toc182508159]Netnography
As Khan and Fatma (2022) also state, the overall evaluation of implementing the digital check-in system through netnographic analysis of the online opinions of guests staying at Ibis London Hotel Canning Town is important. Pioneered by Myers and Newman, netnography is an observational study of online communities, including Trip Advisor, Booking.com, Agoda, and Google Reviews. The observation identifies guests' underlying and latent feelings and opinions regarding the digital check-in experience.
Many travellers on TripAdvisor applauded the elimination of waiting time resulting from self-service, reducing their time checking into the rooms during peak seasons (Tripadvisor n.d). Furthermore, Hi-tech guests praised the controllable nature of the system, stating that it is oriented towards the guests and reflects the guest-oriented and progressive strategies of the hotel industry.
Conversely, interviews with older people or those not enthusiastic about using digital systems when checking into the hotel gave pleasureless feedback (Tripadvisor n.d). Some guests complained that nobody came to help them, which could be frustrating, and they may feel that this system discriminates against those who need the front desk to help orient them. 
[bookmark: _Toc182508160]Review of Key Features
[bookmark: _Hlk182308527]Analysing the case of Ibis London Hotel Canning Town, it is possible to note that incorporated digital check-in systems are beneficial in terms of productivity and popular among digital generation guests, at the same time, expose several issues, specifically if the guests are not comfortable in front of technologies (Hole et al., 2023). Although using online check-in is effective in streamlining organisation and can be a difficulty to guests who do not have the time or energy to deal with the process, customer dissatisfaction can arise from technical problems, lack of direct communication with a helpful and friendly member of staff, which can be essential to certain clients, such as the elderly. According to Bagadiya and Kathiriya (2024), an option to provide guests with mandatory human assistance along with the system’s presence can be an improvement, as more diverse guests would be satisfied with the technology and the service.
[bookmark: _Toc182508161]Theme Exploration 
The digital check-in technology implemented at Ibis London Hotel Canning Town illustrates the wider industry trend of self-service technology usage. This section explores the impact of the digital check-in system through three key themes: concerns such as time consciousness with regard to the check-in and check-out time and the accommodation of front-desk demands while, at the same time, meeting guests’ needs and expectations. The themes are examined to assess the system's compatibility with the operational objectives and guest expectancy through the utilisation of more theoretical FTCM, which includes the Technology Acceptation Model (TAM), Role Theory, and the SERVQUAL Model.
[bookmark: _Toc182508162]Impact of Digital Check-ins on Time Efficiency
The use of a digital cheque-in application has been found to result in notable gains in time savings at Ibis London. Before this system, cheque-in had some other manual processes, such as information confirmation, reservation processing and payment. These steps resulted in increased wait time and congestion, especially during peak working hours, a situation that saw patients spending lots of time in the lobby area, as Choudhury (2021) also highlights. However, in the hotel case, after the digital cheque-in process was introduced, the cheque-in period was shortened by 40%, with the average time per guest amounting to 6 minutes instead of 10 minutes (IBIS, n.d). While this has helped unjam the cheque-in and cheque-out business by avoiding rush hours, it has also improved the stream of guests for an organisation’s health, creating a generally more fluid operational flow.
[bookmark: _Hlk182327400]At Ibis London, there are mobile cheque-ins through an application or the kiosks installed in the reception. The mobile application allows guests to input data, specify options, and submit requests before the cheque-in, reducing their time at the cheque-in counter even more (Elisa et al., 2024). The similarly pre-arrival cheque-in option also excludes guests from engaging in general non-essential cheque-in procedures and may go straight to their rooms, reducing not only cheque-in but also face-to-face interactions with personnel. Employees found that these time savings could be used to perform other tasks, including serving guests with specific needs or providing advice about where to go in the city, what to buy there, or where to eat as Forman and Udvaros (2023) also state. Davis (1989) posited that in TAM, perceived usefulness and perceived ease of use are key determinants to technology acceptance. If the guests consider the method useful and easy to use, the goal of attaining efficiency in the hotel will be achieved, and the guests will be willing to participate.
Additionally, Zhong et al. (2022) stress that using digital hotel systems has improved time-saving concerning hotel check-in activities, especially those busy. At Ibis Canning Town, guests who use digital check-in do not have to worry about standing in long lines, especially during the usually busy evenings and weekends (ACCOR, 2022). It also helps guests who require little disturbance to their schedules and will be helpful to the business person or frequent commuters.
Despite this, time effectiveness has improved greatly in the building, however there are often technical problems with equipment that are more apparent during peak usage. For example, the system may go offline completely for a short time or there might be problems with the software, this may slow down the system. There may be some moments, especially during unexpected steep increase in the number of users, when the capacity of the digital system will be overloaded and certain slowdowns will occur. Kim, Joe, and Erdem (2022) found out that the guests who come across such displeasing episodes might get annoyed, and their satisfaction level may drop from the initial high level. Additionally, in such cases, the front-desk personnel has to override the system to be efficient, which we have seen as counterproductive to automation for some time. According to Parvazi Nia and Regnér (2023), these challenges suggest that much attention should be paid to the organisation of professional technical support and the provision of suitable backup scenarios.
[bookmark: _Toc182508163]Impact of Digital Check-ins on Front Desk Workload
[bookmark: _Hlk182399061]Front office employees at Ibis London have been able to achieve effectiveness because conventional cheque-in has been undertaken digitally. For instance, due to fewer cheque-in process procedures that were traditionally managed manually, the staff is more efficient in attending to guests’ concerns, needs, and requests for individual care promptly which aligns with Kim, Yang, and Lee (2023) discussion. This has also precipitated a change of attitude among the front desk personnel, from being just signals of arrival to embracing and offering quality services.
Electronic registration services can be viewed as a chance to minimise the number of tasks that front desks can solve, which take a lot of time, such as identification and room assignments. Decreasing these tasks may help shift the front desk employees’ attention to guest relations and problem-solving processes, which might improve the guest experience level (Morosan and Bowen, 2022). The shift from one role to the other is supported by Biddle’s (1986) Role Theory, where if the roles assumed are distinct, with little overlap, and if employees are in a position to handle specific responsibilities, improved job satisfaction as well as reduced stress (Ho, Tojib, and Tsarenko, 2020).
The digital check-in system at Ibis in Canning Town, London, shows that some front desk roles have been significantly relocated. Since the number of staff on duty is reduced, the staff can better focus on tasks such as helping guests with customised needs, providing information about sightseeing spots, or arranging transportation (Yoon, 2023). This resulting task value-adding relates to the guest dimension by enabling the staff to perform meaningful service delivery-centred tasks.
Ioannou Katidou and Sakalidou (2020) provide evidence arguing that adopting self-service technologies eradicates non-value-added tasks, consequently boosting employee morale. Most of the time, when hotels give some of their staff time to create personalised services, the guests are bound to be happier. However, only when the system is reliable are the workload benefits of such systems high. Some of the problems that the front-desk staff have to deal with include technical problems encountering and attending to guests who are having problems using the digital process (Kim, Joe, and Erdem, 2023). This potential increase in reactive tasks could be counterproductive to some of the system’s benefits highlighted above, thus meaning that it is crucial for there to be reliable technology and also staff training in the use of digital systems.
[bookmark: _Hlk182254399]In addition, the new technology of digital check-in brings a new layer of expectations regarding the front-desk personnel, who need to manage communication and hospitality skills and respond to guests’ digital concerns (Daradkeh et al., 2023). While expanding on more digital services, Ibis could also consider training its staff as they often perform two functions: technical support and customer care (Park, Lehto, X., and Lehto, M., 2021).  This approach of keeping teams flexible to meet guests' digital and traditional needs would lead to optimised check-in of all guests.
[bookmark: _Toc182508164]Impact of Digital Check-ins on Guest Satisfaction
Customer satisfaction is always important for any hospitality service. In the present paper, satisfaction levels that have proved to be influenced by the digital check-in system are bifurcated as both positive and negative. The SERVQUAL Model by Parasuraman, Zeithaml, and Berry (1988) highlights five key service quality dimensions: tangible, reliability, responsiveness, assurance, and empathy (Ali et al., 2021). As mentioned earlier, digital check-in impacts the dimensions in different ways to determine guest satisfaction with their choice of hotel.
The related concept of tangibility, where services are physically and aesthetically appealing, is well underscored by the kiosks and the smartphone, where services are physically and aesthetically appealing (Shi and Shang, 2020). For more formally or technologically inclined guests, the physical elimination of check-in but instead the digital system is an image booster to Ibis as a technologically innovative hotel. Reliability and responsiveness are the closest to system functionality; guests do not want to check in and encounter problems, for instance, on the touch screen. Marin-Pantelescu and Ștefan-Hint (2024) elaborate that younger guests, especially tech-savvy or those who are more comfortable with technology, are likely to embrace the self-service systems, but there is a risk that other guests (the old or those less computer literate) will be unable to use the system and may feel annoyed if the system is perceived as inhuman.
[bookmark: _Hlk182247436][bookmark: _Hlk182247246]Analysis of the reviews of the Ibis Canning Town digital check-in reveals that anxieties around using new technologies pertain to the level of literacy a person has with the technology. Forman and Udvaros (2023) conclude that digital self-service options are preferred by guests who embrace the industrialised impersonal culture. To such people, hassle-free, fast, and independent signing in is much more important than speaking with a friendly attendant. However, according to Rahimi et al. (2022), those guests who attempt digital check-in but fail in the process, either due to technical malfunction or poor design of the check-in-kiosks, may feel that they are inadequately served, thereby perceiving the service quality delivered by the hotel poorly.
These requirements make it challenging for a hospitality business to satisfy guest expectations because they are diverse; therefore, to meet the following guest expectations, Ibis could adopt a middle ground and incorporate digital check-in instead of making it a standard procedure, as Mustafa (2023) also recommends. Such an approach will be serving customers who need to interact with human personnel directly while at the same time maintaining the efficiency crucial in customers who prefer self-service through technology. Also, Ibis can employ front-desk personnel who will always be available to attend to or provide necessary information to guests concerned about contacting the website or the presence of special applications on their devices (Liu and Hung, 2020). This service provision is highly suitable for the current environment of hospitality providers, where multiple channels should be put in place catering to different guests, thereby improving the satisfaction rate across the spectrum of guests.
[bookmark: _Toc182508165]Areas of Improvement
The use and adoption of the Ibis London Hotel Canning Town's digital check-in system has brought some operational advantages. First, a self-service system should always be designed to be highly technically reliable since its success greatly depends on it (Safaeimanesh et al., 2022). Spending more on software updates, strong customer support, and proper interface design to guarantee guests would not stumble with many technical problems. In this way, Ibis can prevent the system’s shortcomings from arising and guarantee that the guests expect a smooth check-in process (Park et al., 2022).
The other weakness is the staff's training and flexibility. While installing the check-in programme decreases the number of conventional check-in procedures, organisational members must be ready to help those guests who face certain challenges or have difficulties with the new system (Liu and Yang, 2021). According to Safaeimanesh et al. (2021), training addressing technical problem-solving and providing a strong customer service orientation for front-desk personnel will prepare them to operate on both levels of load, thus reemphasising front-desk personnel as coordinators of efficient check-in processes.
[bookmark: _Hlk182313406]Moreover, possibilities regarding the personalisation of guests could also be addressed to improve the likelihood of a digital check-in experience (Parvazi Nia and Regnér, 2023). For instance, providing options within the digital system that people can choose, for example, the type of room they want to stay in or what time they want to check out, can make people feel like there’s a sort of individuality added to this rather rigid process. Considering such features, Ibis could bolster guest satisfaction by making the self-service more engaging and personalised to close the gap between self-service and conferment (Hole et al., 2023).
[bookmark: _Toc182508166]Conclusion and Recommendations 
[bookmark: _Toc182508167]Conclusion
The case of Ibis London Hotel Canning Town's capabilities of the digital check-in system provides specific benefits for improving business operations and offloading staffing pressures from the front desk, which is especially important for a hotel with varying consumer demographics. From the Technology Acceptance Model (TAM) and Role Theory, possible avenues for further research include the effect of the system on the operation of healthcare centres and the perceived usefulness of facilitating role changes for the staff. Through the lens of the SERVQUAL Model, the system’s impact on guest satisfaction is multifaceted: some of the guests would prefer digital check-in because they are technology-inclined, while others would like to be checked in personally since it is done digitally, and if a problem occurs then the guest finds it difficult to sort it on their own.
While the system appears optimised for current trends in the sphere of services, there are still critical issues concerning stability, equipment appropriateness, and a specific approach towards customers with different levels of technical literacy. This paper provides evidence that though digital check-in can add value to customers’ stay experiences, the success of the technology can be a double-edged sword that depends on the extent to which firm technology enhances technological innovation and flexibility of work arrangements. 
[bookmark: _Toc182508168]Recommendations
[bookmark: _Toc182508169]Enhance Technical Reliability
When choosing an interface, opting for high-quality, end-user software with no elements of potential technical failure is preferable so that the guests can enjoy a smooth check-in (Anwar, Deliana, and Suyamto, 2024). Additionally, Ivanov (2023) recommends creating a fast-response technical support service or adding the function of online assistance to the clients within the digital check-in system, which may be effective. Improving technical reliability allows Ibis to guarantee that the technological check-in system corresponds to the guests’ expectations regarding convenience and seamless work (Elisa et al., 2024).
[bookmark: _Toc182508170]Introducing the Hybrid Check-In Model
Ibis can implement a structure that combines the digitised self-check-in with human assistance on standby, as Abdalla (2024) also recommends. Such support would help to improve the brand image and provide assurances to those visitors who may be sceptical or unsure about utilising digital platforms (Liu and Yang, 2021). Through the combined approach, Ibis gains the capability to target both the younger generation, which spends considerable time in online environments, as well as the older populations, which still prefers the traditional approach and provides a convenient and easily accessible check-in procedure (Parvazi Nia and Regnér, 2023).
[bookmark: _Toc182508171]Adequate Staff Orientation Training.
 A trained team will easily handle the digital concerns so that guests are hardly inconvenienced during the check-in process, and staff members need to be able to communicate with the guests in a friendly manner for a good brand reputation as Ibis (Liu and Yang, 2021). With staff training, Ibis can be assured of front-desk staff with confidence in handling an issue like digital check-in, besides ensuring the guests are attended to in a personalised way that creates satisfaction (Zemlina et al., 2023).
[bookmark: _Toc182508172]Integrate Personalised Features in the Digital Check-In System
Adding personalisation features may make it look more appealing and unique (Bharwani and Mathews, 2021). Talukder, Rahman, and Khan (2024) highlight that functional aspects of personalisation integrated into the system would allow guests more control over their experience and include a self-service component with more personalised attributes. The hotel may make the digital check-in process more engaging so that guests are highly satisfied. 
[bookmark: _Toc182508173]Gathering and Analysing Customers’ Feedback Regularly
For the digital check-in system to remain relevant for the constantly developing guest expectations, Ibis should include a feedback section that would point at the strengths and weaknesses of the system to the hotel to make the necessary modifications (Moonah Jeong, 2022). Additionally, as Arapou and Kapiki (2023) suggest, systematic analysis of guest comments would enable Ibis to detect repeated complaints or ideas for improvements. It could thus use this knowledge to fine-tune its digital check-in system. 
[bookmark: _Toc182508174]Increase Awareness of the Benefits of Digital Check-Ins
Organising the notice boards at the reception area/ sending pre-arrival information stating how the system is operational, and the benefits of the system to guests would assist the guests in being more comfortable when handling the check-in processes. According to Forman and Udvaros (2023, this not only creates a good first impression to the guests as they—will also seamlessly incorporate the value of digital check-in into the guest journey but also decrease the delay and improve the process (Mustafa, 2023).
[bookmark: _Toc182508175]Reflective Account 
While undertaking my placement at Ibis London Hotel Canning Town, I investigated the process of executing digital cheque-in. This case exposed me to the use of technology within the hospitality industry, more specifically, in a budget hotel context. It also pointed out the opportunities and threats inherent in the use of technology to enhance service deliveries in a given establishment.
 On my arrival there, I noticed that the hotel had used digital forms of cheque systems. Self-service kiosks were erected in the lobby to reduce frontline contact, and mobile check-in was done through the hotel’s app. My first thought was that this technology would update the process to be more efficient and tailored to today’s guests, who are more likely to avoid face-to-face contact than ever before.
 The most outstanding change on the observation list was the decreased time spent on cheque-in. Customers could easily check-in, and nobody would be stuck in a long queue waiting for their turn as soon as they walked in. This enhanced guest satisfaction and helped the front desk employees focus on value-added activities, including handling requests for special services or things to do around the area. I witnessed the ability of such digital systems to improve operational processes and potentially increase service delivery bottoms.
However, I observed several challenges during the implementation of the programme. Some potential problems, like system, crashes throughout the cheque-in tempo and sometimes slight software faults would contribute to cheque-in frustrations for guests and employees. These disruptions brought out the issue of technical support and how organisations need to work out contingencies when such systems are out of order. Furthermore, not all of the guests stated they were comfortable with checking in through a digital method. Some contactless experiences were challenging, especially for a noticeable segment of the guests, including older persons, mainly due to using kiosks and application interfaces. This resistance emphasised the need for the services to have traditional guest cheque-in to meet the needs of the guests who would prefer those services.
The change of check-in through the digital platform required lots of training from front desk personnel. First, some challenges were associated with implementing new practices and technologies and people’s ability to work differently and with tools they did not use before. However, with continuing practice and skills development intervention, the effectiveness of staff members in responding to guests’ concerns improved, as well as their confidence in using the digital system. Due to this adaptation process, the organisation identified the need to undertake comprehensive training programmes as the key enabler to appropriate technological changes within the hospitality operations.
By practising it during the placement, it was easy to view guests' direct impressions of the digital cheque-in system. Many people were satisfied with the fast service and touchscreen devices. However, some preferred live people and thought the application removed hospitality's most important human element. Such feedback also pointed to usefulness, suggesting that technology should enhance rather than mediate human interactions in hospitality environments.
 This placement has developed my perspective on how technology is applied in today’s hospitality industry. I discovered that although adopting digital systems can dramatically improve operational effectiveness and customer satisfaction, their usage significantly depends on the client-server working practices, how they are applied, how their staff training is maintained and updated, and guests’ communicative reactions to their digital implementation. Moreover, the experience reinforced the importance of adaptability and empathy in guest interactions, especially when introducing new technologies that may challenge traditional service norms.
Comprehending myself, I realise the hospitality industry must constantly improve and innovate. Any further development of the digital systems should ensure that they are easy to use, well backed up with technical support, and that flexible service delivery mechanisms are adopted to efficiently accommodate all the guest categories. Moreover, the staff should be encouraged to always share their observations, ideas and suggestions with the superior, and thus, make various improvements and guarantee that technological innovations are suitable for both customers and staff members.
Overall, it has been a great experience working at Ibis London Hotel Canning Town to get an overall view of how challenging it is to implement digital check-in at a basic hotel level. The visit showed how technology could transform the industry while simultaneously showing how it was important to maintain moderation among guests to have widespread acceptance and satisfaction. I am enthusiastic about engaging in higher learning and training in hospitality technology, in particular, to facilitate improvements in service delivery and benefit everyone in the system.
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Strengths

o Cost effectiveness- managing the
employees in a way which can
result in reducing labour costs yet
not compromising service delivery

« Efficiency by streamlining arrival
processes, hence saving time and
reducing delays.

 Brand Image: It attracts tech-savvy
guests who may consider the hotel
a modern entity evolving with
their expectations.

‘Weaknesses

o Technical Dependence- The use of
technology in the work
environment causes interruptions
during system breakdowns.

o Limited Personal Interaction:
Such exclusion of direct contact
may affect the guest's impression
of the service quality.

+ Initial Investment and
maintenance costs- system
implementation and training costs
also tend to be high initially.

+ Limited general suitability- to suit
all the guests and ensure
satisfaction may be an issue.

Opportunities

o Enhanced Services and time
savings: This is an opportunity to
further advance the use of digital
in-services, including using
smartphone keys for rooms and
customised client preferences.

« Room for market expansion-
target young travellers,
technology-savvy, who expect a
smooth digital experience.

o Data Analytics: Extract potential
customers’ information from guest
tablets collected during cheque-in
for marketing and service
promotion purpose.

Threats

o Cybersecurity risks arising- the
number of *hackable’ devices and
connectivity leading to enhanced
data loss and cyber theft risk.

o Guest Resistance—Some guests
may resist change and may not
want to use digital checking-ins.

« Competitive Pressure—Other
companies in the budget hotel
industry may use similar or even
better technology, escalating
competition.
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Data Protection Regulations.
Health and Safety Policics.
> Employment and Labor Law
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COMPETITOR ANALYSIS (Price Vs Quality)

Positioned as a balanced option,
‘moderate in both price and.
quality.

Tt sells tself for a much cheaper
price but has a lower quality.
‘which will attract highly price
sensitive clients.

They are slightly above the basic standard in
quality and price, but they offer facilities that

‘many visitors would want and are ready to
pay a slightly higher amount for





image1.png
Google Maps

g de Do

gy {00
: ﬂ,'& g H 3 /

. gm/ﬂ

ot onlSee v!ﬂw:r
=

Cutom ouse
el e g

W vvmw-\"“‘é ﬁog e“‘“‘"““@ .

Map data ©2024 100 M




image2.png
Google Maps ibis London Canning Town

mfmw

-
' o

205 ©

[ T —





