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[bookmark: _Toc191291430]Executive Summary
This research critically examines the operational efficiency, customer satisfaction, and competitive positioning of Holiday Inn Sunderland, with the objective of identifying key service gaps and recommending strategies for improvement. The study applies theoretical frameworks, including the SERVQUAL model (Parasuraman et al., 1988), Expectation-Disconfirmation Theory (Oliver, 1980), and Porter’s Competitive Strategy Model (1980), to assess the hotel’s performance and competitive standing within the midscale hospitality sector.
The findings indicate that while Holiday Inn Sunderland benefits from strong brand recognition and a prime location, its service delivery is hindered by inefficiencies in front desk operations, housekeeping responsiveness, and food and beverage service. Guest satisfaction is negatively impacted by inconsistent service execution, long wait times, and underutilization of digital service solutions, resulting in a misalignment between guest expectations and actual service delivery. Competitive benchmarking reveals that Premier Inn excels in service consistency at a lower price point, while Hilton Garden Inn differentiates itself through premium amenities and advanced digital engagement, highlighting the need for strategic enhancements at Holiday Inn Sunderland.
To address these challenges, the study recommends enhancing digital transformation initiatives, optimizing workforce allocation, and improving service consistency across all departments. Key interventions include expanding self-service check-in kiosks, implementing AI-driven housekeeping management tools, introducing digital menu ordering systems, and strengthening staff training programs. Additionally, leveraging AI-powered customer engagement tools, refining the hotel’s loyalty program integration, and enhancing online reputation management will contribute to improved guest retention and brand perception.
By implementing these targeted strategies, Holiday Inn Sunderland can optimize its operational efficiency, enhance guest satisfaction, and strengthen its competitive positioning in the UK’s midscale hotel segment. The research underscores the importance of service reliability, digital innovation, and initiative-taking customer engagement in driving long-term success in the hospitality industry. 
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[bookmark: _Toc191291432]1.1  Background of the Study
Among the many difficulties the hotel sector faces are changing customer expectations, a rising reliance on digital transformation to improve operational efficiency and guest experiences, and intense competition (Pencarelli, 2020). InterContinental Hotels Group (IHG) owns the mid-scale Holiday Inn brand, which is well-known for its constant brand presence, customer-centric operations, and uniform services in many locations (IHG, 2023).
The centrally located Holiday Inn Sunderland welcomes business travellers, visitors, and event participants (Holiday Inn Sunderland, 2024). Since the hotel is a part of a worldwide chain, it follows IHG operational standards and meets local market needs. By means of IHG Rewards, Holiday Inn Sunderland offers hotel, dining, conference space, and loyalty program advantages to help in consumer retention IHG Hotels and Resorts (2024). In a period when visitors want personalised service, technological simplicity, and sustainability, operational efficiency and customer satisfaction are more challenging to reach (Khan, 2024).
The degree to which a hotel can keep a high degree of service quality while optimising its people resources, technology, service delivery, and cost structures—that is, operational efficiency (Avula and Sithole, 2024). Inadequate operational efficiency can negatively impact guest retention and profitability by causing long wait times, inconsistent service delivery, and unpleasant customer experiences (Perramon, Oliveras-Villanueva and Llach, 2022). Both concrete (cleanliness, amenities, service efficiency) and intangible (personalising, emotional connection with workers) factors affect the consumer experience (Ali et al., 2021). Customer satisfaction is financially important since a one-point improvement in online visitor ratings can raise RevPAR by 9% (Nieto-Garcia et al., 2019).
Since over 85% of guests review online hotel evaluations before making a reservation (Statista, 2023), the study of visitor comments may reveal operational shortcomings and shortcomings. Financial records, industry reports, and guest assessments (Chang, Ku, and Chen, 2019) together offer a complete dataset for performance metrics and improvement. By means of secondary data sources—including online customer feedback, industry trends, and benchmarking—this study assesses Holiday Inn Sunderland's operational efficiency and offers recommendations for service enhancement.
[bookmark: _Toc191291433]1.2 Research Aim and Objectives
[bookmark: _Toc191291434]1.2.1 Research Aim
This research aims to analyse the operational strategies at Holiday Inn Sunderland and their impact on customer experience using secondary data sources.
[bookmark: _Toc191291435]1.2.2 Research Objectives
1. To examine key operational challenges in service delivery and management.
2. To evaluating secondary data sources to assess recurring guest feedback on service quality, convenience, and value perception.
3. To assess the role of technology in optimizing operations.
4. To propose strategies for improving guest experience and operational efficiency.
[bookmark: _Toc191291436]1.3 Research Questions
To address these objectives, this research will explore the following key questions:
1. What are the operational challenges at Holiday Inn Sunderland?
2. How does the hotel measure and enhance customer satisfaction?
3. What role does technology play in optimizing operations?
4. What strategic improvements can be implemented?
[bookmark: _Toc191291437]2. Literature Review
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This research evaluates Holiday Inn Sunderland's operational effectiveness, service quality, and digital transformation using three theoretical frameworks. While theories of technology transformation probe digital service innovations, TQM maximises processes, SERVQUAL and RATER models assess service quality. These models point up areas for improvement, evaluate performance against rivals, and suggest changes.
Considered in tangibility, dependability, responsiveness, assurance, and empathy, SERVQUAL (Parasuraman, Zeithaml and Berry, 1988) evaluates service quality. Many hotels use it; but it does not record digital service interactions or real-time client comments (Shi and Shang, 2020). RATER has improved SERVQUAL by giving service recovery and reactivity top priority, thereby making it more appropriate for modern hospitality (Hsu et al., 2022). Strong service recovery systems improve online reputations and guest happiness (Shams et al., 2021). This study uses RATER to examine the front desk, housekeeping, restaurant service failures and improvements at Holiday Inn Sunderland—which has mixed guest ratings.
In hotels, total quality management (TQM) improves staff training, efficiency, and service delivery (Cavallone and Palumbo, 2022). TQM improves customer satisfaction and service consistency, Perramon, Oliveras-Villanueva, and Llach (2022) found. In high-turnover hospitality, TQM calls for cultural transformation—which is difficult (Cavallone and Palumbo, 2022). Its rigid structure may also make it challenging to adjust to changing customer expectations and digital innovations (Hussain and Khan, 2020). The way Holiday Inn Sunderland uses digital technologies and TQM to strike a balance between technical adaptability and standardisation is under examination here.
Technological transformation looks at how digital platforms, automated analytics driven by artificial intelligence, and automation improve visitor productivity and satisfaction (Avula and Sithole, 2024). Technology shapes IHG's approach; it includes smartphone check-ins, predictive analytics, AI-powered concierge services, and predictive analytics. AI-driven customisation and real-time service management found by Bharwani and Mathews (2021) improve hotel efficiency and client happiness. Overuse of automation could hinder human connection, so impairing the interaction between the visitor and the brand (Buhalis et al., 2019). This study assesses Holiday Inn Sunderland's digital transformation strategies in respect to the efficiency and technological problems observed in their visitor feedback.
Using RATER theories, TQM, and technological transformation, this study evaluates Holiday Inn Sunderland's operational effectiveness and service quality. RATER finds service gaps and recovery strategies; TQM standardises and controls procedures; and technology transformation assesses visitor interactions with artificial intelligence and automation. This all-encompassing approach provides suggestions to improve the competitive edge of the hotel by means of improved digital innovation, service dependability, and efficiency.
[bookmark: _Toc191291439]2.2 Customer Satisfaction in the Hospitality Industry
In the hotel sector, guest happiness results from an experience either meeting or beyond expectations (Rao and Sahu, 2013). The price, hygiene, simplicity, and quality of service all affect it (Anabila et al., 2022.). With even little improvements helping to generate income, income per Available Room (RevPAR) is much linked with satisfaction (Nieto-Garcia et al., 2019; Ibrahim and Rasheed, 2024). Whereas the Expectation-Disconfirmation Theory (Oliver, 1980) defines satisfaction as the difference between expectations and experience, the SERVQUAL model (Parasuraman, Zeithaml, and Berry, 1988) points up service gaps. The most recent studies underline the need of digital participation and real-time feedback (Gursoy et al., 2019). This study evaluates Holiday Inn Sunderland's degree of customer satisfaction using industry statistics and guest reviews.
The hotel consumer experience is influenced by many elements. Views of guests are highly influenced by staff behaviour and service attentiveness. High worker turnover and exhaustion cause variable service quality ( Lee and Liu, 2021). professionalism and attention to detail improve satisfaction (Perramon, Oliveras-Villanueva, and Llach, 2022). The degree of Holiday Inn Sunderland's service also depends on staff involvement. Hotel guests especially in the wake of the epidemic give sanitation and hygiene top priority (Yang, Lin, and Magnini, 2024). Strong hygienic practices improve guest occupancy and trust (Bharti and Sharma, 2023). Noncompliance with cleaning standards negatively influences reviews and reservations (Shams et al., 2021). Holiday Inn Sunderland follows IHG's housekeeping guidelines (IHG, 2023); visitor comments, however, provide data on impressions of cleanliness.
Digital services have growing importance. Automated concierge services, artificial intelligence chatbots, and smartphone check-ins (Singgalen, 2024) improve hotel guest retention). Too much automation can reduce the human connection that defines hospitality (Buhalis et al., 2019). Holiday Inn Sunderland must combine digital convenience and tailored service if it is to improve the visitor stay. The view of price-value shapes contentment. Customer impressions of their lodging mostly depend on price and service (Nguyen, Tran, and Nguyen, 2021). Rauch et al., 2015 demand that Holiday Inn Sunderland, a competitively priced midscale hotel, provide first-rate hospitality. Unhappiness could arise from insufficient expectations or surprising price swings (Kopalle et al., 2023). Finding whether hotel rates match consumer expectations is the aim of this research.
A noteworthy indication of visitor satisfaction, 85% of travellers examine online reviews before bookings (Pinto and Castro, 2019). Positive evaluations help to build trust; negative ones damage reputation (Chang, Ku, and Chen, 2019). Biassed and false reviews can skew how one evaluates services (Amerta and Madhavi, 2023.). Using sentiment analysis, typical problems are found, and severe Holiday Inn Sunderland reviews are filtered out from this research. Guest happiness depends on one's online presence being managed. Hotels that answer comments and complaints in public build their brand (Sparks, So, and Bradley, 2016). Comments and real service improvements can build confidence and loyalty. As customer happiness affects income and competitiveness, this research offers data-driven recommendations to improve the operational efficiency and passenger experience of Holiday Inn Sunderland (Shams et al., 2021).
[bookmark: _Toc191291440]2.3 Operational Efficiency in Hotels
Hotel operations must be run effectively if they are to keep profitability, visitor pleasure, and competitiveness. Efficiency calls on the application of cost control, technology, and service quality (Avula and Sithole, 2024). Hotels are evaluated using RevPAR, a mix of occupancy rate and ADR plus occupancy (Mattimoe and Tivnan, 2017). While AI-driven revenue management solutions maximise pricing and improve RevPAR, they ignore non-room income sources, hence making TRevPAR a better indicator (Ortega, 2016).
Online ratings and visitor satisfaction determine hotel performance since they improve brand loyalty and bookings (Nieto-Garcia et al., 2019). Combining guest ratings with service feedback, the Guest Satisfaction Index (GSI) exposes consumer opinions (Berezina et al., 2016). Effective handling of online feedback raises the conversion rates, thereby improving the brand's reputation and visitor trust as well (Sparks, So and Bradley, 2016). TripAdvisor and Google Reviews allow one to expose the Holiday Inn Sunderland's efficiency problems.
For midscale hotels, workforce productivity is vital since they spend more than half of their running budget on personnel (Pohland and Kesgin, 2018). Efficiency is determined by revenue per employee and service output (Salimova et al., 2022.). Robotic cleaning and AI-powered self-service terminals help to cut expenses without sacrificing quality (Sigala, 2015.). Still, an excess of automation could impede the development of strong guest-employee interactions and brand loyalty maintenance (Buhalis et al., 2019). Holiday Inn Sunderland must combine automation with customisation if it wants to satisfy its guests.
Revenue management and guest service benefit from artificial intelligence and automation (Kannan, 2024). Demand forecasting driven by artificial intelligence improves pricing accuracy; nevertheless, in a service-oriented economy too much automation could lower consumer happiness (Buhalis et al., 2019). Though digital check-in systems are more efficient, mid-scale tourists prefer a hybrid method combining technology and personal engagement (Bharwani and Mathews, 2021). Using mobile check-in at Holiday Inn Sunderland could improve operational effectiveness and visitor involvement.
By reducing equipment failures through predictive maintenance using AI and IoT (Anubala, 2023), one can both lower expenses and improve sustainability. Research indicates that predictive maintenance could cut operational interruptions by 15% (Rajič, Maksimovič and Milosavljević, 2022). Holiday Inn Sunderland's clever energy management systems can lower costs and improve efficiency.
Competitive benchmarking (Chen et al., 2020) lets hotels improve their strategies and use best practices. Methodical benchmarking (Wang and Huang, 2021) seems to improve both service consistency and financial performance. While Premier Inn offers consistently reasonably priced services in Sunderland, Hilton Garden Inn offers luxury digital services. Holiday Inn Sunderland must improve service consistency, use technology, and match operations with tourist expectations if it is to be competitive.
[bookmark: _Toc191291441]3. Research Methodology
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This analysis uses secondary data to analyse Holiday Inn Sunderland's operational efficiency and client satisfaction. The hotel's performance is objectively and fully analysed using secondary research, which is made easier by the number of industry reports, guest reviews, and financial statements (Mehraliyev, Chan, and Kirilenko, 2022). Secondary data, which is abundant in both quantitative and qualitative data, can indicate trends, service gaps, and performance benchmarks in the hospitality industry (Saunders et al., 2012).
This study evaluated the quality of visitor service using TripAdvisor and Google Reviews. In addition, the researcher reviewed IHG's annual reports and UK hospitality market trends to determine financial performance, revenue management, and service enhancements. The competitiveness of Holiday Inn Sunderland's midscale hotel in the United Kingdom is fully assessed using a multi-source approach.
The researcher also drawn on personal observations and professional expertise from their apprenticeship at Holiday Inn Sunderland. Firsthand expertise validates industry reports and online visitor input, contextualising secondary sources (Collis and Hussey, 2014). This integrated methodology enhances the study's credibility by aligning secondary data interpretations with hospitality operations.
[bookmark: _Toc191291443]3.2 Data Collection and Analysis Methods
This study evaluates Holiday Inn Sunderland's operational efficacy and service quality using secondary data from industry reports, guest evaluations, and benchmarking against other Holiday Inn locations. IHG's yearly reports and market analysis include information on RevPAR, occupancy rates, and labour expenses. Kopalle et al. (2023) discovered that AI-driven revenue management and dynamic pricing help to boost profit margin. The analysis evaluates the effectiveness of the techniques used by Holiday Inn Sunderland. Mintel and Statista's hospitality research in the United Kingdom address market changes, customer behaviour, and post-pandemic recovery (Mintel, 2022; Statista, 2024). According to Bharti and Sharma (2023), failing to adapt to changing consumer tastes might lead to decreased occupancy and revenue. Hotel upgrades are determined by comparing them to industry trends.
The main performance indicator is: Before booking a reservation, 85% of tourists check guest reviews (Pinto and Castro, 2019). TripAdvisor and Google Reviews sentiment analysis are used to assess consumer satisfaction with food and beverage quality, staff professionalism, sanitation, and check-in efficiency (Ma, Li, and Cao, 2024). Positive evaluations reflect strengths, whilst negative ones show flaws (Rose and Blodgett, 2016). Text mining is used to detect service flaws in comments and enhance them (Amerta and Madhavi, 2023). Sparks, So, and Bradley (2016) found that proactive answers to negative feedback improve brand reputation and guest retention.
Top Holiday Inn facilities serve as benchmarks for digital service integration, labour efficiency, and guest pleasure (Wang and Huang, 2021). Artificial intelligence-powered self-service terminals and predictive maintenance improve efficiency (Talukder, Kabir, and Haghi, 2025). The study of Holiday Inn Sunderland's use of this technology indicates that digital transformation is required. Labour administration is critical, accounting for half of all hotel expenses (Pohland and Kesgin, 2018). This study investigates the effect of IHG's labour strategies on guest experience and efficacy. Reviews of worker attentiveness and service delays highlight personnel concerns.
This technique evaluates Holiday Inn Sunderland's operations through sentiment analysis, benchmarking, and financial performance. The study examines visitor input and performance data to make evidence-based recommendations for improving competitive positioning, revenue management, and customer service. The results help to develop academic research and hotel management methods.
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[bookmark: _Toc191291445]4.1 Overview of the Hotel
In the middle of Sunderland sits the midscale Holiday Inn Sunderland, run by IHG. Because to its vicinity to the University of Sunderland, Stadium of Light, and Sunderland Empire Theatre (IHG Hotels and Resorts, 2024), it is a well-liked location for business visitors, tourists, and event attendees. With a workstation, flat-screen TV, and high-speed Wi-Fi (IHG, 2023), the hotel has 120 rooms, standard, executive, and accessible options each with IHG Rewards members—are given discounts, hotel improvements, and other offerings (IHG Development, 2025). Business tourists can enjoy modern audiovisual conference facilities; an in-house restaurant and lounge provides local as well as international cuisine (Booking.com, 2025). Fitness centres (TripAdvisor, 2025) and 24-hour front desks improve client convenience. Following IHG's service approach assures the hotel a constant, outstanding guest experience (IHG, 2024).
[bookmark: _Toc191291446]4.2 Operational Analysis Based on Secondary Data
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An efficient check-in process ensures that guests are satisfied. Hotels that use automated check-in systems have higher customer retention and ratings, according to Avula and Sithole (2024). Even though the IHG app allows for mobile check-in at Holiday Inn Sunderland, client feedback indicates that hotel staff is required to provide help due to technical challenges and poor adoption rates (IHG Plc, 2025). Long queues are mentioned in TripAdvisor and Booking.com reviews at peak hours, especially for major gatherings or events. Insufficient workforce and front desk operations indicate wait times of 15-20 minutes or more (Booking.com, 2025; TripAdvisor, 2025). Although the staff is courteous and accommodating, service delays have a negative impact on the guest experience. According to the researcher, the absence of speedy check-in counters exacerbated congestion, especially on weekends and match days. According to competitor research (Hilton, 2025), the Hilton Garden Inn Sunderland's business check-in stations reduce delays. Hilton and Marriott-style self-service kiosks have the potential to improve customer convenience and make the check-in procedure easier (Lukanova and Ilieva, 2019).
[bookmark: _Toc191291448]4.2.2 Housekeeping & Maintenance Standards
Cleaning and housekeeping efficiency have an impact on customer satisfaction, with sanitary difficulties accounting for more than 60% of negative hotel reviews (Bharti and Sharma, 2023). Holiday Inn Sunderland adheres to IHG's housekeeping criteria, although guest reports indicate variable room readiness and response times (IHG, 2023). According to Booking.com and TripAdvisor reviews, late room service is common, particularly during high occupancy. Some clients had to wait hours for housekeeping or towel replacements, indicating a lack of staff and inefficient processes (Booking.com, 2025; TripAdvisor, 2025).
The researcher's placement verified that housekeepers struggled to manage their workload, particularly early check-ins and repeat reservations. Das (2023) discovered that AI-based predictive housekeeping schedules improve service efficiency. Real-time housekeeping management software can help enhance task coordination and service speed. Maintenance response times affect guest satisfaction. According to TripAdvisor reviews (2025), mechanical issues in rooms such as air conditioning and plumbing take time to address. According to studies, AI-driven predictive maintenance improves passenger experience while reducing service disruptions (Anubala, 2023). Holiday Inn Sunderland could employ predictive maintenance to avoid technical problems (Das, 2023).
[bookmark: _Toc191291449]4.2.3 Food & Beverage Operations
The quality and efficiency of food and beverage services affects the hotel's revenue and the client experience (Vinod, 2022). The restaurant and bar at the Holiday Inn Sunderland cater to both leisure and business tourists; nevertheless, reviews vary (IHG, 2023). Breakfast is valued, but customers are dissatisfied with the delayed food delivery and limited lunch and dinner alternatives (Booking.com, 2025; TripAdvisor, 2025). Numerous reports indicate that table shortages and long wait times are the result of insufficient personnel during breakfast hours.
The researcher's placement experience revealed that restaurant personnel did not always keep up with peak demand, resulting in delayed service and order fulfilment. AI-driven demand forecasting improves labour scheduling and service efficiency in hotels (Sigala, 2015). According to Lukanova and Ilieva (2019), implementing tablet-based self-service ordering could cut wait times while increasing efficiency. Unlike Holiday Inn Sunderland, Hilton Garden Inn Sunderland offers grab-and-go meals (Hilton, 2025). Expanding quick service eating and digital ordering options has the potential to boost visitor happiness and RevPAR (Medium, 2024).
[bookmark: _Toc191291450]4.2.4 Staff Training & Performance
Staff training is critical for providing great service and increasing visitor satisfaction (Lee and Liu, 2021). Holiday Inn Sunderland follows IHG's corporate training programs for operations, customer service, and problem solutions (IHG, 2024). Guests admire staff professionalism, but variable reaction times reflect a lack of on-the-job training (Booking.com, 2025; TripAdvisor, 2025). Peak-hour service delays are mentioned in online evaluations, indicating that staff concerns exist (Song et al., 2022). Perramon, Oliveras-Villanueva, and Llach (2022) discovered that using real-time performance monitoring improves hotel service consistency. The training programs at Holiday Inn Sunderland could benefit from real-time feedback and mentorship from AI-powered service monitoring. According to the researcher's placement experience, seasonal staff fluctuations impede training consistency since temporary personnel require more time to adjust to service standards. Cross-training and pre-season remedial training help staff adapt and provide consistent service (Vinod, 2022).
[bookmark: _Toc191291451]4.3 SWOT Analysis
A SWOT analysis gives Holiday Inn Sunderland a structured assessment of its internal and external strengths, weaknesses, opportunities, and threats in the competitive hospitality business (Lavinsky, 2013). Operational efficiency, service quality, and market positioning are assessed using industry reports, visitor ratings, and competitive comparisons.
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SWOT Analysis/Source: (Lavinsky, 2013)
· Strengths: The Holiday Inn Sunderland has a superb city-centre location, IHG Rewards integration, and an excellent IHG brand connection (IHG, 2023). Mattimoe and Tivnan (2017) discovered that worldwide hotel brands demonstrated higher guest trust and loyalty, resulting in continuous occupancy and profits. The modern facilities and standardised service procedures meet IHG's global hospitality standards, ensuring consistent visitor experiences (IHG, 2023). The hotel's proximity to major attractions, transportation hubs, and commercial districts is beneficial to both business and leisure tourists. Central hotels offer competitive RevPAR and demand higher room prices (Kopalle et al., 2023). The link with IHG's loyalty program, which ensures recurring business, helps to maintain occupancy.
· Weaknesses: Regardless of the quality of the experience, customers have voiced displeasure with sanitation response time, check-in length, and food and beverage service delays (Booking.com, 2025; TripAdvisor, 2025). According to research, service disparities have a negative influence on brand perception, internet ratings, and booking conversions. Front-desk congestion and slow food delivery have been caused by operational inefficiencies, particularly in personnel distribution during peak hours. Furthermore, online reviews show that the restaurant has operational agility and service optimisation concerns, as indicated by its restricted menu variety and delayed maintenance response (Booking.com, 2025; TripAdvisor, 2025). Perramon, Oliveras-Villanueva, and Llach (2022) discovered that hotels that are unable to adapt to changing client expectations risk losing guest pleasure and return visits.
· Opportunities: Digital transformation and automation can help improve the hotel's operational and service response. Predictive maintenance, AI-driven customer care, and smartphone check-ins all help to increase hotel efficiency. Predictive maintenance, automatic housekeeping monitoring, and self-service kiosks have the potential to improve service. To meet consumer demand for ecologically responsible lodging, sustainability measures may be expanded (Bharti and Sharma, 2023). Green energy, sustainable food, and waste reduction have the potential to boost a company's reputation and attract environmentally concerned tourists.
· Threats: Premier Inn and Hilton Garden Inn Sunderland pose significant risks. Rivals argue that Hilton Garden Inn has superior business facilities than the less expensive Premier Inn. According to Wang and Huang (2021), in a competitive market, hotels that fail to differentiate their offerings lose occupancy and profits. Financial risks arise as a result of economic uncertainty, notably in the United Kingdom, and rising operating costs. According to Statista (2023), rising labour and energy costs in hotels may make it difficult for businesses to maintain profit margins unless they implement dynamic pricing techniques. Hotels that lag in digital innovation risk losing market share to tech-enabled competitors as consumer expectations shift towards hyper personalized experiences. Kannan (2024).
[bookmark: _Toc191291452]4.4 PEST Analysis
External macroenvironmental events have an impact on Holiday Inn Sunderland's operational strategy and market positioning (Rothaermel, 2024). Using industry reports, government legislation, and consumer trends, this section examines political, economic, social, and technological aspects influencing the UK hotel industry.
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PEST Analysis/Source: (Rothaermel, 2024)
· Political Factors: Government policies significantly influence hotel employment, taxes, and compliance (Walker, 2020). Labour issues related to Brexit have made it increasingly difficult to locate qualified hotel professionals (Billing et al., 2021). UK immigration limitations on low-skilled workers exacerbate staffing issues by requiring more recruiting and higher pay (Coulter, 2021). Considering COVID-19, the hotel business has strong health and safety rules (Walker, 2020). IHG's global health programs meet UK government hygiene criteria (Coulter, 2021). However, rules for PPE compliance and cleaning have increased operating costs (Gursoy, Chi, and Chi, 2021).
· Economic Factors: Economic stability determines hotel occupancy, price, and profitability (Baum, 2019). Hotel operational costs have risen due to UK inflation and energy costs, prompting room pricing modifications to save margins (Statista, 2023). Higher rates may deter budget-conscious tourists, therefore there is a need for a balance between cost efficiency and competitive pricing. Although post-pandemic punishment travel increased demand, rising interest rates and economic uncertainty may reduce domestic and international travel (Mintel, 2023). Financial resiliency requires dynamic pricing systems and effective cost control.
· Social Factors: Today's hospitality consumers value sustainability, digital simplicity, and customisation (Gursoy et al., 2019). Reduced plastic use, energy-efficient hotels, and ethical food procurement are some of the environmentally responsible acts that are becoming increasingly popular (Walker, 2020). These trends enhance the brand's individuality while also supporting IHG's environmental policy. Social trends encourage self-service and convenience. Hotels that offer smartphone check-ins, automated concierge services, and artificial intelligence-driven personalisation have happier guests, according to Talukder, Rahman, and Khan (2025). Holiday Inn Sunderland may appeal to tech-savvy guests by expanding its digital offerings.
· Technological Factors: Technology is transforming hotel operations, guest relations, and income management (Talukder, Rahman, and Khan, 2025). Digital payments, IoT-enabled smart rooms, and AI-driven customer service are all standard features (Kannan, 2024). According to reports, service at the Holiday Inn Sunderland, which features smartphone check-ins and digital key access, is hampered by technical issues and a lack of self-service kiosks. Anubala (2023) discovered that housekeeping schedules based on artificial intelligence and predictive maintenance improve efficiency. Real-time occupancy and energy efficiency analytics could help to improve services while lowering costs (Walker, 2020).
[bookmark: _Toc191291453]4.5 Competitor Analysis
In compared to other hotels, Holiday Inn Sunderland's market positioning, operational efficacy, and customer satisfaction warrant comparison. To determine its strengths, weaknesses, and opportunities for improvement, this study compares Holiday Inn to Premier Inn Sunderland City Centre and Hilton Garden Inn Sunderland. Wang and Huang (2021) use the Competitive Benchmarking Model (CBM) to evaluate service quality, pricing strategy, operational efficiency, and technology adoption.
[bookmark: _Toc191291454]4.5.1 Service Quality and Guest Satisfaction
Service quality leads to increased guest pleasure, loyalty, and income (Perramon, Oliveras-Villanueva, and Llach, 2022). Google reviews, Booking.com, and TripAdvisor all demonstrate disparities in service between the three hotels. Although the Holiday Inn Sunderland, 2024 has a great name and a convenient location, reviews of check-in, cleanliness, and restaurant service reveal flaws. While some customers laud the staff's warmth, others complain about front-desk delays and long dinner wait times (Booking.com, 2025; TripAdvisor, 2025). Premier Inn Sunderland is affordable and tidy, with continuous service and easy check-in. Corporate travellers are less likely to choose Premier Inn because it lacks premium amenities and business services. Hilton Garden Inn Sunderland is consistently rated well for business amenities, staff professionalism, and first-rate accommodation quality. Despite its excellent meals and amenities, budget guests find it prohibitively expensive (Hilton, 2025). According to Ortega (2016), consistent service increases RevPAR and guest retention. If Holiday Inn Sunderland wants to stand out in this market, it must improve its service consistency and efficiency.
[bookmark: _Toc191291455]4.5.2 Pricing Strategy and Value for Money
Keeping occupancy and value for money requires a pricing strategy (Kopalle et al., 2023). Booking.com (2025) compares the average accommodation rates for business websites and travel platforms. 
	Holiday Inn Sunderland
	£85–£120 per night, targeting business and leisure travellers, with IHG Rewards program discounts.

	Premier Inn Sunderland
	£60–£90 per night, positioned as a budget-friendly option, attracting price-sensitive guests.

	Hilton Garden Inn Sunderland
	£110–£150 per night, catering to corporate professionals and high-end tourists.



Sunderland's midrange Holiday Inn rates are fair. As visitor feedback reveals a gap between price expectations and service quality, improving operational efficiency and digital services may increase perceived value for money (Booking.com, 2025; TripAdvisor, 2025).
[bookmark: _Toc191291456]4.5.3 Operational Efficiency and Technological Integration
Digital transformation and automation improve operational efficiency (Talukder, Kabir, and Haghi, 2025). The three hotels use different uses of technology to improve visitor operations and comfort. Holiday Inn Sunderland offers smartphone check-in; however, evaluations emphasise technological issues and a lack of self-service kiosks, resulting in excessive front-desk wait times (IHG Hotels and Resorts, 2024). AI-powered booking management and contactless check-ins enable Premier Inn Sunderland (Premier Inn, 2022) improve service by reducing check-in wait times. IoT-enabled room automation and artificial intelligence-powered guest personalisation provide Hilton Garden Inn Sunderland guests with a premium and perfect experience (Hilton, 2025). Hotels that use artificial intelligence for service automation have improved operational efficiency and visitor satisfaction (Kannan, 2024). Digital options like as predictive maintenance systems and self-service kiosks may help Holiday Inn Sunderland enhance its production.
[bookmark: _Toc191291457]4.5.4 Market Position and Competitive Differentiation
The market category of each hotel determines visitor expectations and service goals. If Holiday Inn Sunderland wishes to increase customer satisfaction, it must improve service consistency for business and leisure tourists (IHG, 2023). Premier Inn Sunderland offers moderately priced accommodations with consistent service, but lacks fancy amenities for business travellers (Reuters, 2024). Still, the Hilton Garden Inn Sunderland provides upmarket service to both luxury travellers and business leaders. According to Mattimoe and Tivnan (2017), midscale hotels must remain competitive by innovating in guest personalisation and service efficiency. Investing in sustainability, artificial intelligence-driven consumer connection, and automation would help Holiday Inn Sunderland grow its market share (Manoharan, Ashtikar, and Kumar, 2024).
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[bookmark: _Toc191291459]5.1 Operational Efficiency and Service Quality
Hotel success is defined by operational effectiveness and service quality, which have an impact on customer happiness, brand reputation, and financial performance. The SERVQUAL model (Parasuraman et al., 1988) uses reliability, responsiveness, assurance, empathy, and tangibles to measure service quality. The front desk, housekeeping, and food and beverage service at Holiday Inn Sunderland appear unpredictable and unresponsive. These inefficiencies cause a service gap in which visitor expectations exceed service provision, thereby supporting Expectation-Disconfirmation Theory (Oliver, 1980). Filling these gaps through technology, process optimisation, and workforce enhancements could increase service quality and competitiveness.
[bookmark: _Toc191291460]5.1.1 Front Desk and Check-in Efficiency
First impressions important, thus check-in is critical for guest satisfaction (Avula and Sithole, 2024). Holiday Inn Sunderland experiences long wait times and dissatisfied customers as a result of front desk congestion, especially during peak hours. Despite the RATER model (Parasuraman et al., 1991), Trip Advisor (2025) and Talukder, Rahman, and Khan (2025) travellers evaluations mention mobile check-in delays and technological challenges.
Even IHG's mobile check-in technology is impractical due to technical issues and ignorance. According to research (Avula and Sithole, 2024), the digital revolution in hospitality necessitates increased visitor education and system dependability. According to the researcher's placement experience, front desk professionals who are understaffed frequently multitask to oversee queries, check-ins, and administrative responsibilities. Based on a competition study (Reuters, 2024), Premier Inn Sunderland employs self-service kiosks to reduce hand-activated check-in times. To increase production, Holiday Inn Sunderland should add more self-service kiosks, expedite mobile check-in, and educate guests about digital options. According to study, digital check-ins assist hotels improve efficiency and reduce congestion (Bharwani and Mathews, 2020). Visitors' convenience could be increased and manual labour reduced by instructing front desk personnel to encourage self-check-in (Luo, Wang, and Tai, 2019).
[bookmark: _Toc191291461]5.1.2 Housekeeping Responsiveness and Standards
The most frequently mentioned hotel difficulties are cleanliness and response times, which have an impact on customer satisfaction (Gursoy, Chi, and Chi, 2021). To keep customers satisfied, Total Quality Management (TQM) emphasises service consistency and efficiency (Cavallone and Palumbo, 2022). When there are delays in room preparation and irregular housekeeping response times, guests have a negative experience at Holiday Inn Sunderland.
After placement, the researcher identified ineffective manual job allocation. Real-time housekeeping tracking, according to research, dynamically distributes room service responsibilities based on occupancy, increasing productivity (Shashwat and Rani, 2023). Hotels like Hilton and Marriott use AI-driven housekeeping management systems to estimate room service demand, reducing delays and improving client satisfaction.
With real-time housekeeping tracking, Holiday Inn Sunderland could optimise the process. Front desk workers should be cross trained to provide towels and toiletries, hence shortening reaction times (Walker, 2020). Predictive analytics for housekeeping schedules would increase staff efficiency and meet visitor expectations (Das, 2023).
[bookmark: _Toc191291462]5.1.3 Food and Beverage Service Efficiency
Food and beverage are important drivers of revenue and guest happiness (Walker, 2020). Typical hotel meal complaints include sluggish service and long wait times (Del Chiappa, Atzeni, and Loriga, 2019). The restaurant at the Holiday Inn Sunderland is slow to serve, especially during peak hours. Slow order fulfilment and understaffing have a significant impact on dining experiences.
The SERVQUAL technique for F&B operations emphasises staff order speed and attention (Shi and Shang, 2020). Poor staff planning and a lack of automation contribute to delays. Digital menu ordering and artificial intelligence-powered demand forecasting could help to simplify labour scheduling and alleviate service bottlenecks (Sigala, 2015). Self-ordering kiosks and in-room dining applications have increased hotel client satisfaction (Del Chiappa, Atzeni, and Loriga, 2019).
The Holiday Inn Sunderland could provide tablet or app-based food ordering. Accuracy, employee stress, and service would all improve. Artificial intelligence-driven demand forecasting may also predict peak dining times to maximise employment (Shi and Shang, 2020). To boost F&B service flexibility, Holiday Inn Sunderland may emulate Hilton Garden Inn Sunderland's grab-and-go food.
[bookmark: _Toc191291463]5.2 Customer Satisfaction and Guest Experience
Long-term performance of hotels is determined by customer happiness and guest experience, which influence brand loyalty, income, and market competitiveness (Khan, 2024). Expectation-Disconfirmation Theory (Oliver, 1980) and the SERVQUAL model (Parasuraman et al., 1988) describe visitor perceptions and how service differences affect satisfaction. Despite Holiday Inn Sunderland's excellent location and good brand recognition, customer satisfaction is hampered by variable operating efficiency, response times, and service delivery. These service issues must be addressed if the hotel is to retain guests and maintain its midscale strategy.
[bookmark: _Toc191291464]5.2.1 Staff Friendliness vs. Service Inconsistencies
Visitors to Holiday Inn Sunderland have commended the staff's politeness and professionalism (Booking.com, 2025; TripAdvisor, 2025). Front-desk and restaurant personnel are frequently praised for their friendliness. According to research, human interactions have a significant impact on guest impressions and brand loyalty. The SERVQUAL paradigm emphasises staff competency and guest confidence by instilling confidence and empathy. Even when individual performance is good, service suffers from disparities. Peak times require staff personnel to deal with visitor requests, which delays service and disappoints guests (Booking.com, 2025; TripAdvisor, 2025). According to the researcher's placement experience, staff shortages exacerbate service disparities; this confirms studies demonstrating that uneven workforce management increases visitor complaints (Perramon, Oliveras-Villanueva, and Llach, 2022). To overcome these difficulties, hotels must provide real-time performance monitoring and systematic training. Ongoing staff development improves hotel visitor satisfaction (Kopalle et al., 2023). Holiday Inn Sunderland may improve the client experience by standardising service methods and providing ongoing feedback to employees.
[bookmark: _Toc191291465]5.2.2 Guest Expectations vs. Service Delivery
According to Oliver's 1980 Expectation-Disconfirmation Theory, customer satisfaction is determined by whether the service meets, surpasses, or falls short of the expectations. Holiday Inn Sunderland is part of IHG's global brand; therefore, customers can anticipate high quality. Negative disconfirmation occurs when customers perceive those disparities in check-in efficiency, housekeeping response times, and dining service reliability have degraded their experience (Booking.com, 2025; TripAdvisor, 2025). Customers who expect rapid digital check-ins, on-time housekeeping, and efficient dining services may be disappointed by long wait times, insufficient housekeeping, and delayed meals. Poorly rated hotels lose credibility, which effects future bookings (Kim and Han, 2023). To meet standards, Holiday Inn Sunderland must operate transparently and aggressively in service management. Real-time guest updates and fair wait times, according to Talukder, Kabir, and Haghi (2025), help to reduce dissatisfaction. Pre-arrival communication and increased staff responsiveness can help to set realistic expectations and improve service dependability.
[bookmark: _Toc191291466]5.2.3 Value for Money and Competitive Perception
Value for money is a key factor in customer satisfaction (Walker 2020). Although Holiday Inn Sunderland's price falls under the midscale category, service discrepancies lower guest value. According to competitor research, people are satisfied with Premier Inn's reasonable rates and consistent quality. Hilton Garden Inn Sunderland's more expensive offerings of continuous service, business-friendly comforts, and digital services (Hilton, 2025) Ali et al. (2021) discovered that hotels that match service quality and pricing increase customer loyalty and income. To add value, Holiday Inn Sunderland should emphasise service consistency and personalised loyalty programs. Dynamic pricing, which offers discounts or prizes, may increase guest loyalty and repeat bookings (Khan, 2024). Its midscale competitiveness will increase if operational efficiency meets pricing expectations.
[bookmark: _Toc191291467]5.2.4 Enhancing Customer Satisfaction Through Digital Innovation
Technology determines both visitor satisfaction and operational effectiveness. The RATER model (Parasuraman et al., 1991) recommends that two criteria of service quality be improved through digital transformation: responsiveness and tangibles. Due to technical issues and limited acceptability, smartphone check-in and other digital services at Holiday Inn Sunderland are underutilised. Hotels that use automated demand systems and AI-powered customer care have reported higher client satisfaction (Kannan, 2024). While predictive maintenance analytics reduce service disruptions, AI chatbots and digital concierge services respond quickly to visitor enquiries (Anubala, 2023). The researcher's stance was that technology may save staff labour while increasing client satisfaction. Improving real-time feedback gathering and AI-powered personalisation could boost customer satisfaction and service efficiency (Bharwani and Mathews, 2021).
[bookmark: _Toc191291468]5.3 Technological Adoption and Digital Transformation
Digital transformation and technological adoption define hospitality service efficiency, customer satisfaction, and competitiveness (Wang and Huang, 2021). Digital tools, automation, and artificial intelligence have transformed hotel operations, improving guest service and resource management (Walker, 2021). According to Talukder, Kabir, and Haghi (2025), hotels that incorporate technology into their front desk, housekeeping, and food and beverage services are more efficient and satisfying to guests. Due to technical difficulties and a lack of client interaction, Holiday Inn Sunderland's mobile check-in and online booking system has been underutilised. The SERVQUAL paradigm believes that digital transformation can improve tangibles and responsiveness (Parasuraman et al., 1988). Dealing with technological issues and increasing digital service usage can improve guest experience and efficiency.
[bookmark: _Toc191291469]5.3.1 Mobile Check-in and Front Desk Automation
Holiday Inn Sunderland's IHG digital ecosystem mobile check-in technology has received low user adoption and has had technical issues. According to the Expectation-Disconfirmation Theory (Oliver, 1980), visitors are dissatisfied with technical issues or misleading information yet anticipate a smooth digital experience. Many front desk check-ins lead to traffic and lengthier wait times (Walker, 2021). Successful mobile check-in requires consistent system performance, user-friendly interfaces, and proactive visitor engagement (Bharwani and Mathews, 2021). Front-desk workers should actively promote mobile check-in, and the hotel should invest in system improvements and clear user instructions. According to studies, hotels with self-service kiosks have happier guests and check-in times are speedier.
[bookmark: _Toc191291470]5.3.2 Digital Housekeeping Management
The technology at Holiday Inn Sunderland must be improved to increase housekeeping efficiency. Delays in room service may lead to negative guest feedback. Das (2023) claims that AI-driven housekeeping management systems aid in the distribution of duties, reaction times, and strain. TQM encourages predictive housekeeping (Cavallone and Palumbo, 2022) and continuous service improvement. The researcher's location indicated ineffective front-desk-housekeeping communication and manual task assignments. Real-time housekeeping tracking may enhance visitor satisfaction, room preparedness, and coordination (Talukder, Kabir, and Haghi, 2025).
[bookmark: _Toc191291471]5.3.3 Enhancing Food & Beverage Operations with Digital Solutions
Guests feel annoyed by the long wait times in the Holiday Inn Sunderland's peak hour food and beverage queues. Artificial intelligence-powered digital ordering systems and demand projections have the potential to speed up services and enhance order accuracy. Interactive in-room dining menus and mobile ordering apps may serve to streamline operations, shorten wait times, and improve visitor convenience (Das, 2023). The Expectation-Disconfirmation Theory (Walker, 2021) states that service delays affect client satisfaction. AI-driven workforce scheduling and technology, combined with predictive food preparation technologies to estimate peak demand and personnel deployment, could help the hotel improve service and profitability.
[bookmark: _Toc191291472]5.3.4 AI-Driven Guest Services and Competitive Benchmarking
Competitive benchmarking demonstrates that Hilton Garden Inn Sunderland's AI-powered concierge and digital personalisation have increased visitor satisfaction. According to research (Kannan, 2024), automated service request systems and chatbots boost visitor engagement while reducing staff workload. According to SERVQUAL (Shi and Shang, 2020), technologically advanced features and digital convenience enhance brand originality and service quality. AI-powered digital concierge solutions have the potential to improve the tourist experience at Holiday Inn Sunderland by providing real-time help and automated service requests.
[bookmark: _Toc191291473]5.4 Competitive Positioning and Benchmarking Insights
Benchmarking and competitive positioning help hotels assess and improve their current market presence (Wang and Huang, 2021). As competition grows and visitor expectations shift, strategic distinctiveness becomes increasingly vital (Baum, 2019). Holiday Inn Sunderland benefits from IHG's brand awareness and strategic location, but service inconsistencies hurt it. When compared to the Hilton Garden Inn and Premier Inn Sunderland, there is clearly space for improvement. This section uses Porter's Competitive Strategy Model (1980) and RATER (Parasuraman et al., 1991) to evaluate digital transformation, pricing, and service quality.
Holiday Inn Sunderland serves midscale business and leisure customers. Its IHG affiliation (IHG, 2023) creates global loyalty programs and great brand recognition. Guest remarks reflect unequal service, which reduces value (Baum, 2019). Mattimoe and Tivnan (2017) discovered that digital convenience and midscale service dependability are critically important. Although the Rater model promotes reliability and responsiveness, Holiday Inn Sunderland struggles with check-in, housekeeping, and dinner service (Hsu et al., 2022). Budget Hotel Premier Inn Sunderland is pleased with its standardised service and rapid check-ins (Reuters, 2024). According to Kopalle et al. (2023), hotels that adhere to tight operational standards and quality control are more likely to retain guests. Improved service consistency would boost Holiday Inn Sunderland's competitiveness.
Hilton Garden Inn Sunderland stands out for its innovative digital offerings and commercial-friendly facilities (Hilton, 2023). The excellent digital integration and exceptional service contribute to the high level of guest satisfaction. According to studies, technology-driven personalisation and automation improve hotel performance (Kannan, 2024). Holiday Inn Sunderland has digital check-in; however, its use is limited due to technological issues (TripAdvisor, 2025). Increasing self-service and using AI-powered service solutions may increase passenger satisfaction and efficiency (Buhalis et al., 2019).
Porter's Competitive Strategy Model suggests that cost leadership, distinctiveness, and focus are all important. While Hilton Garden Inn offers premium amenities (Hilton, 2023), Premier Inn offers low prices and basic amenities (Reuters, 2024). Among these brands, Holiday Inn Sunderland must improve its services without rising prices (Wang and Huang, 2021). According to studies, midscale pricing increases guest pleasure by improving operational efficiency. Improving service delivery and loyalty incentives would contribute to increased competitiveness (IHG Development, 2025).
Holiday Inn Sunderland runs IHG Rewards, a worldwide reward program (IHG Development, 2025). However, uneven service reduces its effectiveness (Buhalis et al., 2019). Hotels that combine AI-driven personalisation with loyalty-based rewards retain more clients (Paulose and Shakeel, 2022). Personalised awards and consistent service will boost guest loyalty. Online reputation management determines competitiveness (Khan, 2024). Guest reviews have a significant role in shaping brand perception. Hilton Garden Inn frequently builds trust through reviews (Hilton, 2023). Kim and Han (2023) discovered that AI-driven sentiment analysis boosts guest enjoyment and conversions. Holiday Inn Sunderland may enhance its profile through proactive guest interaction and AI-powered review monitoring.
[bookmark: _Toc191291474]6. Conclusion and Recommendations 
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This study identified inefficiencies and areas for improvement by critically evaluating Holiday Inn Sunderland's operational strategy, service quality, customer happiness, and competitive positioning. The hotel's performance was analysed using the SERVQUAL model (Parasuraman et al., 1988), Expectation-Disconfirmation Theory (Oliver, 1980), and Porter's Competitive Strategy Model (1980). Strong brand recognition, a superb location, and affiliation with IHG's reward program define Holiday Inn Sunderland; yet operational inefficiencies, technical issues, and uneven service quality hinder its ability to provide consistently high-quality service.
Research on operational efficiency and service quality revealed obvious flaws in front-desk management, cleaning responsiveness, and food and beverage service. Long check-in lines, irregular room service, and restaurant delays have all reduced client satisfaction. According to the Expectation-Disconfirmation Theory, poor service leads to negative ratings and brand impressions, exacerbating client dissatisfaction (Roses and Blodgett, 2016). Digital transformation, artificial intelligence-driven operational advancements, and human optimisation would improve service reliability and efficiency.
According to the poll, staff friendliness is beneficial; nevertheless, uneven service reduces guest happiness. SERVQUAL identified reliability and responsiveness as opportunities for improvement. The global branding of IHG influences visitor expectations; nonetheless, delays and poor service quality undermine value for money.
According to the benchmarking and competitive positioning research, Holiday Inn Sunderland must adapt its approach to compete with Premier Inn and Hilton Garden Inn. Premier Inn provides consistent low-cost service whereas Hilton Garden Inn delivers luxurious services and digital engagement. If the midscale hotel wants to compete, it needs to improve its value perception, digital services, and service consistency.
This study concludes that focused strategic actions can improve the operational efficiency, customer satisfaction, and market competitiveness of Holiday Inn Sunderland. These ideas address these issues while also improving the hotel's long-term operations.
[bookmark: _Toc191291476]6.2 Recommendations and Practical Strategies
Strategic recommendations to increase operational efficiency, customer satisfaction, and competitive positioning can be derived from research, guest feedback, and Holiday Inn Sunderland location data. 
1. Enhancing Front Desk Operations and Check-in Efficiency: The study highlighted front desk management inefficiencies such as extended check-in waits, mobile check-in issues, and delayed service. Improving front-desk operations is critical because the first visitor engagement impacts satisfaction (Del Chiappa, Atzeni, and Loriga, 2019). One significant improvement is improving IHG's mobile check-in. According to the research (Bharwani and Mathews, 2021), digital check-ins inform travellers, convey proactive messages, and ensure technological reliability. The Holiday Inn Sunderland smartphone check-in system should be perfect and sell out before guests arrive. Staff should be educated to promote guest system use and adoption (Luo, Wang, and Tai, 2019). Premier Inn successfully deployed self-service kiosks at the front desk to speed up service and reduce traffic congestion. Kanan (2024) says that hotels with self-service kiosks and automated digital concierge systems provide speedier check-ins and better service. Extending rapid check-in to business travellers and IHG Rewards members would improve service (IHG Plc, 2025).
1. Optimizing Housekeeping Efficiency and Response Times: Reviews and placement observations show that irregular housekeeping causes delays and decreases client satisfaction (Das, 2023). Operating bottlenecks caused by inefficiency necessitate digital solutions to maximise process. Real-time cleaning tracking is what Holiday Inn Sunderland requires to increase teamwork. Predictive housekeeping software reduces room turnover by 30% while simultaneously optimising staff job distribution (Shashwat and Rani, 2023). Housekeepers should digitally modify the status of rooms to help front desk workers assign them (Das, 2023). Teaching front desk personnel to provide towels and toiletries would minimise cleaning chores while improving visitor response times (Del Chiappa, Atzeni, and Loriga, 2019). According to studies, cross-functional training improves staff adaptability and service response times (Sigla, 2015).
2. Improving Food and Beverage Service Efficiency: Restaurant operations exhibited delayed service during peak hours, menu limits, fluctuating food quality, and slow development in terms of These concerns affect passenger satisfaction, particularly among business travellers who expect quick lunch service. To speed up service, use digital menu ordering and AI-driven demand projections. According to Talukder, Kabir, and Haghi (2025), hotels that use computerised ordering systems complete orders more quickly and eliminate service delays. Pre-ordering meals with in-room tablets or mobile apps reduces wait times while increasing accuracy. Predictive demand analytics should also optimise employee scheduling and forecast peak eating hours. AI-driven workforce planning maximises workforce levels based on occupancy trends, increasing hotel service efficiency by 15-20% (Anubala, 2023). This would alleviate complaints about wait times and improve dining experiences.
3. Leveraging Technology for Service Optimization: The study discovered that Holiday Inn Sunderland's digital solutions are not properly utilised. A stronger hotel digital engagement strategy may improve guest experience and service effectiveness (Khan, 2024). Voice-activated concierge services and artificial intelligence chatbots can reduce front-desk workload while improving responsiveness (Del Chiappa, Atzeni, and Loriga, 2019). Researchers claim that AI-powered guest participation technologies boost service efficiency and happiness (Kannan, 2024). AI chatbots may oversee housekeeping questions and restaurant reservations, freeing up workers to meet more complicated guest requests. Predictive maintenance could assist improve system dependability. Anubala (2023) discovered that artificial intelligence-driven maintenance reduces visitor disturbances by 40%, resulting in fewer unexpected equipment malfunctions. Predictive analytics for plumbing and HVAC issues could improve guest comfort and problem resolution.
4. Strengthening Competitive Differentiation and Market Positioning: Benchmarking found that Holiday Inn Sunderland needed to improve its value proposition to compete with Hilton Garden Inn and Premier Inn. Hilton Garden Inn's luxury amenities and digital connectivity set it apart from Premier Inn's low prices and consistent service. Holiday Inn Sunderland must improve its service while maintaining its current rates. Giving bespoke rewards enhances the integration of the IHG Rewards loyalty program. Hotels that tailored reward programs to visitor preferences experienced higher retention and repeat business (Buhalis et al., 2019). Fast check-in, priority housekeeping, and personalised lodging selections are among of the unique elements that will boost client loyalty (Bharwani and Mathews, 2020). The hotel's online reputation management strategy should be improved by aggressively engaging with guest reviews and utilising sentiment analysis powered by artificial intelligence. Kim and Han (2023) claim that hotels that respond to online reviews on a regular basis increase trust and bookings. A structured review management method would improve brand impression by examining comments in real time and improving services (Gursoy et al., 2019).
The recommendations shown above represent a comprehensive approach for maximising Holiday Inn Sunderland operations, service, and market presence. Digital transformation, predictive analytics, and workforce optimisation can improve visitor satisfaction by improving front desk productivity, reducing housekeeping delays, and ensuring consistency in food and beverage services. Long-term competitiveness will be enhanced by improving market differentiation, loyalty program integration, and online reputation management. By implementing these targeted measures, Holiday Inn Sunderland might improve guest experiences, service quality, and its position as a top midscale UK hotel.
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