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Abstract
Online booking platforms have helped improve guest satisfaction rates, increasing revenue earnings, and boosting operational efficiency of the organisations. The report analyses the significance of the online booking platforms in enhancing the guest satisfaction rate and streamlining the booking process of Park Plaza Cardiff. The background of the placement hotel and the relevance of the topic are analysed in this study. Most importantly, the future perspective as a manager underscores the need to deploy an online booking system at Laguna Spa to eliminate booking management issues. From the analysis of the literature review, it has been found that online booking platforms have both positive and negative influences on the guest experience and fluctuate the operational performance. The observation method has been considered in this study to briefly explain the key issues of the organisation. In regard to explain the advancement of online booking in the organisation, Case Study Approach has been followed in this research. Based on primary observation at Park Plaza Cardiff, the lack of an online booking system for the Laguna Spa creates significant operational bottlenecks and reduces guest satisfaction. The manual, phone-based booking process causes long wait times at reception, resulting in potential service abandonment and lost revenue opportunities. Conversely, efficiently integrating a digital solution is crucial for improving efficiency and delivering a seamless guest experience. After proper identification of areas of improvement, Laguna Spa has been recommended to develop a user-friendly website for 24/7 booking. They can place a Quick Response (QR) code that directly links to the digital booking page of the Spa and helps improve flexibility of the booking, check-in and checkout process. The organisation can also implement an AI Chabot to automate queries and booking requests.
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[bookmark: _bpjhwu97rqa3][bookmark: _Toc226824184]Chapter 1: Introduction
[bookmark: _qaeb7zeafim4][bookmark: _Toc226824185]1.1 Background of Placement Hotel
Park Plaza Cardiff is a renowned hotel that provides luxury services like dining and bars, health and spa, spacious and luxurious rooms, spacious meeting rooms, along with general services (Guest Reservations, 2026). The hotel is famous for its advanced and superior guest services and for its highly convenient location, which makes the brand even more convenient for guests to stay. This hotel has a wide range of room categories as per the luxury specifications and budget of the guests. The various types of rooms that are available in this particular hotel are Executive, Superior, View, Superior, King Bed and Standard rooms (Guest Reservations, 2026). The Laguna Kitchen & Bar provides all-day dining, covering modern British dishes, afternoon tea, and a bar with outdoor dining options at the Laguna Terrace (Radisson Hotels, 2026). The Laguna Health Club & Spa features a 20-meter indoor pool, a steam room, a large gym, a spa bath, a relaxation lounge, and nine treatment rooms. 
[image: ]
Figure 1: Official Logo of Park Plaza Cardiff
(Source: Park Plaza Cardiff, 2026)
[bookmark: _upujuwjrno9z][bookmark: _Toc226824186]1.2 Problem Statement 
Online booking platforms help improve the guest experience and optimise the online booking process. However, hotels like Park Plaza Cardiff face several challenges in streamlining the online booking process.  The challenges of online booking process management include high dependence on OTAs (Online Travel Agents), slow and complex booking engines, Data Fragmentation and System Integration, Payment Security and Fraud, Managing Cancellations and Rescheduling, Tracking Dynamic Pricing Manually, and others. These issues can affect the guest satisfaction rate and operational efficiency of Park Plaza Cardiff. The research has further illustrated the impact of online booking platforms on influencing the customer experience of Park Plaza Cardiff. 
[bookmark: _2oo6122aacwq][bookmark: _Toc226824187]1.3 Topic Relevance to the Hotel and Hospitality Industry
The selected topic is extremely important for the hotel Park Plaza Cardiff and the broader hospitality industry, as the guest experience is directly related to the business success rates and online ratings of the organisation. Moreover, the research highlighted how an improved online booking experience can enhance the hotel's brand value and image. Majority amount of guests value service quality, making it a vital determinant for sustaining a competitive edge (Sun et al. 2023). 
[bookmark: _l5t3gsow12ba][bookmark: _Toc226824188]1.4 Aim and Objectives
Aim 
The research aims to assess the significance of online booking platforms for enhancing guest satisfaction and streamlining the booking process within the Park Plaza Cardiff. 
Objectives 
· To analyse the significance of online booking platforms to improve customer experience, along with optimising the booking process in Park Plaza Cardiff.
· To evaluate the influence of online booking platforms on the guest experience at Park Plaza Cardiff.
· To investigate the obstacles faced by Park Plaza Cardiff in streamlining the booking process. 
· To suggest some effective ways for Park Plaza Cardiff to develop its online booking process. 
[bookmark: _8iblhztnqzw2][bookmark: _Toc226824189]1.5 Future Manager Perspective
From the perspective of a manager at Park Plaza Cardiff, delivering high-quality guest services and operational efficiency is essential to achieving a long-term competitive advantage in a highly competitive business environment. I think the biggest challenge for the Laguna Spa is its lack of an online booking system, which could also affect the hotel's guest services in the future. Since the hotel does not have an online booking system for this spa, it is becoming difficult for the receptionists to manage bookings and cancellations. As a manager, it should be my main responsibility to change this booking process and introduce online booking options immediately. An online booking system can streamline the booking system can reduce the waiting queue of guests, along with effective time management (Şanlıöz-Özgen et al. 2026). 
[bookmark: _125hvjew1ocf]
[bookmark: _7hqzn8klhadu]

[bookmark: _oa6t3zk0ktt6][bookmark: _Toc226824190]Chapter 2: Literature Review  
[bookmark: _65sr36bb2u8f][bookmark: _Toc226824191]2.1 Theoretical Underpinning
Technology Acceptance Model (TAM)
TAM is a widely used theoretical framework that predicts the way users adopt and utilise the new technologies (Lee et al. 2025). The key components of the theory align with the perceived usefulness, perceived ease of use, and attitude towards using, behavioural intention and system usage in actual. The use of this framework is justified in this research, which focuses on streamlining the online booking process for addressing perceived ease of use, as a simplified user interface lowers the cognitive effort of guests and enhances their intention of using the platform.
[image: ]
Figure 2: Technology Acceptance Model
(Source: Lee et al. 2025)
In addition, the emphasis on exploring the significance of online booking platforms on improving customer experience aligns with the perceived usefulness, as guests appreciate the efficiency and accessibility infused in digital systems. Moreover, assessing obstacles facilitates Park Plaza Cardiff in finding barriers to the crucial pillars of the TAM model by ensuring technical investments favour in driving guest satisfaction. This framework provides a crucial theoretical framework for transforming the online booking procedure from a transaction into an effective system to enhance Park Plaza Cardiff’s operational performance and guest loyalty. 

Diffusion of Innovations Theory
Diffusion innovation theory entails the way new behaviours, technologies and ideas spread out through a social system with the flow of time (Spann et al. 2022). The application of diffusion of innovation theory in this research is justifiable through examination of the way the concerned entity, Park Plaza Cardiff, is adopting and integrating digital booking tools for maintaining a competitive advantage. The focus on streamlining the online booking procedure aligns well with the attribute of their theory, relative advantage, in which the online platform is recognised as superior to traditional techniques due to its efficiency and speed. Further, through evaluation of the impact on guest experience, this research comprehends compatibility to ensure that technology aligns well with the progressive digital behaviours of model guests. Moreover, the objective of investigating obstructions facilitates the concerned hotel in finding barriers to trialability and complexity that can pull down the adoption rate among the guests. 
[image: ]
Figure 3: Diffusion of Innovation Theory
(Source: Spann et al. 2022)
[bookmark: _xaz4aly84bi2][bookmark: _Toc226824192]2.2 Different Academic Viewpoints
Significance of online booking platforms in improving customer experience and optimising the booking process
In the modern business environment, the integration of advanced technologies within organisational operations plays a crucial role in enhancing competitive advantage, streamlining processes, and driving operational efficiency. As stated by Ettis et al. (2024), online booking platforms are crucial in enhancing the customer experience through offering 24/7 accessibility and convenience, and establishing self-service controls. Additionally, it reduces the friction and anxiety of consumers through the automated reminders and immediate confirmation emails that decrease the uncertainty for consumers. The online booking platforms allow users to input personal requirements in advance, contributing towards the enhancement of personalisation and privacy. As supported by Kim and Kim (2022), the optimisation of the booking process is crucial for improved efficiency, minimising errors, faster revenue collections, and making data-driven decisions. The automation eliminates manual phone calls and paperwork, allowing staff to focus on high-value tasks that drive positive business outcomes for hotels and enhance the overall operational results. For example, IHG Hotels has a faster and more efficient online booking platform that enables consumers to make bookings without any complexities and enhances the organisational performance of the hotel as well. 
Influence of online booking platforms on guest experiences
The fast and efficient online booking platforms directly influence the guests' experiences in multiple aspects. Wong et al. (2020) depicted that online booking platforms positively affect the guest experiences through establishing transparency and comparison, and offer instant confirmations and payments. Additionally, it offers consumers a variety of options, and consumers have broader access based on their needs and preferences. The convenience and accessibility enables guests to search, compare, and book accommodations at any time of day, from anywhere, using mobile devices, removing the limitations of phone-based booking. On the other hand, the misleading information and photos shared by hotels negatively affect the guest experiences largely and reduce the personalised services (Tran and Chang, 2024). The hidden fees and price ambiguity with additional taxes also negatively affect the experiences of guests largely. Hence, the online booking platforms have both negative and positive influences on the guest experiences. For instance, Marriott International leverages robust digital platforms for online bookings, and it positively affects the guest experiences as it offers a seamless booking experience to consumers. 
Challenges faced by hotels in streamlining the booking process
Hotels face several challenges in streamlining the booking process that hinder the overall productivity and performance of hotels. High Dependency on OTAs (Online Travel Agents) is one of the significant challenges faced by hotels in streamlining the booking process effectively. Additionally, Data Fragmentation and System Integration are two of the other prominent challenges faced by hotels in streamlining the booking process within the hotels (Lamest and Brady, 2019). It negatively affects the overall performance and productivity of hotels largely. Managing cancellations and rescheduling is another potential challenge faced by hotels in implementing the online booking process within the operational activities of firms. Hence, these challenges restrict hotels from streamlining the booking process within hotels and drive positive results within firms. 
[bookmark: _36kk51ulyxe2][bookmark: _Toc226824193]2.3 Best practice in the hospitality Sector
As discussed by Lopes (2025), in the hospitality businesses, mobile-first design favours ensuring booking systems have been optimised to allow guests to book faster without excessive scrolling. On the other hand, Lovera (2023) described that for lessening friction in the booking process, one-page checkout has been effective in minimising steps in the booking completion procedure, which in turn offers auto fill choices to return guests. Moreover, for enhancing guest satisfaction, control and personalisation are prioritised through guest relation management systems for storing choices and providing personalised booking recommendations, such as room types or dietary necessities. In contrast, pioneering self-service competencies online pre-check-in are applied for facilitating guests to submit their details well in advance and provide mobile keys for skipping the front desk and directing room access. In addition, in the opinion of Lukanova and Dimitrova (2024), for optimised operations for betterment of guest experience, hotels are connecting their online booking engines with the cloud-based PMS as well as channel manager. This ensures updates in real-time about room rates and availability in all channels, such as websites and OTAs, to prevent overbookings.  
[bookmark: _fbdg1lv4aa6q][bookmark: _tg3ykfifxncs][bookmark: _Toc226824194]2.4 Research Gap
The above analysis applied to the Technology Acceptance Model (TAM) and Diffusion of Innovations Theory within the Park Plaza, focusing on the gap of application of the key components of the theory within operational activities successfully. Lee et al. (2025) depicted that TAM has some prominent principles aligned with the perceived usefulness, perceived ease of use, and attitude towards using the technology. In this regard, Park Plaza needs to align these key principles within the operational activities to ensure the successful adoption of online booking platforms by consumers. 
Gap: Knowledge Gap (Online booking platforms vs. Guest expectations) 
Park Plaza maintains a high standard by providing quality services and ensuring the satisfaction of guests. However, the organisation faces a gap in encouraging consumers to adopt the online booking platforms and advanced technologies, which stated within the theoretical framework of TAM and the Diffusion of Innovation theory. Additionally, the organisation may struggle to offer personalised services to consumers due to the lack of information on the purchasing behaviour of consumers and their needs and preferences. 
[bookmark: _ozf0eth6tqf2][bookmark: _Toc226824195]2.5 Conceptual Framework
[image: ]
Figure 4: Conceptual Framework
(Source: Developed by Learner)
The conceptual framework demonstrated above highlights both the dependent and independent variables, Online Booking Platform and Guest Satisfaction and Streamline Booking Process, respectively. Additionally, the key factors that contribute towards enhancing guest satisfaction are offering instant confirmations, providing 24/7 accessibility and convenience, and offering automated reminders and immediate confirmation. These factors of online booking platforms positively influence guest satisfaction. 




[bookmark: _4g2cmskjjgl]

[bookmark: _gh88azu6xc7h][bookmark: _Toc226824196]Chapter 3: Methodology
[bookmark: _ve8r3e3ydi31][bookmark: _Toc226824197]3.1 Case Study Approach
[bookmark: _vz3ye2utmo34]As opined by Cole (2024), the case study approach leads to providing an in-depth, detailed examination of a research topic. The entire study sheds light on the significance of online booking platforms for accelerating guest satisfaction and streamlining the process. The case approach has provided massive support in briefly evaluating the advancements of online booking platforms to foster the booking process of Park Plaza Cardiff. The key principle of this approach has also helped in investigating the obstacles to utilising the booking platforms. This approach also helps in briefly explaining the effective methods for fostering the online booking process. 
[bookmark: _18dxj217ws0c][bookmark: _Toc226824198]3.2 Data Collection Methods
Data collection methods refer to the technique to gather essential information to meet all the objectives and aims of a research. In terms of determining the importance of the online booking method to develop customer experience, the researcher has considered a primary qualitative data collection method to follow observation. As per the statement of Fontanella et al. (2024), observation is the planned and systematic method to understand any topic. In the observation, the researcher has briefly explained five key issues of Park Plaza Cardiff. This data collection method has provided massive support in determining the impacts of these issues on the operational outcomes of the enterprises. Additionally, it has also provided significant support to the researcher to understand the importance of online platforms in fostering the booking process. In terms of analysing the collected data and information, the thematic data analysis method has been considered. 
[bookmark: _pusx7fd9sitd][bookmark: _Toc226824199]3.3 Strengths and Limitations of Selected Methods 
In terms of gathering a wide range of information about the research topic, in this research, the observation method has been followed, which has provided massive support to the researcher to meet all the objectives and answer all the research questions. This method has assisted the researcher in properly understanding the issues of Park Plaza Cardiff. Additionally, it has also helped the researcher to understand the influencing factors for adopting online booking platforms and their advantages.  
Compared to other primary data collection methods, observation is a time-consuming process (Toyon, 2023). In terms of collecting essential data, it has taken time as well as the researcher has not directly expressed its feelings, which has affected the quality of this research. In some cases, the observation method create biasedness in collecting data and essential resources.    
[bookmark: _y2oljc9bs8kt][bookmark: _Toc226824200]3.4 Ethical Considerations 
The researcher has considered all the key policies of GDPR and the ‘Data Protection Act 2018’ to complete the data collection process (UK Legislation, 2018). Authentic resources and websites have been utilised in this study to maintain the quality of this research. The observation method has followed three key factors, such as honesty, confidentiality and authenticity. The primary data and information have been stored in password-protected folders, and the tutor and researcher have credentials to access this data. According to the data collection policy, the primary data will be erased after six months. 
[bookmark: _e5aj8nqiq9a2][bookmark: _Toc226824201]3.5 Appropriateness and Credibility
Appropriateness and credibility in research ensure that the study is accurate and truly answers the questions (Adeoye, 2024). The researcher has utilised authentic resources to appropriately maintain authenticity. The observation method has played a significant role to highlight the key issues of the organisation. Additionally, the authentic resources have helped in this research to briefly explain the importance of the online booking process and its impact on Park Plaza Cardiff. All the data sources have been appropriately cited in this study to maintain the quality of this research. 
[bookmark: _84iiv5x4foj0]

[bookmark: _jh9qkk4ubth6][bookmark: _Toc226824202]Chapter 4: Findings and Scenario-Based Discussion 
[bookmark: _nu0uwruokrz3][bookmark: _Toc226824203]4.1 Findings
Inefficiency of Manual Booking Processes
Based on my observations, the present manual phone-based booking system for the spa is highly inefficient. These are collectively leading towards more bottlenecks at the reception desk. The staff spend excessive time taking details (Name, Email, and Address) handwritten on paper, which collectively diverts attention from immediate check-ins or guest queries. This manual approach is prone to errors, such as misinterpreting details, and slows down the overall service flow. Therefore, the inefficient booking process is creating a stressful and slow experience for both guests and staff. In a modern UK hotel context, instant, digital, and seamless service is expected from the companies. Hence, this antiquated system hinders the operational flow and makes the spa experience less appealing compared to competitor hotels in Cardiff offering digital solutions. 
Impact on Guest Satisfaction and Waiting Times 
During the time of peak season, guests waiting for spa services were observed waiting in the lobby because the receptionist was occupied with phone bookings. Consequently, these resulted in observable frustration. The significant reliance on verbal communication and manual writing causes long, unmanaged queues. For example, I have noted where a couple left the desk in terms of return later because they could not wait for their booking to be manually secured. These demonstrate a direct loss of immediate customer service satisfaction. The inability to provide immediate confirmation makes guests feel their time is not valued while contradicting the high-quality, seamless experience promised by the Park Plaza brand. Outdated spa booking processes comprehensively contribute to lower satisfaction and damage brand reputation annually.
Missed Revenue and Booking Abandonment
The congestion at the reception caused by manual spa bookings resulted in at least one instance of guests leaving. These represent a high chance for booking abandonment and lost revenue. In the time of when guests are forced to wait or cannot easily book a service, they may not return or might choose a competitor with better technology. This cumulative dependence on telephone bookings, without an online alternative, restricts revenue opportunities during busy periods because staff cannot manage multiple, concurrent, or complex bookings. This is particularly critical in a busy Cardiff urban location where convenience is a major factor in guest decision-making. In essence, inadequate booking technology accelerates immediate revenue loss and long-term brand damage, cementing competitor loyalty over the company.
Inconsistent Information and Data Security Risks
I significantly observed that the company is highly dependent on handwritten notes, which are more prone to developing a high risk of losing information or entering incorrect details. These are leading to missed bookings or communication errors. This method lacks the security and accuracy of an automated, centralised digital system. Without a digital system to track real-time availability, staff cannot promote accurate, instantaneous updates on spa services. These are cohesively creating inconsistencies in information. This consequently diminishes trust, as guests expect professional, secure handling of their personal data (Name, Email). The dependence on manual methods are causes revenue loss through missed bookings, high no-show rates, and eroded client trust. Thereby, implementing digital systems guarantees 24/7 accuracy, increasing operational efficiency and competitive advantage immediately.
Staff Stress and Operational Productivity
The constant requirements for staff to handle manual bookings create a high-pressure environment. I hereby observe that eliminating the capacity for receptionist engagement with other guests influences the overall welcoming atmosphere and guest satisfaction. The inefficiency of the process means staff are less productive and cannot concentrate on enhancing guest experience, such as offering personalised spa recommendations. Instead, they are occupied with time-consuming, repetitive tasks that lead to lower overall service efficiency and potentially higher employee turnover. This manual workload severely damages company profitability by reducing upselling opportunities and limiting room capacity management. It accelerates high turnover, increasing recruitment and training costs for replacement staff. In essence, the diminished quality of guest interaction harms the company's reputation by decreasing future bookings and diminishing overall brand loyalty.
[bookmark: _fnpm9aynv5jq][bookmark: _Toc226824204]4.2 Scenario-Based Discussion
Interpretation of Findings with the Past Studies
From the real-life observation of the operational structure of Laguna Spa, located at Park Plaza Cardiff, it has been found that the entire process of booking is manual, where pen-and-paper methods are used to take guest details over the phone. Many times, staff make mistakes while taking bookings, which causes dilemmas that negatively affect guest satisfaction significantly. It is also found that long queues and congestion at reception are resulting in booking abandonment, which is causing missed revenue for the organisation.  Data shows that the UK hotel websites have a booking abandonment rate of 84.63%, where the distress caused by manual booking can negatively affect the overall brand perception (Travel Outlook, 2019). The past study shows that the booking optimisation process is important to improve CRM efficiency and minimise errors, which can improve the revenue collection process (Kim and Kim, 2022). This entire system can strengthen the evidence-based decision-making process of the organisation. The online booking system positively affects guest experience as this improve transparency of the entire system (Wong et al. 2020). Here, the manual booking system of Laguna Spa significantly increases inconsistent information data security risk and causes the staff stress, as the lack of security and accuracy of a centralised database management system increases confusion and reduces transparency. Therefore, these issues need to be identified and resolved properly to improve the productivity of the organisation.
Core Operational and Strategic Issues in the Park Plaza Cardiff
The Park Plaza Cardiff’s Laguna Spa experiences intense operational and strategic issues stemming from the lack of an online booking system. Currently, all bookings are handled through phone, with receptionists manually documenting guest details. It creates significant bottlenecks during busy periods. This manual process causes excessive wait times at the reception desk, resulting in poor customer experiences and lost revenue. For example, the company experienced only 5% increase in revenue in 2025 (PPHE, 2026).  
Strategically, this reliance on analogue methods prevents the spa from adopting modern, efficient guest management practices. Therefore, it is reducing overall efficiency and potentially damaging the reputation of the hotel. For example, customer experience issues regarding the quality of stay. Despite addressing the issues, the company claims exceed £100,000 (TripAdvisor, 2025). Moreover, the time-consuming manual entry prohibits effective capacity management, leading to staffing issues where receptionists struggle to balance bookings with in-person guest service. Implementing a digital booking system is essential to alleviate this bottleneck, enhance customer service efficiency, and prevent the loss of potential clients who prefer immediate, automated, and convenient scheduling options in a competitive market environment.
“What if” Scenarios from the perspective of a manager
When businesses adopt an online booking system, the manager could pre-assign spa attendant shifts based on actual demand, reducing overstaffing during quiet periods and eliminating the rush cleaning required when a last-minute phone booking disrupts the scheduled maintenance routine. The online systems are integral for automatically capturing guest details by allowing housekeeping to pre-prepare robes and amenities while avoiding the time-consuming scramble when guests arrive unexpectedly (Morosan and Bowen, 2022). Furthermore, when the couple who left because of long queues had booked online, my team could have ensured the spa treatment room was immaculate and ready, transforming a wasted opportunity into a five-star experience, beyond dealing with the frustration of a last-minute cancellation and lost revenue in a busy city hotel setting.
Implications of Different Managerial Decisions 
If Park Plaza Cardiff continues with its manual phone-based booking system for the Laguna Spa, the hotel risks significant revenue loss because of inefficiency. This is significantly evidenced by guests leaving to avoid long wait times at the reception desk. This outdated initiative leads to high administrative costs, increased likelihood of errors in guest details (Name, Address), and inability to handle peak demand. Thereby, it causes frustration and reduced loyalty among guests who expect modern, immediate confirmation. Alongside, the spa faces higher no-show rates without automated reminders (Paulauskas et al. 2021). Conversely, implementing an online booking system would transform operations by promoting 24/7 accessibility and real-time, self-service scheduling. The improvements would consist of a drastic reduction in wait times at the reception, improved staff productivity by eliminating manual paperwork, increased bookings through mobile accessibility, and enhanced revenue through automated pre-payment and upselling services. A seamless digital experience directly aligns with 2026 consumer expectations while enhancing reputation and securing a competitive advantage.
[bookmark: _k5zj416de2ay][bookmark: _Toc226824205]

Chapter 5: Conclusion and Managerial Recommendations
[bookmark: _s79sjhhp8py4][bookmark: _Toc226824206]5.1 Conclusion
As per the above assessment of the current operational scenario of Laguna Spa, located at Park Plaza Cardiff, it can be concluded that the organisation is facing significant issues regarding its booking mechanism, which is affecting the guest engagement with the organisation. The manual booking process is backdated, which includes several disadvantages like delaying, errors in recordkeeping and confusion in data management that causes booking abandonment.  In recent times, the UK hospitality market has been undergoing intense competition with both global and local organisations. The marketing is significantly evolving through sustainability awareness and hyper-personalisation, where these manual processes can be a significant competitive disadvantage for the organisation, which can lead to a strong negative impact on the long-term sustainability of the organisation. Staff stress is a significant issue that is causing employee shortage in the UK hospitality industry, where automating the booking processes can resolve most of these issues by streamlining the process of booking and allotment of resources.
These issues are significantly increasing missed revenue, which can affect the brand expansion in future. The implementation of AI has significantly automated the process of customer service throughout the journey. This is increasing customer satisfaction and engagement by properly detecting pain points and resolving the issues to meet in-person demands. As an operator in the wellness sector, Laguna Spa is required to focus on a customer-centric approach where improving customer service flexibility plays an important role. Therefore, the organisation needs to focus on digital transformation to improve transparency in the booking process, along with reducing waiting time and errors that occur from manual entries. Data submitted by guests can help improve the data accuracy by reduced accountability of manual energy required by staff, which is increasing staff stress. The recommendations mentioned below will help the organisation improve operational flexibility, along with enhancing guest satisfaction. 
[bookmark: _qxnapm34py3z][bookmark: _Toc226824207]

5.2 Recommendations and Practical Strategies
Recommendation 1: Laguna Spa is recommended to develop a user-friendly website for 24/7 booking by guests without calling. 
A 24/7 direct-booking website in hospitality boosts revenue by increasing bookings via instant and real-time availability, which can enhance the guest experience with convenient self-service tools. It streamlines operations by automating bookings, reducing manual errors and capturing guest data for personalised marketing. Data shows that around 45% of guests stated that the ease of website use and detailed information are important factors in their decision to book directly (Globe Newswire, 2025). A report by SiteMinder, a leading hotel distribution and revenue platform globally, reveals that hotel websites have outperformed all other booking sources in driving revenue by 60%  per booking in 2024 (Hospitality Net, 2025). This shows the practical feasibility of this strategy to improve customer experience from booking. 
Recommendation 2:  The organisation is suggested to place a Quick Response (QR) code inside hotel rooms, elevators, and at the reception desk, which directly links to the digital booking page of the Spa. 
This can create an immediate digital access to booking, which can enhance guest experience and operational efficiency of the organisation. There are several spas in the UK, such as Nirvana Spa at Wokingham, which uses QR codes found on the back of day spa cards and membership cards, which allow its guests to scan and book treatments and add treats to their day directly from their smartphones (Nirvana Spa Collection, 2026). This QR code helps customers discover live spa information, which improves their engagement and decision-making.  Therefore, this strategy can help improve guest engagement with Laguna Spa, improving guest satisfaction and loyalty. 
Recommendation 3:  The Spa is also advised to implement an AI chatbot to automate queries and booking requests, which will allow the system to handle multiple requests at once and reduce the volume of phone calls. 
AI chatbots, which are designed for the spa and wellness industry, act as digital concierges that automate the entire customer journey from initial enquiry to final booking. These systems integrate with existing management software to handle repetitive administrative tasks, which allows staff to focus on guest treatment. AI uses natural language processing to answer common questions about treatment menus, pricing and opening hours, along with preparation policies. For example, Inntelligent is an AI-powered hospitality automation platform that is used by spa hotels and resorts as it offers a Digital Receptionist and an AI Chabot that manage bookings, therapists' availability and spa packages mainly for the wellness market (Inntelligent, 2026). Hence, Laguna Spa can use this platform to automate guests’ queries and reduce pain points of delayed responses while booking spa services. 
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