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[bookmark: _Toc211583292]Abstract
	The purpose of this placement project was to critically analyse the effect of digital transformation on operational efficiency. Existing literature emphasised the linking between digital transformation and operational efficiency. This research aimed to mitigate the gap that existed in the current body of literature towards lack of sufficient attention to studying this linkage in economy hotels, like Ibis Hotel Birmingham New Street. A case study method was chosen to extract detailed outcomes for digital transformation and operational efficiency in the Ibis context. Descriptive semi-structured interviews were done with three participants, comprising one operations manager and two front desk employees from Ibis. The thematic analysis using Braun and Clarke’s framework discovered three key themes emerging from interviews. 
Findings presented that Ibis management must understand the correlation between human resources and technology to support transformation effectively. The primary findings have some key implications for Ibis management. In addition to adopting digital technologies, like AI, attention must be paid to replacing existing reward system with a more structured one to address lack of consistency in recognition reported by employees as the participants. Motivation is imperative for accelerating digital adoption, which can be cemented by gauging feedback through internal surveys and incorporating those to showcase transparency. To name just a few, key areas of development include fostering work-life balance by initiating flexibility in shift timings and delivering specifically AI-centric trainings to maintain skill upgrades.
Although the study has produced in-depth findings about Ibis and its internal issues affecting digital progress, it is applicability is limited due to its focus on one department. Other departments may have some other issues as well, which could not be uncovered. Also, studying more than one hotel could increase the generalisability of interview findings. Future research can focus in these areas. 
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[bookmark: _Toc211583293]Chapter 1: Introduction 
[bookmark: _Toc211583294]1.1 Aims and Objectives  
	This placement research project aims to investigate how initiatives aimed for digital transformation influence operational efficiency in hotel management in Ibis Hotel Birmingham New Street. 
Key objectives of this project as follows:
1. To identify digital transformation practices adopted by Ibis Hotel Birmingham New Street.
2. To identify challenges and barriers faced by Ibis Hotel Birmingham New Street in implementing digital solutions.
3. To evaluate the impact of these digital tools on operational efficiency, and providing recommendations on how to implement these tools to enhance operational efficiency in hotel management.
[bookmark: _Toc211583295]1.2 Research Project Background 	
Digital transformation is becoming increasingly prevalent across the hospitality industry. The use of advanced technology and resultant digital solutions is helping operations in hotels and other sectors, thus improving guest experiences (EHL Graduate School, 2024). Digitalisation is now viewed as one of the ways to streamline operations to ensure excellent service is regularly delivered (Statista, 2021). While there are various trends noteworthy in the hospitality industry, ‘Artificial Intelligence (AI)’ and ‘Machine Learning (ML)’ have provided utmost possibilities for service expansion. The role of AI is not viewed as limited to chatbots to support customer service only but also leveraging predictive analytics to anticipate demand and provide service tailored to individual preferences. In future, AI is expected to transform the sector by automating the check-in process for the guests, addressing customer pains with traditional and time-consuming check-in process (EHL Graduate School, 2024). 
	Ibis Hotel is being chosen as the case study because it is the world’s leading economy brand for the product line in its segment. Ibis is a chain of economy hotels and a subsidiary brand of French Accor Group (Kirby, 2024). The scale of operation makes it an ideal case because it will help to understand the complexity of operations management at hotels of this type. The hotel chain has shown increased adoption of digital solutions, such as mobile check-in, exploring which can show acceptance for the technology among employees and barriers delaying or reducing the implementation of digital solutions (Accor, 2019). Having such information in place can help address key objectives of this study as stated above.  
	In the UK, the hospitality and tourism sector has been the fourth largest employer with major hotel chains contributing most to the workforce. 43% of the employees are from European countries, highlighting the existence of a multicultural workforce (Bournemouth University, 2025). Birmingham apart from Cambridge being the fastest growing hotel markets in the United Kingdom appear to be the ideal location for the purpose of this research (Hoyle, 2025). This justifies why the focus of this research is the Birmingham New Street hotel branch of Ibis because it gives the breadth of the workforce in respect to culture that is an important consideration here. 
	The impact of digital transformation on the operational efficiency in hotels has been the subject focus of recent literature (Abdel‐Hamid et al., 2022; Busulwa, 2020; Teng, Wu and Yang, 2022). However, little attention is paid to discussing such relationship in the Birmingham hotel market context. The present study mitigates this gap by addressing the following research question:  
“What are the challenges and barriers of implementing digital solutions that impacts operational efficiency at Ibis Hotel?” 
[bookmark: _Toc211583296]1.3 Key Theme or Topic
	One key theme to be explored in this research is the “Workplace Culture” to investigate whether employee motivation is a key consideration for Ibis management and employees to serve mutual purposes. Another is the “Reward System and Employee Motivation,” which examines whether there are any flaws in the current system. These themes together address objective 2 by explaining how an ineffective workplace culture and reward system can be among major barriers and challenges for digital transformation at Ibis Hotel. 
	The final theme is the “Digital Transformations and Operational Efficiency,” which discusses whether there is any connection between the two. This is in line with objective 3 that aims for an evaluation of how digital tools impact operational efficiency at Ibis Hotel. 

	

[bookmark: _Toc211583297]Chapter 2: Literature Review 
[bookmark: _Toc211583298]2.1 Digital Transformation
	Schneider and Kokshagina (2021) noted that the term digital transformation has been an essential focus of management research with the growing emergence and use of digital technologies. As mentioned by Joel et al. (2024), digital transformation is bringing noticeable changes in how a business manages its operational activities and maintains healthy interactions with customers, eventually driving the growth. Zaki (2019) says that an increasingly growing use of digital technologies enables transformations. Sharabati et al. (2024) identify digitalisation to be a necessity these days to enhance performance to remain resilient to the vastly competitive global markets. 
[bookmark: _Toc211583299]2.2 Operational Efficiency 
	Villareal et al. (2012) said that operational efficiency, such as in a company’s supply chains, is critical to measuring its agility to sell its products despite intense competition and other hurdles. Baik et al. (2013), who studied the effect of key changes in operational efficiency on the performance of a firm, found that such changes do influence the current as well as future profitability. Essuman, Boso and Annan (2020) found that operational resilience impact operational efficiency differently under various disruptions that occur at the operational level. Ahmadi et al. (2025) stated that the use of advanced technologies can boost operational efficiency provided necessary supports are created to accelerate the adoption. Morozov, Morozova and Moldazhanov (2020) states that such supports could be in numerous forms, like modifying training modules to align with evolving skill needs, and creating a system that allows leveraging the potential of both technology and human resources. Ahmadi et al. (2025) also asserted that an adaptive workforce planning despite gradual technology adoption can reduce resistance observed among employees to skill diversification. 
[bookmark: _Toc211583300]2.3 Use of Digital Solutions in Hotels
	Garcia-Lopez, Galindo-Pérez-de-Azpillaga and Foronda-Robles (2025) highlighted some key digital trends in the hotel sector. The authors revealed that the transformation is mostly led by the integration between data, software, and use of technologies, which is visible through several ways, like a digitalised process for check-in and guest registration. Shumakova (2021) mentioned some of the widely adopted digital technology across hotels in the world, including smart television, mobile payments, use of hardware in room management, and energy consumption management. The authors also provided key statistics on countries with most hotels having a ready-to-adopt mindset, keeping Singapore at the top with 62% hotels having the readiness to implement innovative technology solutions, followed closely by London and Shanghai with 59% and 55% respectively. As found by Lau (2020), the most widely used technology in hotels in China includes AI, facial recognition, and robots. The author mentions that a combination of 5G technology and AI can create real-time data for the service team, which they can utilise to customise services to align with the diverse choices of the guests. According to Alrawadieh, Alrawadieh and Cetin (2021), digital transformation has now become an inseparable part of the hotel industry since it explores new ways for them to thrive in a fiercely competitive environment. However, the authors also caution that an effective handling of its implementation along with customer relationship management (CRM) are crucial to navigate the challenge and satisfy evolving customer needs effectively. Gil-Gomez et al. (2020) also demonstrate the value of CRM in digital transformation. 
[bookmark: _Toc211583301]2.4 Challenges and Barriers to Implementing Digital Transformation  
[bookmark: _Toc211583302]2.4.1 Lack of Employee Motivation 
	There are numerous factors that influence employee motivation, including reward and recognition. Akafo and Boateng (2015) observed that when performance is recognised and rewarded, it positively shapes employee motivation. It was also confirmed in the article that a reward system is considered effective when it is fair as observed by employees. Saether (2020) also supports this view by stating the significance of fair evaluation in driving potential intrinsic motivation. So, if the reward system is fair and constituting both of monetary and non-monetary forms, it will shape employee motivation and drive commitments towards the transformation process (Saha, 2016; Ghosh, Sekiguchi and Gurunathan, 2017; Kuvaas et al., 2017; Mabaso and Dlamini, 2021; Malik, Butt and Choi, 2015). Lack of motivation, on the other hand, can reverse these advantages (Kotherja and Kotherja, 2016).   
[bookmark: _Toc211583303]2.4.2 Ineffective Reward System 
In the view of Widodo and Damayanti (2020), there is a positive and direct relationship between reward and organisational commitment. However, this is only realisable in conditions when rewards broadly align with various intrinsic and extrinsic choices of employees (Kuvaas et al., 2017; Miao et al., 2014). Hoole and Hotz (2016) support the view of Widodo and Damayanti (2020) by highlighting that traditional reward system is no longer sufficient to keep employees motivated and committed. It means an ineffectively designed reward program can negatively affect employee motivation and commitment to change (Anku, Amewugah and Glover, 2018). Victor and Hoole (2021) cautioned that management must avoid relying on traditional reward system and instead review it regularly to find the gap between employee expectations and actual management support through rewards. Such efforts are critical to driving positive perceptions for rewards and employee motivation, which according to Amdan et al. (2016) increases organisational commitment. Sitati et al. (2019) discussed that employee recognition program can have noticeable effect on employee motivation, resulting in higher intention to get retained by their current employer. As discussed by Rizal, Idrus and Djumahir (2014), compensation such as salary can strengthen organisational commitment, provided employees are rewarded with regular increase in their salary. This suggests that an ineffective reward management can affect motivation negatively, leading to reduced organisational commitment (Anku, Amewugah and Glover, 2018; Chiang and Birtch, 2012; Riasat, Aslam and Nisar, 2016; Bustamam, Teng and Abdullah, 2014; Malik, Choi and Butt, 2019). 
[bookmark: _Toc211583304]2.4.3 Psychological and Emotional Factors  
Abhari (2025) explains why it is imperative to consider employee motivation and employee recognition when implementing digital transformation. The author says that when employees are intrinsically motivated because of continuous recognition, they develop a feeling to be a part of the company’s digital journey. Any gaps in the area of motivation can trigger resistance and make transformation works stressful for employees (Cieslak and Valor, 2025; Bano et al., 2025; Brazzale et al., 2025). Fairly managed rewards to recognise noteworthy performance of employees can increase their digital readiness (Höyng and Lau, 2023; Michelotto and Joia, 2024; Rusu et al., 2023; Saputrabey et al., 2025). Jo and Shin (2025) argue that when employees start perceiving the reward system as being ineffectively managed and promoting inequality, they demonstrate decreased adaptability to digital transformation. Zhen and Ding (2024) believes that employee recognition can make employees feel empowered by aligning with the company’s emerging digital goals that reduces resistance. Ineffectively managed recognition can affect motivation, giving some valid reasons to employees to showcase a slower or no adoption of digital transformation. This causes the digital progress to slow down considerably (Ren and Chowdhury, 2025; Valtonen and Holopainen, 2025; Orkamo et al., 2025). 
[bookmark: _Toc211583305]2.5 Digital Transformation and Operational Efficiency 
Mavlutova et al. (2022) studied the impact of digital transformation on operational efficiency in the context of the financial sector. Key findings of the study revealed noticeable relationship between digital transformation and sustainable development of financial companies, such as in the form of increased flow of digital payments and operational efficiency. Qin et al. (2025) confirmed that digital transformation impacts operational efficiency. Yu, Wang and Moon (2022) noticed a positive and direct impact of digital transformation on operational efficiency. Feng and Ali (2024) find a positive connection between digital transformation and the company’s operation efficiency. Nath et al. (2025) stated that while digital transformation impact operational efficiency, the level of impact can be moderated by focusing on skill developments programs for employees. 
[bookmark: _Toc211583306]2.6 Case Studies 
[bookmark: _Toc211583307]2.6.1 Mariott International
[bookmark: _Hlk211454073]	Marriott International is one of the world’s top hotel chains. The brand has adopted AI in multiple areas of the operations, such as to support check-in process using facial recognition, and using chatbot to assist in booking for the room service. The average time spent for check-in was reduced to only 2 minutes from 10 minutes earlier (Padri et al., 2025). Marriott explores the potential of machine learning in determining pricing strategy to keep it significantly dynamic and responsive to market demand (Padri et al., 2025). Marriott explores the potentials of AI to gauge crucial consumer insights, such as booking patterns that makes its marketing messages and strategies more aligned to guests’ needs (Das, Talukder and Kumar, 2024). 
[bookmark: _Toc211583308]2.6.2 Hilton Worldwide
	Hilton is a globally recognised chain of hotels. AI has been an integral component of its core strategy. It leverages AI-powered chatbots to ensure service assistance is available for the guests round the clock every day (Padri et al., 2025). Hilton utilises a concierge service powered by AI and ML to provide recommendations based on specific preferences of guests (Neupane and Khanal, 2022). Hilton has implemented an AI platform that assess performance data of each employee and accordingly suggests areas where they may require training in future (Marcus, 2025). 
[bookmark: _Toc211583309]2.7 Research Gap
	The focus of the current body of literature has revolved around digital transformation, and barriers to implementation such as lack of employee motivation (Widodo and Damayanti, 2020; Anku, Amewugah and Glover, 2018). They also highlighted the relationship between digital transformation and operational efficiency. In relation to this research, it gives a good basis to construct a comparative discussion between literature and primary interview findings. However, the gap that still remains unaddressed is the lack of primary studies on chain of economy hotels, like Ibis Hotel, to explore how digital transformation happens there and whether they face any challenge implementing such solutions. The present study will fill this gap by studying the specific scenario of Ibis, and critically analysing challenges to digital solutions and whether it could bring any notable improvements to operational efficiency. 



[bookmark: _Toc211583310]Chapter 3: Methods 
[bookmark: _Toc211583311]3.1 Research Approach: Case Study
	A case study method was adopted for this research, which benefitted in some ways but also exposing to some challenges. It helped to illustrate the causal mechanism, such as how lack of motivation affects organisational commitment (Starman, 2013). The approach is considerably good when a study demands identifying and validating contextual factors, like employee recognition and analysing how they impact variables, such as organisational commitment and operational efficiency (Starman, 2013). Noor (2008) describes case study as a method that provides detailed knowledge of a particular problem. The researcher used this to conduct an in-depth analysis of problems facing Ibis toward digital transformation due to lack of supportive organisational culture (Collis and Hussey, 2021). However, while the researcher was able to perform a detailed analysis of the context of the research, the case study method limited the generalizability of findings across other departments in Ibis and other operational level managers (Flyvbjerg¹, 2011). 
[bookmark: _Toc211583312]3.2 Research Design: Descriptive Qualitative  
	The researcher applied a descriptive qualitative research design to analyse whether digital transformational has any effect on operational efficiency. This ensured exploring the effect of employee motivation, recognition, psychological, and emotional factors on the organisational commitment of employees (Creswell and Creswell, 2017).    
[bookmark: _Toc211583313]3.3 Research Location and Participants 
	Interviews were done with three participants, including one Operations Manager and 2 front desk employees. The sample was purposively chosen to make sure that diverse perspectives to digital transformation are captured. All interviews were conducted online. 
[bookmark: _Toc211583314]3.4 Data Collection Technique: Semi-Structured Interviews   
	Semi-structured interviews were adopted for this research because it gives a direct access to how the participant thinks of something and influences others (Karatsareas, 2022). It allowed the researcher to explore various perspectives of participants about digital transformation and contextual elements, like employee motivation. Also, it gives flexibility to change questions based on the responses, which enhances the interview findings (Karatsareas, 2022). The researcher had shared a set of questions with the participants; however, it was modified later during the interview to incorporate information that was not predicted before. There are some limitations also, such as the effectiveness of findings depends on the rapport between the interviewer and the participant (Karatsareas, 2022). While interviews produce rich data on the focus area of the research, it cannot produce objective facts required to measure the level of impact of a phenomenon (Karatsareas, 2022). In this case, the researcher could not quantify the extent to which the behaviour of employees might vary under positive support, like rewards and recognition. 
	In addition to interviews, the researcher utilised the on-site observations to add some primary findings. The researcher has observed things closely throughout the journey as the front desk assistant at Ibis. Such insights can be crucial to validate interview findings, increasing the rigor of the research.   
[bookmark: _Toc211583315]3.5 Data Analysis: Braun and Clarke’s (2006) Thematic Analysis
	The data analysis was done using the Braun and Clarke’s 6-step framework of thematic analysis. Each phase holds its value that leads to meaningful findings (Ahmed et al., 2025). 
[image: ]
[bookmark: _Toc211583330]Figure 1: Thematic Analysis Steps
Source: (Ahmed et al., 2025) 
	The researcher found this useful in identifying and analysing key themes in the interview data. 
[bookmark: _Toc211583316]3.6 Ethical Considerations 
	Obtaining informed consent is essential because it shows the participants are willing to cooperate, and understand the purpose of the research and its potential risks (Manti and Licari, 2018). The participants at Ibis Hotel Birmingham New Street were informed about the purpose and procedure that they needed to go through to answer the questions.  
	Maintaining confidentiality is another ethical consideration made during data collection. The confidentiality was maintained by not asking for personal identifiers (Petrova, Dewing and Camilleri, 2016). Participants were not forced or politely asked to disclose any other personal information, showing respect to their privacy (Petrova, Dewing and Camilleri, 2016). 
	 


[bookmark: _Toc211583317]Chapter 4: Findings and Discussion 
[bookmark: _Toc211583318]4.1 Findings 
	“Braun and Clarke’s (2006) Thematic Analysis” was utilised to analyse qualitative data obtained from interviewing one operations manager, and two front desk employees at Ibis. The first stage in this thematic analysis process is about becoming familiar with the data. The researcher made sure to satisfy this requirement of the framework by repetitively reading it and carefully identifying and then making a note of common patterns. As a result, the researcher was able to identify some useful phrases during the initial round known as coding as described in the framework. This includes AI efficiency, training needs and lack of recognition.
	This brought us to the next stage that was about grouping these codes into actual categories. As a result of this process, some clear groups were identified that includes “effectiveness of reward system,” “digital transformation and operational efficiency,” and “workplace culture and employee motivation.” This was followed by again reviewing these themes to determine whether internal coherence was properly maintained. The best way to go about this was reviewing the transcripts again to find whether any discrepancy still exist.
	In the next stage, the final set of themes were given unique names to show how they align with the research objectives. All these were summed up to prepare final writing about the outcome of this stage-wise identification of themes based on the thematic analysis framework chosen.
	Proceeding further with themes identified as shown above the following can be presented as findings of interviews and on-site observations:
Theme 1: Workplace Culture and Employee Motivation
Based on the interview data, it can be said that motivation is important for both participants who are working as front desk assistants at Ibis Hotel. On the basis of what they have said about motivation it is clear that motivation can influence their productivity level that is also crucial for the company’s wellbeing. The way the operations manager reacted to the question on motivation is really worth mentioning here. The manager says that, “Well, employee motivation, I believe, is everything.” This shows how much the company emphasize employee motivation. It also highlights a point that the management knows how critical is employee engagement for the wellbeing and efficiency of the operations. In addition to signifying the value of motivation, the manager also said that at Ibis they do some critical things to ensure motivation is not affected. The first thing he highlighted was open communication which he is strongly believe that it allows employees to raise voices. It was apparent in how he was explaining that open communication is closely correlated with employee motivation. The other thing he mention was the intrinsic motivation. What he meant was the verbal recognition for the hard work. The possible medium of channels for such acknowledgement was of course the email system. 
Whatever the other two participants mentioned about recognition is noticeable. These participants believe that employee recognition can help build a culture where possible supports are easily accessible and available in needful situation. This is clearly visible in what the first participant has stated. He says that “Indeed, I believe that a positive culture is an essential part of the company.” This is clearly illustrating the importance of acknowledgement emails and any other possible ways to acknowledge the performance. Such acknowledgements according to the participant can really improve the motivation level and therefore, morale. He also expressed his desire that the landscape of recognition should expand, which means it should not be limited to a mere acknowledgement only. The second participant pointed to some real concerns which needs a serious management attention. She highlighted that “I am feeling sad to highlight this point that at Ibis we do not receive recognition on a regular basis.” The management should take this into consideration. It is giving a clear sign of ineffective management of employee recognition. While recognition exists there as also confirmed by the manager, but it is not regularly held. Indeed, there is a need to both make it a regular practice and expand its landscape to drive employees to perform better than now and work harder to support evolving business needs of the company. 
On the basis of the above, it can be concluded that there is possibly a kind of disparity is existing between what the management intent to do and the actual outcome in terms of how employees are perceiving such process. While it is absolutely okay to consider the words of the manager that open communication along with appreciation can help sustain morale; however, this is not consistent. An occasional appreciation practice as noted above can actually produce negative outcomes in respect to morale. Moreover, it can be confirmed that the management must really think about and implement a more structured reward and recognition program to address the concerns gaining its foothold in the company. The management must do it because the current recognition system is not aiming at employee motivation in the long run. If things continue even further there are chances that the digital readiness of employees will decrease and affect the digital transformation process in the company in future. 
I am not surprised to see such findings because they are more or less in line with my own on-site observations while working as the front desk assistant at Ibis. I also believe that work pressure is immense here. In return, the recognition is very minimum. There is perhaps no such monitory recognition for us to work long hours under stressful situation. I can relate with these participants because at times we are occupied with plenty of priority-basis tasks, including guest enquiries as well as booking. Just like others I have also raised concerns regarding training programs. As the front desk assistant, I am dealing with guests on a daily basis who are the main source of revenue for Ibis. If I am not capable of doing something and if that also affects my efficiency to deliver quality output, this might affect the guest experience. I believe that an excellent guest experience is pivotal for the longevity of profit and business success. The management should think seriously in this area as lack of training is affecting my capability to perform even better. 
On the basis of all these, it can be said that the management should pay attention to promoting an equitable culture where recognition is a regular process and is designed to deliver sustainable results for employee motivation as well as the overall performance of the company. 
Theme 2: Effectiveness of Reward System 
At Ibis, they value the reward system. This is everything in what the operations manager said that “We generally send emails asking each to acknowledge by highlighting their satisfaction with the current reward system.” The manager did not deny a fact that the company is currently not having a consistent and organised system to support employee recognition, pointing to a lack of strategic alignment. The first participant recommended that the management should think of aligning training programs with clear incentives. He says that “We need motivation for participating in training programs.” He also provided a solution how it can be implemented at Ibis. He meant that point-based system should be utilised to make the reward and recognition program fairer. On the other hand, the second participant was more interested in discussing the importance of intrinsic rewards as evident in her words, “I think recognition is more important than monetary benefits.” She also of a strong view that initiating a program such as employee of the month can really work along with a much important flexible shifts. It is because me and my colleagues are not able to maintain a perfect work life balance. This gives an indication that employees would appreciate a more inclusive reward system instead of only and occasional verbal recognition.  
During my placement at Ibis, I have also realised that I am not able to balance my personal and professional life. There are some people including me also who are required to work long shifts, of course occasionally. I would be absolutely okay with this if there is some motivation to push my limits. Instead, there is minimum such efforts from the management as in return for our hard work there is no appreciation through rewards and regular training to upgrade our skills. This suggests that lack of sufficient recognition and rewards along with rigid policies can create negative outputs, affecting the company’s efficiency. Such situations can trigger the risk of turnover, which itself can be a possible obstacle to the digital transformation. 
Theme 3: Digital Transformation and Operational Efficiency 
The operations manager has acknowledged the power of AI and a possibility that it will soon be a key part of Ibis. He says that “AI is going to secure a significant place at Ibis.” He also has mentioned how the company can plan to utilise AI such as for automatic some routine jobs like guest check in process. This is a clear signal that the management is positive towards leveraging the endless possibilities with AI.   
According to the first respondent, “Yes, I believe that AI is going to make our jobs easier.” His words match with the operations manager as he believes that guest check in process can be easily automated. The criticality of AI was also noted by the second participant. She mentions that “AI is going to help us in some ways for sure.” She particularly made a point that routine tasks like data entry can be assigned to AI, helping me save some time for other complex works. While AI seems to be the possible future at Ibis, the management should ensure designing and organising regular trainings to help us learn faster and be adapt to using AI tools. 
During my placement, I have also found that some of the activities are manually handled. Since the company has not upgraded the system much, at times I am also required to engage in multitasking. This really affects my efficiency to deliver faster resolution to guests, which may affect their experience of visiting Ibis. I am also not feeling very confident like how I would manage to cope with the emerging tools of AI. For that matter, I think the management should think seriously and come up with the plan like regular and relevant training to support our understanding of how to cope with this transformation.
It can be concluded that digital transformation can influence operational efficiency provided the management learns to react to internal and external trends faster. They need to realize a fact that their employees and possible future technology in AI are both important with varying level of operational involvement.
[bookmark: _Toc211583319]4.2 Discussion
Workplace Culture and Employee Motivation 
The way operations manager admitted the word motivation shows the company understands the role of employee motivation in digital transformation. This is in line with what Saha (2016) said about the relationship between employee motivation and organisational commitment, appraising the significance of adaptability. However, the actual practice at Ibis as covered in the finding section is bit different. While recognition exists, it is irregular and unstructured. The operations manager thinks that open communication as well as verbal recognition are sufficient to drive motivation. However, this contradicts what employees perceive about the same. There is a gap between what management claims and employee perception. The finding is congruent with the work of Widodo and Damayanti (2020), where they stressed that lack of structured approach to keep employees motivated affects organisational commitment. In the literature, Abhari (2025) underscored the significance continuity in employee recognition program. On the contrary, employee recognition is inconsistent at Ibis. I have also seen other employees highlighting a fact that they are least satisfied with the way recognition is offered. I being in the same company can understand that this decreases enthusiasm and commitment. The same was also noticed by Cieslak and Valor (2025). The authors had a belief that psychological support is necessary for employees to feel valued and essential part of the company. Such perceptions help reduce resistance to any company level change. 
The importance of a supportive culture was supported by Saether (2020) as well as the primary findings of this study. In contrast, the environment at Ibis is bit different. Employees feel less supported despite being occasionally asked to work longer hours for no significant returns. This could be an alarming reality because employees feeling stressed might not be able to delivered their best, which is required to keep the operations running smoothly. Working as a front desk assistant at Ibis I have also experienced the work pressure and lack of positive perceptions. We have developed a thinking that the workplace culture is not positive and is seriously demanding for no significant return for us. Regarding practices, check in process is mostly manual, which adds to work pressure. Mistakes are bound to happen when part of the operations is largely manual, leading to repetition of same activity. However, they have started using AI-based chatbots in addition to virtual assistants. While I am yet to experience the power of AI in my role, I am expecting positively for such things to take place. 
These all validate that while digital transformation cannot be accomplished without keeping employees motivated, there is a clear lack of a structured program aiming high employee motivation. Also, there is no traces of digital transformation at the front desk segment; however, its possibility in the near future cannot be overlooked considering the evolving AI usage at Ibis. Ibis has been more inclined to facilitating an operational culture, which is important to ascertain sustained growth. In contrast, its approach to keep employees motivated is questionable considering the ongoing digital transformation. 
Effectiveness of Reward System 
The second theme was related to analysing how effective has been the reward system towards employee motivation and their perception to digital transformation. It was found that Ibis acknowledges the role of internal feedback in improving internal processes. Despite the fact the company did not have an organised structure to support employee recognition yet. The operations manager has himself mentioned that employees are generally encouraged to send their feedback in emails to indicate how they find the reward system. This also validates that there is no organised reward mechanism exist at Ibis. The findings reflect the argument of Hoole and Hotz (2016) about the ineffectiveness of unstructured reward system in keeping employees motivated. 
The first participant from the front desk operations revealed that they would appreciate point-based system to list most eligible for rewards supports what Sitati et al. (2019) said about a fair recognition mechanism and its impact on employee retention. The second participant considered recognition more important than extrinsic benefits, which reflect the findings of Victor and Hoole (2021) in the literature. On the country, Ibis is still more relying on verbal acknowledgement as confirmed by the operations manager. Considering the literature and the two participants as covered here, this approach can increase the gap between individual priorities and emerging organisational goals. This also contradicts what Morozov, Morozova, and Moldazhanov (2020) say about the benefits of creating alignment between rewards and skill development. While they stressed nurturing both human and technological resources, Ibis seems lacking in this regard. 
Digital Transformation and Operational Efficiency 
The primary qualitative finding has confirmed that both at the front desk level and management level have positive perception about the future prospects with AI. The finding is in conjunction with the literature as Yu, Wang, and Moon (2022) noticed positive connections between digital transformation and operational efficiency. One of the front desk employees believed that AI will reduce job pressure and save some time. They meant that some regular tasks can be assigned to AI tools, which will automate operations. This reflects the work of Feng and Ali (2024) on how automation can improve the service level. However, the automation of operations will happen successfully only if necessary supports are created for employees, like training programs, which was also confirmed by one of the participants from the front desk operations. This again reflects the scholarly work of Ahmadi et al. (2025) who accepted the criticality of digital solutions in operational efficiency but also escalated the needs to create adequate supports for employees, such as preparing them for the emerging skills. I also can understand the significance of these findings. While working at Ibis, I have seen other employees lacking in confidence to cope with AI. They have been habituated of manual tasking, which has perhaps made them rigid to necessary changes in technology. I have also realised that at Ibis, reward and recognition is not continuous as it should be. This, in the view of Ren and Chowdhury (2025), can understand the development of an inclusive culture that is vital for a noteworthy progress towards the digital world. 
[bookmark: _Toc211583320]4.2.1 Implications 
The existing body of literature and the primary findings in this study point to some important implications for Ibis Hotel Birmingham New Street. 
The management should focus more on expanding their strategies that aim for recognising performance and keeping employees motivated to sustain their current operational performance in the future. In this aspect, they can do various things like introducing the structured reward program along with a fair reward system. Also, there is a need to prioritise digital readiness that can be done through training programs. Such programs should be regular and particularly targeting skills required to cope with AI and automation. To ensure the desired training outcomes are attained, the management can even consider distributing some incentives to encourage participation and successful completion. Besides, the communication between management and employees should improve because the primary findings also notified of disparity between management claims and employee perception. Additionally, the adoption of AI and other solutions should be viewed only as a significant transformation of the company that promises multiple benefits. This includes but not limited to highly motivated workforce and evident operational benefits. The management should realize that both technology and employees are critical to their success in future. 
[bookmark: _Toc211583321]4.2.2 Limitations
The study has offered some critical findings that will expand the current literature. However, it also has some limitations giving a reason why future study should also focus this topic but with a different research approach. As the present study employed qualitative interviews with three participants of Ibis Hotel, the findings cannot be generalized to other departments and other hotels. This is congruent with Flyvbjerg (2011) who highlighted that while case study research method can produce detailed insights but it cannot be representative of the entire organisation and beyond. Moreover, the researcher being the front desk assistant might be biased to certain point of view that affects analysis. These limitations create rooms for future research that could involve more than one hotel and departments. 
[bookmark: _Toc211583322]4.2.3 Recommended Operational Focus in the Future 
As evident in the discussion, the one focus area would be employee motivation. In this respect, the recognition program should be made transparent by incorporating a point based system to rationalize final selection. 
The second recommendation would be for a well-designed and relevant training that could support skill upgrades. If required, some incentives can also be offered to ascertain that employees are seriously attached to such programs. 
Finally, there is an utmost necessity for facilitating and inclusive culture where employees have less hesitation and doubts but more preparation to support critical technology changes.   
In summary, the digital transformation awareness is there at Ibis both among the management and employees. However, this awareness can be translated into tangible progress by revisiting strategies to support enhanced motivation and commitment. Preparing employees for the future, and balancing human capital and technological assets can guarantee operational efficiency from digital transformation.

[bookmark: _Toc211583323]Chapter 5: Conclusion and Recommendations
[bookmark: _Toc211583324]5.1 Conclusion 
	In conclusion, this placement project provided an opportunity to conduct a research on my placement company, which is Ibis Hotel Birmingham New Street. While the hotel has adopted AI and looked optimistic with endless possibilities in the future, employee satisfaction on the other hand was not that great. I also had a mixed experience of working facing some issues, like immense work pressure. This motivated me for this project because I was curious to know how the brand would be able to accelerate its digital transformation despite such issues. With this study, I was more focused on describing the workplace culture, employee recognition, and employee motivation and how they could compliment the current and future digital solutions. For the purpose, I preferred a qualitative interview study to explore comprehensive insights into opportunities and challenges facing Ibis by interviewing two employees from the front desk operations and one operations manager. It was found that digital transformation if managed well can be beneficial in terms of operational efficiency. AI, in particular, can bring multiple opportunities to existing operations such as by creating rooms for automation for repetitive tasks at least. While this may seem a small change but it can translate into good benefits. The automation will ensure faster check in processes and data entry, which will improve the guest experience and save time for employees. In this way, it can also boost individual productivity and operational efficiency. Also, the operations managers seemed positive with the future with AI, which is a good sign for both the company and employees. Such management can never afford to let issues grow bigger. Instead, they may prefer implementing suggestions and alternative ideas to address everything. As of now, the company should take serious concerns with its strategies pertaining to motivation and training. The finding has indicated that employee motivation is decreasing due to work pressure and lack of adequate appreciation through rewards and recognition. As the company is expecting new milestones with AI, it must first check the digital readiness of employees and prepare them for the AI world by providing training to upgrade skills and addressing their concerns related to motivation and recognition.  
The primary study has highlighted that employee motivation is going down because they do not receive recognition and rewards regularly. While there is lack of monetary benefits for employees, the intrinsic motivation is also limited and inconsistent. No evidence of sufficient formal feedback system was found. Instead, the business was more contingent upon occasional open communication as well as verbal recognition. This points to a gap between management perception of employee motivation and actual motivation level. These issues should be fixed immediately to avoid any negative consequences for the ongoing transformation. Any such consequences can also seriously affect the guest experience by reducing the efficiency. 
While occasional reward system exists but they are not properly aligned with individual expectations and goals, and organisational goals. The primary finding confirmed that intrinsic and extrinsic rewards will both work in this context. They have also suggested some options that management can consider to expand their reward system, including flexibility in shifts. Ibis must take things like this seriously because if these issues remain untreated in future, it may further destroy the morale. It is the time that Ibis make a note of these issues and respond promptly to support its digital journey. That journey cannot be successfully accomplished without striking a balance between skill potentials of employees and technological capabilities of AI. If employees are not comfortable dealing with AI, the transformation will not work perfectly. The same was also revealed during interviews as employees have hinted that they will need training to understand how to navigate the AI system. Indeed, digital transformation can potentially benefit Ibis in respect to operational efficiency but that is realisable only if a balance is maintained between human and technology resources. 
[bookmark: _Toc211583325]5.2 Recommendations and Practical Strategies 
	This section is focused on proposing some points of recommendations along with practical strategies for Ibis, so it effectively yields the potential outcome of AI. 
· The research has shown that the company does not currently have a structured system to recognise performance. It is therefore recommended that Ibis should design as well as implement a structure program to support reward and recognition. Such programs can focus on multiple areas, like consistently recognising and announcing the employee of the month. The effectiveness of such a system can be improved by incorporating a point rating system where employees would be able to relate with the final selection, promoting a fair system. They can also learn from what other global giants are doing. For example, Hilton Worldwide is exploiting AI in various areas including performance assessment as well as identification of training needs of employees (Marcus, 2025). Ibis can follow the same path by aligning recognition with business goals to ensure two side benefits in employee-management relationship, repairing the trust issue employees have with the current system. 
· Ibis does not currently invest much resources in training as found through primary results. The management should reassess their strategic thinking in this area and come up with some really good solutions. The solutions must also have some essential elements as highlighted during interviews including relevance of training programs and incentives for training participation. They can be offered financial bonuses on completing the training programs. They can learn from how Hilton is exploiting AI to identify the training needs. Ibis can also utilise the potential of AI to identify the learning gaps and based on this can prepare a more relevant as well as continuous training programs to experience better overall outcomes, like higher commitments to operations. 
· Other ways to boost motivation can also be adopted. This includes but not limited to proper feedback sessions and internal surveys to collect useful insights. They provide opportunities to know about employees and problems which they face on daily basis. Employees may not feel comfortable discussing problems provided they have the peace of mind and a feeling that negative feedback will earn them retaliation. Anonymising responses can help here in addition to maintaining transparency by incorporating useful suggestions in the visible management decisions. 
· Ibis can find lessons to learn in how Marriott uses AI to make crucial adjustments in pricing (Padri et al., 2025). While this is only related to pricing but there is more to learn from this. It gives an idea that AI can be adopted to figure out internal issues and fix those easily. For instance, AI can predict guest demand in future, giving an idea about the supply needs to support such demand. Accordingly, the management can design multiple shifts to ascertain maximum availability of employees round the clock instead of pushing employees for unpaid extra hours. More specifically, they can invest resources in driving employee motivation. What is more interesting is a fact that AI will produce real-time data on where the ongoing solution is flawed and thus, fix those promptly. 
· Lastly, the lack of work-life balance must be addressed immediately. This does not make sense that a company is dreaming of an AI-powered world without fixing issues that their human assets face. Findings have reported stretched working after the shift and limited recognition for the hard work as affecting work-life balance. As a result, employees who were interviewed think that a flexible shift arrangement can do the needful here. Flexible arrangements will allow them to prioritise and focus on both their personal and professional life. They can opt for a shift according to their daily needs, which will allow managing personal pending works effectively. These things are evidently not present in the system. 
In summary, these recommendations should be treated as practical strategies by the management team at Ibis. They can implement to address multiple internal issues. Some strategies are suggested based on what global brands, such as Marriott and Hilton Worldwide, are doing with AI. 
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Interviewee 1: Operations Manager, Ibis Hotel Birmingham New Street

QL.Do

yes, then how do

you think that employee motivation is important for the company’s wellbeing? If

you maintain it?

“Well, employee motivation, I believe is everything " It is important that our employees
are motivated because this guarantees operational efficiency and the company’s wellbeing. We
ensure this by facilitating open communication to address various queries. We never miss 2
chance to recognise individual performance as per our evaluation schedule. It is true that we are
not offering many financial rewards in return for the efforts but verbal appreciation is there of

course. I believe this is the minimum that we can do to ensure morale is sustained.

Q2. What do

“We utilize some indicators to measure performance.” This includes but not limited to

‘ee motivation?

you use as the basis to plan strategies for empl

guest feedback. Occasionally we also conduct employee surveys to understand with they are

facing any problem. We do such things to ensure whatever motivational strategies are in place

are perfectly aligned with individual choices

Q3. How do you come to know whether they are satisfied with the reward system?
“We generally send emails asking each to acknowledge by highlighting their satisfaction

with the current reward system.” There is o denying to this fact that we are not currently

implementing any structured mechanism to collect feedback but we do conduct team meetings or

one on one meetings to review their satisfaction.
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Q4. How do you see technology, such as AL becoming a key part of operations management
in the near future?

“Alis going to secure a significant place at Tbis " I think so because it gives us some
‘powerful tools that we can explode to predict future demand. T meant predictive analtics can
really help in this relation. We can also use this to automate and regularly monitor some routine

tasks, including the time consuming check in process. While it will help employees to save some
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time and focus on other critical works that guarantees enhanced guest satisfaction, it will also

improve the overall service experience of our guests

Interviewee 2: First Front Desk Employee

Q1. Do you think that a positive workplace culture where performance and hard work are
recogised keeps employees like you motivated?

“Indeed, T believe that a positive culture is an essential part of the company.” When there
are positive things in the workplace culture it increases motivation. Recognition is very
important. Tt does not matter even if it is just by some acknowledgement form management in
emails and any feasible ways. However, the management should always think to expand the

Iandscape of recogaition instead of limiting to verbal recognition only.

Q2. Tt may be difficult for the company to keep all employees satisfied despite rewards and
recognition. If you were asked to include two key additions to the current reward system,
what would they be?

“We need motivation for participating in training programs.” One Wway to go about this
could be making it appropriately aligned to our individual needs. The other way could be giving
some incentives for participation, which I think will motivate employees to value such programs
‘and remain and active member of it Twill also recommend that a point-based system for

incentives should be adopted to promote fairness. A fairly practiced reward system in this way
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‘will surely make employees like us to feel valued for the heart work that we put into our daily.

activity.

Q3. How do you see Al as reducing or enhancing your efficiency as a front desk employee?
“Yes, T believe that Al is going to make our jobs easier.” I can say this because there are

some routine tasks, like check in process, which can be automated by using AT If such things

‘happen in future, T will be more than just happy. T will have more time then to focus on other

complex tasks, which is difficult to manage for now.
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Interviewee 3: Second Front Desk Employee

Q1. Do you think that a positive workplace culture where performance and hard work are
recogised keeps employees like you motivated?

“Tbelieve that there is no one who would deny the importance of motivation.” A positive
culture in the workplace boost motivation that is crucial for us to feel valued for our hard work. T
‘am feeling sad to highlight this point that at Ibis we do not receive recognition on a regular basis.
‘This affects our motivation to work hard and enthusiasm for any new change that might be
important for our and the company’s wellbeing. T most often feel that my dedication and effort

are ignored. Such feelings really hamper my productivity which is not good for myself also

Q2. Tt may be difficult for the company to keep all employees satisfied despite rewards and
recognition. If you were asked to include two key additions to the current reward system,
what would they be?

“T think recognition is more important than monetary benefits.” In this context, T would
suggest that management should initiate a new program called “employee of the month” to
facilitate best performance for the month. In addition to this, they can also initiate or provide
flexibility in shift arrangements. Sometimes we are very busy with our works which force s to
work beyond the Shiv time. While this is 2 separate topic of debate my concer here is it is also
affecting my personal life. So a flexibility would ensure the balance between the personal and

professional life that I admire the most.
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Q3. How do you see Al as reducing or enhancing your efficiency as a front desk employee?
“Thelieve AT is going to help us in some ways for sure.” Some routine tasks that we hate
to do can be automated using AT. T meant the data entry process can be made automated which
will save some time for me to focus on other important tasks. While implementing AL itis
important that management doesn't overlook the significance of providing training on how to

cope with this new tool.
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Questions that v

1

I be asked while interviewing the “Operations Manager” include:

Do you think that employee motivation s important for the company’s wellbeing? If yes.
then how do you maintain it?

What do you use as the basis to plan strategies for employee motivation?

How do you come to know whether they are satisfied with the reward system?

How do you see technology, such as Al becoming a key part of operations management

in the near foture?

Questions to be asked while interviewing “2 Front Desk Employees” are as follows:

1

Do you think that a positive workplace culture where performance and hard work is
recognized keeps employees like you motivated?

It may be difficult from a company’s perspectives to keep all employees satisfied despite
rewards and recognition as individual preferences may vary. If you were asked to include
fwo key additions to the company's current reward system, what would they be?

How do you see Al as reducing or enhancing your efficiency as the front desk employee?




