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Abstract
The report examines the transformative impact of digital check-in systems, mobile apps, and QR codes on guest experiences at Leonardo Hotel Cardiff. Located in the heart of Cardiff, this hotel has embraced digital innovations to improve guest interactions and streamline operations. The study focuses on how these technologies enhance operational efficiency, guest satisfaction, and overall service delivery. The adoption of digital check-in systems has significantly reduced wait times and improved the convenience of the check-in process, allowing guests to bypass traditional front desk interactions. This not only enhances guest satisfaction but also operational efficiency. The hotel's mobile app offers various services, including booking, check-in, room service requests, and local attraction information. Positive guest feedback highlights the app's user-friendly interface and comprehensive features, which contribute to a personalized and convenient experience. Additionally, QR codes are strategically placed throughout the hotel to facilitate contactless interactions such as accessing menus, making payments, and obtaining information, further enhancing guest satisfaction and adhering to health and safety measures. Overall, these digital advancements have positioned Leonardo Hotel Cardiff as a leader in leveraging technology to enhance the guest experience and operational performance.
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[bookmark: _Toc167991186][bookmark: _Toc168059716][bookmark: _Toc168138164]Introduction
[bookmark: _Toc167991189][bookmark: _Toc168059717][bookmark: _Toc168138165]Background Information
The emerging trends in the hospitality industry in the United Kingdom are slowly changing the dynamics of the hospitality and their customer relations (Buhalis et al., 2019). The effective application of digital check-ins, applications, and QR codes in the hotel environment shows that there is increased efficiency in the production process, the guests’ experience is enhanced, and the services provided to the guests are better tailored (Dikken, 2020).
[bookmark: _Toc167991187][bookmark: _Toc168059718][bookmark: _Toc168138166]Prime Location and History
The Leonardo Hotel Cardiff is a spectacular Victorian structure that is situated in the heart of Cardiff at 1 Park Place. This allows easy access to some of the main attractions in the area like the Cardiff castle, the Wales millennium centre and the shopping area. Formerly known as Jurys Inn, the hotel has undergone a rebranding and a renovation process to conform to the standards of the Leonardo Hotels. This change has placed it among the leading hotels in the Cardiff hospitality sector (Leonardo Hotels, 2023).
[bookmark: _Toc167991188][bookmark: _Toc168059719][bookmark: _Toc168138167]Mission and Vision
The Leonardo Hotel Cardiff is one of the hotels belonging to the Fattal Hotel Group aimed at offering quality services to guests, with comfortable accommodation at reasonable prices. The goal of the hotel is to offer the guests the best services and accommodations, ensure that the facilities are comfortable and make the guests feel welcome. Its vision is to become the tourist’s first choice in Cardiff through enhanced service delivery and the adoption of new trends that enhance the satisfaction of the clients (Fattal Group, 2023).
[bookmark: _Toc167991190][bookmark: _Toc168059720][bookmark: _Toc168138168]Aim and Objectives
The aim of the following study is to explore how digital check-in systems, mobile apps, and QR codes are transforming the guest experience in the hospitality industry, with a particular focus on Leonardo Hotel Cardiff.
1. To analyse the factors driving the need of digital check-in systems, mobile apps, and QR codes on the guest experience at Leonardo Hotel Cardiff
2. To critically evaluate the application of digital check-in systems, mobile apps, and QR codes on the guest experience at Leonardo Hotel Cardiff.
3. To understand guest satisfaction and operational efficiency resulted from the effective application of the digital check-in systems, mobile apps, and QR codes on the guest experience at Leonardo Hotel Cardiff.
4. To provide recommendations for enhancing the use of digital technologies to further improve guest experience and operational performance at Leonardo Hotel Cardiff.
[bookmark: _Toc167991191][bookmark: _Toc168059721][bookmark: _Toc168138169]Research Question
· [bookmark: _Toc167991192]What digital check-in systems, mobile apps, and QR codes are transforming the guest experience in the hospitality industry, with a particular focus on Leonardo Hotel Cardiff.
[bookmark: _Toc168059722][bookmark: _Toc168138170]Literature Review
[bookmark: _Toc167991193][bookmark: _Toc168059723][bookmark: _Toc168138171]Transforming Guest Experience through Digital Check-Ins, Mobile Apps, and QR Codes
Digital check-in systems, mobile applications, and QR codes have seen widespread adoption in the hospitality industry, especially during the COVID-19 pandemic (Grant, 2020). According to a survey by Fox (2020), 62% of hotel guests preferred digitized check-ins, and 80% were willing to manage all their stay-related operations via an app. The pandemic accelerated these trends, with hotels quickly adapting to meet the demand for contactless services to enhance guest safety and convenience​. An ever-shifting landscape of change characterises the hospitality industry, particularly with the influx of digital advancement (Hudson, 2017). Mobile applications, digital check-in, and QR code signatures are on the precipice of this shift with the hope of bolstering guest satisfaction, increasing efficiency, and lessening inefficiencies (Blankson, 2017). 
Online check-in technologies make it easy for guests to finalise the check-in process with the help of devices and technology from the comfort of their homes and before physically getting to the lodges (Golja and Paulišić, 2021). The use of mobile apps in the hospitality industry has been realised to serve various purposes, such as booking, check-ins, room service, and concierge services, among others, making the process easier and often more personalised (Law, Leung and Chan, 2020). They are applied to convey various purposes, such as providing information, using it in terms of the payment process, and providing easy access to services (Golja and Paulišić, 2021).
[bookmark: _Toc167991194][bookmark: _Toc168059724][bookmark: _Toc168138172]Impact on Guest Experience
Offers such as digital check-ins and mobile applications help in minimising the time taken at the front desk, thus meaning guests do not have to go through the formal check-in processes. Yang et al. (2021) asserted that the use of these technologies reduces the overall negative perception that guests have regarding arrival procedures. In addition to contactless services, QR codes provide easy accessibility to information and services without physical contact (Agrawal, 2021). Mobile apps are able to access guest data and track their use, which allows the guest to receive customised services and suggestions. According to Zariman et al. (2023), the mobile application plays a vital role in enhancing personalisation, thus enhancing guest satisfaction and loyalty. QR codes are also useful in delivering messages that are tailored to the guests, thus improving the hospitality services in light of guests’ needs and wants (Vuksanović et al., 2021). COVID-19 has drastically increased contactless technologies in the hospitality sector. The use of face-to-face checks, mobile applications, and QR codes eliminate physical contact and hence are in accordance with the set health standards (Yağmur, Demirel and Kılıç, 2023). This is in line with the views of the guests as they enjoy the enhanced safety and sanitation protocols.
[bookmark: _Toc167991195][bookmark: _Toc168059725][bookmark: _Toc168138173]Factors Driving Adoption
The growth of mobile technology and increase in the use of smartphones have contributed to the use of digital check-ins and mobile Apps in the hospitality industry (Boo and Chua, 2022). QR codes have also become more common in recent years as they are convenient to use and apply in a number of situations (Cinnioğlu, 2019). Today’s travellers, including the millennials and Generation Z, are more inclined towards digital touchpoints than conventional touchpoints (Fu and Ren, 2023). Belo (2021) points to these populations as frequent app and digital check-in users, paving the way for the adoption of such technologies in hospitality. Hotels receive organisational advantages when utilising and implementing digital technologies (Iranmanesh et al., 2022). Fantasyland Hotel in Edmonton has gained a competitive advantage over its competitors by leveraging digital technologies such as mobile check-in and mobile keys. Partnering with INTELITY in July 2023, the hotel introduced a seamless digital check-in/out process and mobile key access (Intelity, 2023). This move not only enhanced the guest experience by allowing guests to bypass the front desk and access their rooms securely using their smartphones, but it also streamlined day-to-day operations for the staff through INTELITY’s suite of tools (Intelity, 2023). The growing use of digital check-ins and mobile applications also helps with managing daily administrative tasks, decreasing the burden on employees and enhancing the utilisation of resources. QR codes help to ‘get’ content and services as quickly as possible, thus contributing to increased organisational performance (Bharwani and Mathews, 2021).
[bookmark: _Toc167991196][bookmark: _Toc168059726][bookmark: _Toc168138174]Gaps and Opportunities for Further Research
This has especially been the case in the hospitality industry, where there has been a notable shift towards contactless systems (Pillai et al., 2021). However, there is a lack of focus on the long-term assessment of these technologies and their real-life applications in the existing literature. While previous studies such as Xu et al. (2021) and Kummer, Pelzl and Bick (2021) provide various examples of the positive effects of digital check-in, applications or QR codes, they are mainly focused on the emergency context caused by the COVID-19 pandemic to enhance guest satisfaction and operational productivity. For instance, according to a study by Manimuthu et al. (2021), contactless solutions such as digital keys and the use of QR code menus were embraced to reduce physical contact and improve safety measures.
Nevertheless, there is still scarce research focusing on empirically examining the actual consequences of these innovations on guest loyalty and hotel revenues in the long run (Shin and Jeong, 2022). This is important because, by identifying the impact of these technologies in the long run, the hotels will be in a better position to plan for future calamities and how to manage their services and operations effectively (Buhalis et al., 2019). Moreover, despite the increasing attention to the application of AI and IoT technologies in conjunction with the current digital check-in systems and mobile applications, empirical evidence of their combined effectiveness in hospitality settings is rather scarce (Bisoi, Roy and Samal, 2020). Shvaikovskaia (2022) has highlighted AI and IoT as tools that are used to improve guests’ experiences through personalisation and automation, but the literature on the use of these technologies is quite limited.
However, since the use of such technologies has become essential in the current pandemic situation, more research is required to analyse how AI and IoT combined with contactless systems enhance the productivity of hotel operations and the satisfaction of the guests (Pillai et al., 2021). This entails understanding how the use of machine learning improves resource management, generates guests’ expectations, and delivers services. Future research should also look at the applicability of these technologies to other-sized hotels or in other markets to increase the robustness of the findings regarding the adoption and use of these technologies in the industry.
[bookmark: _Toc167991197]

[bookmark: _Toc168059727][bookmark: _Toc168138175]Methodology
The case study is a qualitative research method that is used to investigate, analyse, and explain events and phenomena as they naturally occur (Schoch, 2020; Hennink, Hutter and Bailey, 2020). This approach is especially helpful when there is no clear separation between the object and the field of study and when there is information from various sources that are used to understand the case. As the goal of this study is to assess how digital check-in systems, mobile applications, and QR codes are transforming the guest experience at Leonardo Hotel Cardiff, the case study research design is appropriate. According to Hancock, Algozzine, and Lim (2021), a case study involves the systematic examination of one or more cases, which involve persons, groups, populations, communities, events, or other units of analysis. In this research work, the entity under consideration is the Leonardo Hotel Cardiff. This is because case studies are effective at describing and illustrating the complex and situation-dependent behaviours of objects (Mohajan, 2018). They are used to generate theories when knowledge is lacking, provide potential solutions to problems encountered in real-life situations, and demonstrate how theories found in the literature are implemented in real life (Schoch, 2020).
These keywords used in the study are; ‘digital check-ins in hotels’, ‘mobile apps in the hospitality industry’, ‘QR codes in hotels’, ‘Leonardo Hotel Cardiff’, and ‘technology as a strategic tool for competitive advantage in the hospitality industry’. The search was conducted on articles that were published in the years 2017 to 2023 only to ensure that the information that was used in the study was recent. Google Scholar and Emerald were used to search academic journals, while research papers were used to obtain information from the industry. Moreover, for the websites, the annual reports and the financial statements from the official websites of Leonardo Hotels and Fattal Hotel Group were used to gather more specific information on its revenues, strategies, and technologies (Rashid et al., 2019). Consequently, in this study, secondary data collection method entailed the gathering vast detailed information on the effectiveness of digital check-in systems, mobile applications, and QR codes at Leonardo Hotel Cardiff. The secondary data were collected through survey questionnaires given to hotel guests, self-generated documents such as internal reports and feedback forms, and scholarly and trade articles addressing the role of technology in the hotel industry (Ebneyamini and Sadeghi Moghadam, 2018).
The case study approach is valuable and has many advantages, but it also has its drawbacks. A limitation is that there are biases that are containable in the collection of the data and analysis of the findings. To address this issue, data was collected from multiple sources to ensure the validity of the results and thus reduce any biases inherent in the study (Hancock, Algozzine and Lim, 2021). Another limitation is the possibility of a particular case limiting value generalisation on other populations. While the findings of this study are useful in other hotels, the peculiarities of Leonardo Hotel Cardiff and the competitive environment it operates within make the generalisation of the findings a bit difficult (Priya, 2021). However, case analysis is prolonged and demands adequate time and other resources due to the need to cover all aspects of the research area to be studied. Several critical stages were established during the course of the research process. Starting with the literature review, potential academic and practical knowledge and gaps concerning digital check-ins, mobile apps, and QR codes in the hospitality industry were determined (Thomas, 2021). The results were integrated in this study in order to obtain a holistic assessment of the effects of digital technologies on guests’ experience in Leonardo Hotel Cardiff.


[bookmark: _Toc167991198][bookmark: _Toc168059728][bookmark: _Toc168138176]Case Study: Leonardo Hotel Cardiff
[bookmark: _Toc167991199][bookmark: _Toc168059729][bookmark: _Toc168138177]Overview of Leonardo Hotel Cardiff
Leonardo Hotel Cardiff is one of the hotels within the Leonardo Hotels Europe and surrounding areas which is a leading chain of hotels specialising in the hospitality industry in Cardiff, Wales (Leonardo Hotels, 2023). Located in the city centre, the hotel is equipped with all modern comforts and provides a high level of service to guests who come for business or pleasure. It occupies an important position in the local context as the hospitality industry since it provides contemporary comforts while maintaining the inherent Welsh hospitality, which is much sought after by tourists to the city.
[bookmark: _Toc167991200][bookmark: _Toc168059730][bookmark: _Toc168138178]Descriptive Information
[bookmark: _Toc167991201][bookmark: _Toc168059731][bookmark: _Toc168138179]Guest Satisfaction
According to guest reviews on TripAdvisor (2024), Leonardo Hotel Cardiff enjoys a solid reputation with an average rating of 4 out of 5 stars. 
[image: ]
(Fig 1: Guest Satisfaction TripAdvisor, 2024)
Guests frequently commend the hotel for its prime location, cleanliness, and friendly staff. Many visitors appreciate the modern amenities and comfortable rooms, while some point out areas for improvement, such as room temperature control and parking fees (Leonardo Hotels, 2024a). Overall, the feedback indicates a high level of guest satisfaction, making it a preferred choice for both leisure and business travellers.
[image: ]
(Fig 2: Guest Satisfaction TripAdvisor, 2024)
[bookmark: _Toc167991202][bookmark: _Toc168059732][bookmark: _Toc168138180]Staffing
Leonardo Hotel Cardiff employs a diverse and comprehensive team of staff members for excellent performance. The staffing management of the hotel is proper and all-rounded and is divided into various departments like the front desk, the rooms’ cleaning, the food and drinks, and the office. Currently, the group serves 4,000 employees in the UK and Ireland alone (Leonardo Hotels, 2022). The satisfaction of employees is valued by the many posts on such portals as Glassdoor, for example, which includes positive references to the working conditions and availability of training programs. Staff care and training contribute to staff retention and growth and lead to delivering quality services to its guests.
[bookmark: _Toc167991203][bookmark: _Toc168059733][bookmark: _Toc168138181]Branches and Locations
Leonardo Hotels is a chain of over 272 hotels owned by Fattal Hotel Group, and it is committed to European markets, where it has planned and established 55 hotels across the UK and Ireland (Business Focus, 2024). The Cardiff location in this portfolio presents a strategic property to accommodate a range of clients. It is strategically located in Cardiff city centre, close to tourist attractions and arterial routes, which are advantageous for many visitors. Leonardo Hotel Cardiff has also established strategic locations, high standards of service delivery, and a strong brand image that still plays a vital role in enhancing the hospitality business in the region and attracting a diverse market, thus encouraging economic activities.
[bookmark: _Toc167991204]

[bookmark: _Toc168059734][bookmark: _Toc168138182]Geographical and Cultural Context
Cardiff Castle, a site of history that has been around for over two thousand years, is also within walking distance, where tourists explore the past of the city with regard to the Romans, the Normans, and Victorians (Cardiff Castle, 2023). Adjacent to the museum, Bute Park offers a beautiful land perfect for recreation and having fun. Cardiff is also a culturally important city due to the existence of cultural centres and cultural activities. Therefore, Leonardo Hotel Cardiff is a relatively new hotel situated in the business and commercial district of Cardiff, the lively capital city of Wales (Leonardo Hotel, 2023). 
[image: ]
(Fig 3: Geographical Context)
Cardiff is known for its diverse, vibrant culture, beautiful architecture, and tourism history, as well as its vibrant arts and performance culture. Another strength of the hotel is its central and strategic position, which is considered a perfect starting point for discovering the tourist appeal of the city.
[bookmark: _Toc167991205]

[bookmark: _Toc168059735][bookmark: _Toc168138183]Key Analyses
[bookmark: _Toc167991206][bookmark: _Toc168059736][bookmark: _Toc168138184]SWOT Analysis
[bookmark: _Toc167991207][bookmark: _Toc168059737][bookmark: _Toc168138185]Strengths
Leonardo Hotel Cardiff has a number of strengths that are crucial for the Welsh market, especially in the context of the digitalisation of services for guests (Leonardo Hotel, 2023). It is affiliated with the international chain of Leonardo Hotels and, therefore, features high-quality service delivery and facilities suitable for businesses and tourists. This hotel is situated in the heart of Cardiff, which makes it easy for guests to access important places of interest, such as the Cardiff Castle and the Wales Millennium Centre. Technological improvements such as check-in services, mobile applications, and QR codes have also added value to the hotel by increasing convenience to the customers (Leonardo Hotel, 2024a). These digital advancements provide seamless and individualised services, which lead to enhanced customer satisfaction and loyalty.
[bookmark: _Toc167991208][bookmark: _Toc168059738][bookmark: _Toc168138186]Weaknesses
Like any other business enterprise, Leonardo Hotel Cardiff has some weaknesses that affect its performance. Reviews by previous clients reveal that there are some times when the service is irregular and there are delays in housekeeping services. This is a challenge because the hotel has to invest in new digital technologies to meet the needs of the guests as they change over time (Leonardo Hotel, 2024b). Additionally, the hotel’s focus on the business market makes it particularly sensitive to economic cycles and changes in corporate travel trends. Hence, it is important that digital check-ins, mobile applications, and QR codes are well maintained so as to meet the expectations of the guests and increase productivity (Leonardo Hotel, 2024b).
[bookmark: _Toc167991209][bookmark: _Toc168059739][bookmark: _Toc168138187]Opportunities
Leonardo Hotel Cardiff has identified considerable potential for the improvement of guest satisfaction and overall experience through the application of technology. Using technologies like digital check-in, contactless apps, and QR codes helps to optimise the business and enhance the guest experience (Leonardo Hotel, 2023). The hotel also increases its market share by incorporating green tourists as its target market through the use of green practices and certifications. The cultural and business tourism in Cardiff has risen over the years, and this offers the city the chance to host more events, conferences and meetings, thus enhancing the occupancy rates. Using technological advancements in the provision of services, Leonardo Hotel Cardiff strategically positioned itself as the best in the hospitality industry (Leonardo Hotel, 2023).
[bookmark: _Toc167991210][bookmark: _Toc168059740][bookmark: _Toc168138188]Threats
Many threats affect the operations of Leonardo Hotel Cardiff and its competitive advantage. One of the most significant threats is competition with other famous brands and new entries in the market (Leonardo Hotel, 2024c). Adverse economic conditions and threats of such conditions lead to low bookings and travel, hence low revenue. In addition, the changing consumer needs and their preference for individualised and technologically enhanced products demand more investment in digital technologies. There are also extrinsic factors that affect the operations of the hotel, including changes in laws and regulations regarding tourism and health issues (Leonardo Hotel, 2024c). In order to combat these threats, Leonardo Hotel Cardiff must implement changes and advancements in its services and technologies, such as digital check-ins and mobile applications with the use of QR codes.
[bookmark: _Toc167991211][bookmark: _Toc168059741][bookmark: _Toc168138189]PEST Analysis
[bookmark: _Toc167991212][bookmark: _Toc168059742][bookmark: _Toc168138190]Political Factors
Leonardo Hotel Cardiff and many other brands of the hospitality industry are largely affected by political factors that exist in the world (Leonardo Hotel, 2022). It is evident that operations or management regulations in the hospitality business, including health, safety, employment, and environmental laws, are affected by governmental policies. For instance, the current political environment in the UK, such as the Brexit factor, represents both threats and opportunities for Leonardo Hotel Cardiff. The Brexit decision has had an impact on immigration policies regarding labour availability since many staff serving at Leonardo Hotel Cardiff are from EU countries (Adam and Adam, 2020). Furthermore, the role of the government in supporting the industry during crises, including the funds allocated during the COVID-19 pandemic, is essential​​ as it helps Leonardo Hotel Cardiff to cope with the pandemic effectively.
[bookmark: _Toc167991213][bookmark: _Toc168059743][bookmark: _Toc168138191]Economic Factors
Economic conditions play an influential role in the hospitality industry (Breier et al., 2021). The UK’s economic context affects travel and accommodation spending through its economic stability, inflation rates, and employment status, which has a direct impact on Leonardo Hotel Cardiff. While there is a low demand for luxury hotels, there is a high demand for budget hotels during periods of economic decline, such as Leonardo Hotel Cardiff. It also affects the costs relating to travel by international tourists because of the exchange rate differences. In addition, the desire to travel in the context of the cessation of the COVID-19 pandemic measures also improves the revenues of hotels like Leonardo Hotel Cardiff​​ (Colomb and Gallent, 2022).
[bookmark: _Toc167991214][bookmark: _Toc168059744][bookmark: _Toc168138192]Social Factors
Community characteristics play a crucial role in influencing the development of the hospitality industry (Kwon et al., 2021). There are various consumer trends that affect Leonardo Hotel Cardiff, such as the growing interest of consumers in the sustainability and authenticity of their travels. Thus, the increasing significance of health and well-being has made the focus on the availability of healthy products and services in hotels even more crucial. Furthermore, the changes, the increase in the average age of people and the shift in preferences of young people towards customisation also call for strategic measures (Sonawane, 2020). Therefore, for Leonardo Hotel Cardiff, word of mouth and online reviews play an important role in the decision-making process of potential guests; therefore, reputation management is vital.
[bookmark: _Toc167991215][bookmark: _Toc168059745][bookmark: _Toc168138193]Technological Factors
Technological advancement is a key factor influencing the hospitality industry, such as Leonardo Hotel Cardiff (Rana, Adamashvili and Tricase, 2022). The use of mechanisms in Leonardo Hotel Cardiff, like online booking systems, mobile applications for check-ins, or virtual customer care, is beneficial for its performance improvements and customer satisfaction. However, new solutions include such trends as smart room technologies, virtual tours, and augmented reality. The adoption of sustainable technologies by Leonardo Hotel Cardiff will help them to minimise the use of energy, together with enhanced methods of waste disposal, which also translates to increasing environmental consciousness (Sreenath, Sudhakar and Yusop, 2021). However, one compelling factor is still the issue of data security since hotels have to apply strict measures regarding data from the guests.
[bookmark: _Toc167991216][bookmark: _Toc168059746][bookmark: _Toc168138194]Competitor Analysis
[bookmark: _Toc167991217][bookmark: _Toc168059747][bookmark: _Toc168138195]Comparison with Other Major Hotels in Cardiff
Leonardo Hotel Cardiff compete with several hotels that are already popular in the tourism market of Cardiff, namely Hilton Cardiff and Marriott Cardiff. These hotel chains come with unique selling propositions, or market niches that they operate in. 
Hilton Cardiff is one of the brand hotels of Hilton group which provides exquisite services to the guests and is located near populous places like Cardiff Castle and the Millennium Stadium (Jimura, 2023). The hotelier enjoys a well-established brand image and boasts of a well-developed loyalty program Hilton Honors, which attracts both corporate as well as casual travellers in search of quality services and diverse facilities. Social media marketing, along with collaborations with influencers, remains one of the primary methods of increasing the hotel’s popularity (Stories From Hilton, 2021). Marriott Cardiff is a well-equipped hotel that provides elegant amenities and is conveniently located to major tourist destinations, being only a short walking distance from the central city of Cardiff (Xiao, 2021). Such distinctive approaches as Marriott Bonvoy, the company’s loyalty program, its attitude toward guest experiences, and the provision of quality customer services also allow Marriott to strengthen its position and edge out rivals. Marriott’s flexibility in rates aligns with its target market, and market segmentation ensures that it captures the attention of different classes of travellers due to an appropriate marketing mix (Kostuch Media Ltd, 2023).
[bookmark: _Toc167991218][bookmark: _Toc168059748][bookmark: _Toc168138196]Analysis of Pricing Strategies, Target Audiences, and Market Positioning
When it comes to the cost strategy, Leonardo Hotel Cardiff decides to set rather competitive prices in order to create an appeal to its customers. Thus, by providing an opportunity to choose the lower price, for instance, because of the early reservation or take the special offer for long-term accommodation, the hotel is going to achieve the maximum occupancy level (Leonardo Hotel, 2023). However, Hilton Cardiff tends to use a select-price strategy, so the pricing is higher due to its positioning. Like most hotels, Marriott Cardiff also employs the strategy of dynamic pricing to cater for the fluctuating demands of the market that come with varying prices for accommodation. Leonardo Hotel Cardiff aims to attract a different customer base, which consists of business travellers, tourists, and families (Booking.com, 2023). It is conveniently located in Libreville, and its facilities are equipped with all the amenities tourists need. From its range and positioning strategy, it is evident that Hilton Cardiff aims at the upscale or, rather, the business travellers looking for first-class services. Marriott Cardiff accommodates everyone, from a businessman to a tourist, given that it provides services with a touch of luxury and individual hospitality (Xiao, 2021). Therefore, Leonardo Hotel Cardiff presents itself as a contemporary, comfortable, and centrally located hotel, suitable for both corporate guests and tourists. Strategically, Hilton Cardiff targets its guests as a luxury hotel offering superior services and products, while Marriott Cardiff targets guests as clients expecting luxury and tailored services with an accent on personal treatment. 
[bookmark: _Toc167991219][bookmark: _Toc168059749][bookmark: _Toc168138197]Netnography
[bookmark: _Toc167991220][bookmark: _Toc168059750][bookmark: _Toc168138198]Guest Reviews and Feedback
There is a fairly hospitable reputation of Leonardo Hotel Cardiff based on various platforms like TripAdvisor, Booking.com and Google Reviews. The numerous positive reviews left by the guests and even employees reflect the strategic location of the hotel, adequate facilities, and the warm attitude of the staff. Some of the most important aspects of services that are noted in most of the reviews relate to the excellent room facilities and cleanliness, standard of breakfast, and other services (Tripadvisor, 2022). 
[image: ]
(Figure 4 Guest Review Tripadvisor, 2022)
Nonetheless, some guests report that the hotel lacks something, for instance, effective room heaters and comparatively higher parking costs. Thus, the comments given reveal that guests were, for the most part, satisfied with their stay, and many of them stated their intention to come back.
[bookmark: _Toc167991221][bookmark: _Toc168059751][bookmark: _Toc168138199]Social Media Presence
Communication with patrons and the general public is also notable at Leonardo Hotel Cardiff; the hotel brands its social media pages and frequently posts updates. It has social media accounts on Facebook, Instagram, and Twitter, where it frequently posts promotional content and activities, hotel promotions and events, and attractions in the surrounding areas (Eusebius, 2020). In addition to improving visibility, it promotes a shared and sustaining culture among previous and prospective visitors (Eusebius, 2020). This involves creating interesting and engaging posts or using guest testimonials and replies to reviews, which generally helps in maintaining and expanding consumer satisfaction with a business’s online presence.
[bookmark: _Toc167991222]

[bookmark: _Toc168059752][bookmark: _Toc168138200]Theme Exploration: Digital Transformation in the Hospitality Industry
Digital transformation in the hospitality industry has fundamentally reshaped how hotels operate and interact with guests. This section critically analyses the impact of digital check-in systems, mobile apps, and QR codes on the guest experience, using Leonardo Hotel Cardiff as a case study. The analysis will draw on academic references and industry examples to highlight current trends, benefits, and areas for improvement.
[bookmark: _Toc167991223][bookmark: _Toc168059753][bookmark: _Toc168138201]Digital Check-In Systems
During the coronavirus (COVID-19) pandemic, a worldwide survey was conducted from July to August 2020 to determine which contactless options hotel guests preferred to use for check-in and check-out, as opposed to the traditional reception desk procedure. The contactless options given were hotel apps, webpages, and public kiosks. The results of the survey indicated that a majority of respondents, 62 per cent, preferred to check-in and check-out using a hotel app (Statista, 2021). Meanwhile, 30 per cent preferred to use a website, leaving only eight percent of respondents who preferred to use a public kiosk. 
[image: ]
(Figure 5: Hotel guest technology preferences for check-in/out worldwide Statista, 2021)
Therefore, digital check-in systems have revolutionised the guest arrival process, enhancing convenience and efficiency. During the COVID-19 pandemic, the adoption of contactless check-ins surged as hotels sought to minimise physical contact and ensure guest safety. According to a survey conducted by Fox (2020), most of the customers would prefer digitized experience over traditional hotel services. More specifically, 62% of people who took part in the survey said they would prefer a digitised check-in, 80% were willing to conduct all the operations related to their stay via an app, and 47% said, they would request room services more eagerly if they could do it using contactless technology.
Leonardo Hotel Cardiff implemented digital check-in systems to streamline the arrival process, reduce wait times, and enhance guest satisfaction (Leonardo Hotels, 2023). This system allows guests to check in using their mobile devices, bypassing the front desk and accessing their rooms directly. This not only improves the guest experience but also frees up staff to focus on other tasks, enhancing operational efficiency. Comparatively, major hotel chains like Marriott and Hilton have also embraced digital check-ins. Marriott’s Bonvoy app and Hilton’s Honors app enable guests to check in digitally, access their rooms with mobile keys, and customize their stay preferences (Marriott, 2023). These innovations have resulted in higher guest satisfaction scores and operational efficiencies, setting a benchmark for other hotels to follow.
Marriott, Hilton and Accor are a few early adopters of the mobile check-in process, but the option was limited to members of their loyalty programs. Marriott has offered mobile check-in through its Marriott Bonvoy app since 2013, and has now expanded the offering beyond its loyalty program. Hilton began giving members the option through the Hilton Honors app in 2015 and by 2019 had rolled out the technology to approximately 4,000 properties (Kostuch Media Ltd, 2023). Moreover, Accor deployed digital check-in at approximately 1,000 hotels by the end of 2014 for all loyalty card or subscription-card holders, as well as guests who booked directly through Accor via brand websites, mobile apps and direct phone with the hotel (Kostuch Media Ltd, 2023). Leonardo Hotel Cardiff leverages digital check-in systems to enhance the guest experience, allowing guests to use their mobile devices for a seamless check-in process. This approach not only aligns with industry trends but also meets the expectations of guests prefer digital check-ins and are willing to manage their stay via an app. Furthermore, via adopting such systems, similar to those used by major hotel chains like Marriott and Hilton, Leonardo Hotel Cardiff enhances operational efficiency and guest satisfaction.
[bookmark: _Toc167991224]

[bookmark: _Toc168059754][bookmark: _Toc168138202]Mobile Apps
Mobile apps in the hospitality industry offer a range of services, including booking, check-in, room service requests, and personalized recommendations. These apps enhance the guest experience by providing convenient and tailored services, thereby increasing guest satisfaction and loyalty.
[image: ]
(Figure 6: Use of Mobile apps in the hospitality industry Yadav, 2024)
According to Yadav (2024), approximately 85% of international tourists use a mobile device during their travel.  Hoteliers in Asia, Europe, and North America were surveyed about their primary use of mobile technology, with 24% stating it improves guest experience, whereas 5% saving time. Therefore, Leonardo Hotel Cardiff’s mobile app allows guests to manage their bookings, check in and out, order room service, and access information about local attractions (Leonardo Hotels, 2024a). The app’s user-friendly interface and comprehensive features have received positive feedback from guests, who appreciate the convenience and personalized service. The success of mobile apps in enhancing guest experience is evident in other major hotels as well. For example, the Fantasyland Hotel in Edmonton integrated with INTELITY to offer mobile check-in/check-out and digital key access which improved hotel efficiency and guests’ experience. This initiative demonstrates the possibilities of using mobile apps in the hotel industry and the ways they change the business and the customer experience (Kostuch Media Ltd, 2023).
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[bookmark: _Toc168059755][bookmark: _Toc168138203]QR Codes
With the incorporation of contactless experiences in the hospitality industry, QR codes have gained significant popularity in various guest engagements. They are employed in such functions as digital menu access, booking, information, and payment to enable comfort and security.
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(Figure 7: Global QR Code Usage Statista, 2024)
As per the research conducted by Statista (2024), the QR code coupon redemptions were 5. It was estimated that in 2020, there are approximately 3 billion users, and it is projected to reach 11 billion or more by 2022. This rapid growth indicates that the use of QR codes as a tool of communication and or interaction between businesses and consumers is on the rise. Thus, at Leonardo Hotel Cardiff, the QR codes are placed at easily accessible locations to help the guests find the services and information they need. It allows the guests to check in via QR code and barcodes, get room keys, view menus and pay their bills (Leonardo Hotels, 2024b). This also enhances the guest experience while at the same time adhering to the current health and safety measures.


The use of QR codes has been widely adopted across the hospitality industry. For example, Hilton hotels to streamline check-ins, provide digital menus, and facilitate room access. This technology has been shown to be useful in improving the satisfaction of the guests and the running of the business (Stories From Hilton, 2021). Furthermore, Courtyard by Marriott has introduced contactless virtual concierge kiosks at 500 properties to help guests navigate the area and access information about nearby points of interest (Tode, 2024).
[bookmark: _Toc167991226][bookmark: _Toc168059756][bookmark: _Toc168138204]Impact on Guest Experience
Digital check-ins, mobile apps, and QR codes significantly enhance the guest experience by reducing wait times, providing personalised services, and ensuring safety. These are forms of technology that address the needs of today’s travellers who value ease and minimal physical and social interactions with people, hence improving guest satisfaction and loyalty. Mobile check-in is a service innovation that allows guests to check in and proceed directly to their rooms without going to the front desk through the use of mobile technology (Naik, Kenya and Tay, 2024). It can help to enhance the guest experience by minimising the time spent waiting, increasing the level of personalisation provided, and increasing the guests’ loyalty (Naik, Kenya and Tay, 2024). These technologies have been put into use in Leonardo Hotel Cardiff, and this has resulted in improved satisfaction levels and good comments from the guests. Customers are happy with the contactless check-in, the functionality of the mobile application, and the possibility to access services through the codes (Leonardo Hotels, 2024c). This positive feedback supports the fact that digital transformation is crucial to meeting and even surpassing the expectations of the guests.
[bookmark: _Toc167991227][bookmark: _Toc168059757][bookmark: _Toc168138205]Potential Areas for Development and Improvement
As for the services that Leonardo Hotel Cardiff has already adopted such as digital check-ins, mobile apps, and QR codes, there is still room for enhancement and growth. It is important to note that digital systems must be continuously improved and updated in order to meet the current and future technological advances and guests’ expectations (Leonardo Hotels, 2023). Other technological innovations such as Artificial Intelligence (AI) and the Internet of Things (IoT) help improve the guest experience, according to Rane (2023). AI is applied to cater to individual guest needs; IoT, on the other hand, manages the physical environment of the room and provides information. For example, incorporating AI-based virtual concierge services assists guests with their needs and provides recommendations to enhance the guest experience and business performance (Said, 2023). Furthermore, leveraging the use of digital technologies to offer products and services to environmentally concerned travellers is an added strength (de Kervenoael et al., 2020). 
[bookmark: _Toc167991228]Other changes, like the use of digital signatures for check-ins and digital menus, help attract guests who consider themselves environmentally friendly and, at the same time, improve the hotel’s image as an eco-friendly place (Demir, Rjoub and Yesiltas, 2021). Thus, the digitalisation of the hospitality industry and the use of digital check-ins, mobile applications, and QR codes have positively impacted the guest experience. Furthermore, via embracing these technologies, the Leonardo Hotel Cardiff has enhanced the convenience, tailored experience, and safety of their guests. However, constant development and adoption of new and high technologies are crucial for being more effective and competitive in the field of hospitality (Kuo et al., 2017). With the integration of AI, IoT, and sustainable practices, the Leonardo Hotel Cardiff will be able to provide better services to guests and improve its overall operations, thus becoming a model for other hotels.
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Technological advancements in the hospitality industry, especially the use of new technologies like digital check-in, mobile applications, and QR codes, have enhanced customer satisfaction. The technologies listed above have been implemented by Leonardo Hotel Cardiff to optimise service delivery, reduce customers’ waiting time, and provide services that will suit the current generation of travellers who focus more on technologies to get things done swiftly and with less human contact. These innovations have greatly boosted guest satisfaction, and this has been evidenced by the increased positive comments and feedback that has been received. These changes thus show that the hotel has effectively embraced digital technologies, and it is strategically located to pose strong competition in the Cardiff hotel industry. However, these achievements are not without their difficulties. Some of the challenges that have been identified include inconsistencies in service delivery and the need to upgrade the given technologies from time to time. Furthermore, the hotel itself is a business model that targets business tourists, which makes the hotel extremely vulnerable to economic changes and shifts in business travel trends. These current digital systems have provided a good foundation, but more work and investments need to be made in order to maintain and improve the progress made.
[bookmark: _Toc167991230][bookmark: _Toc168059760][bookmark: _Toc168138208]Recommendations
In the given case, Leonardo Hotel Cardiff should consider implementing frequent updates and improvements on the technology used in the check-in systems, applications, and the use of QR codes to ensure they meet the current technological advancements and the needs of the customers (Tode, 2024). This will include continual software upgrades and adding new elements so that the hotel keeps on competing with other hotels and give the best services to the guests. In addition, the integration of Artificial Intelligence and the Internet of Things to enhance guest satisfaction and experience is an additional investment (Tode, 2024). The use of AI in virtual concierge services efficiently responds to guests’ inquiries and provides tailored suggestions to enhance the experience; on the other hand, IoT control room settings provide guests with relevant information in real-time. 
Therefore, the adoption of digital products for the green traveller market is advantageous in differentiating an organisation’s service. In this case, measures that are friendly to the environment, for instance, avoiding the use of paper for checking in and menus, help attract green clients and, at the same time, improve the reputation of the hotel (Kostuch Media Ltd, 2023). This is in line with the current trend of environmental conservation in the hospitality industry and has a positive influence on the position of the hotel in the market. Regarding the service quality discrepancies, the Leonardo Hotel Cardiff should consider implementing staff training programs at least once in every three months. Thus, training in the latest digital technologies and customer service will equip the staff to effectively apply these tools to meet the needs of the customers. To reduce risks associated with targeting business travellers, the hotel should expand its potential guest base (Naik, Kenya and Tay, 2024). Marketing strategies then built up to entice leisure travellers, environmentally friendly tourists, and cultural tourists (Rahmoun and Baeshen, 2021). These segments targeted through special packages and promotions to raise occupancy levels and revenue. With the help of social media and influencer marketing, the hotel generates more traffic and interest from the target audience. Emphasising the ease and effectiveness of contactless check-ins, mobile applications, and QR codes for marketing appeal to tech-savvy tourists (Yadav, 2024).
[bookmark: _Toc167991231][bookmark: _Toc168059761][bookmark: _Toc168138209]Broader Implications for the Hospitality Industry
[bookmark: _Toc167991232]Digital check-in systems, mobile applications, and the use of QR codes are some of the recent advancements made in the hospitality industry with the aim of delivering better services to guests (Castillo-Picón et al., 2023). This is evident with Leonardo Hotel Cardiff since such technologies improve the satisfaction of guests, increase efficiency, and provide a competitive edge. In the general hospitality sector, the only way to keep improving and responding to the new demands of millennial tourists is by investing in new and sophisticated technologies like AI and IoT. Furthermore, the use of green initiatives as a digital strategy also appeals to environmentally friendly tourists and improves the image of the industry (Štilić, Nicić and Puška, 2023).
[bookmark: _Toc168059762][bookmark: _Toc168138210]Reflective Account
For the Reflection, I have applied Driscoll’s model of reflection that consists of What, So What, and Now What (Nielsen et al. 2022).
[bookmark: _Toc168059763][bookmark: _Toc168138211]What
During my placement at Leonardo Hotel Cardiff, I was able to experience how the integration of digital technologies works in practice and the effects it has on the guests’ experience. In my view, as someone who has an interest in the meeting of technology and hospitality, this course was both informative and life changing. In this reflective report, I have described my observations, thoughts, and ideas regarding the application of technologies and their effects on guest services during my work shop. One of the areas that captured my attention during my placement was the use of digital check-in systems. As far as I am concerned, these systems greatly enhanced the process of check-in. This was done through the mobile apps where the guests check in to their rooms and make payments prior to their arrival at the hotel, thus avoiding the long queues at the reception. This not only reduced the time that people had to wait but also limited their physical interaction with others, an important consideration given the current COVID-19 pandemic.
In this case, I was able to watch how guests responded to this new system while I was at the reception. Some of the respondents highlighted that they liked the service for the convenience and efficiency that it brought. Nevertheless, there were some inconveniences, which included the challenges in accessing the hotel Wi-Fi or the app freezing at times (Paulauskas et al., 2021). Such issues, albeit seemingly inconsequential, were indicative of the need for technical assistance and firmware updates to provide a glitch-free experience. To illustrate, there was a time when I helped an old couple who were quite reluctant to use the digital check-in system. With a little encouragement, they both managed to check in through their phones and when they were done, they thanked the hotel for the service. This time, it taught me a lesson: people should be provided with help, and it is crucial to accommodate every guest, even those who need to learn more about the technologies that are used at the hotel. The mobile application in the Leonardo Hotel Cardiff enabled the guests to keep track of their stay, make and modify bookings, request services such as room and turndown services, and obtain information on the hotel and nearby attractions. In my opinion, the app proved useful in improving the guest experience by providing timely information and tailored services.
[bookmark: _Toc168059764][bookmark: _Toc168138212]So What
As a member of the food and beverage department, I observed that there was a huge improvement in order completion time due to the app. For instance, it was possible to order room service from the app, thus eliminating the need for phone calls, which led to ambiguous orders. This enhanced efficiency of operations while at the same time enhancing the diner satisfaction since they received their orders in good time and without mistakes. In addition, the application for guests enabled the hotel to capture their preferences and thus provided a more customised stay. For example, a common complaint of repeat guests was that their preferred meals were already listed on the room service menu, which enhanced their experience (Mohsin, Rodrigues and Brochado, 2019). This level of personalisation made possible by the app, therefore, went a long way in building guest loyalty and improving their experience. But as usual, there were some difficulties as well. Some of the guests complained of challenges in using the app or were unable to make payments within the app. Dealing with these issues called for timely and efficient customer service, which in turn was important in enhancing customer satisfaction. This made me understand the value of having a team that deals with technological-related issues in order to make the experience as smooth as possible for the guests. Some of the changes that we witnessed included the use of QR codes which greatly influenced the guest services. These codes were used for a number of functions; to open digital menus, to pay for goods and services, and to obtain information on the hotels services and things to do and see in the area. This was not only convenient but also in line with the measures put in place by the hotel to reduce contact between people due to the COVID-19 pandemic.
[bookmark: _Toc168059765][bookmark: _Toc168138213]Now What
In the food and beverage department, QR codes were implemented in place of the conventional menus, and the guests used their mobile phones to access and place their orders from the digital menus. This transition was quite positive as it eliminated the need for touching and, therefore, contamination of physical menus. Furthermore, it provided an opportunity to make changes to the menu instantly so that the guests knew what was currently available. A particular incident, for example, came to my mind when there were many customers during dinner service. A guest associated his order with the QR code and said that this method is much simpler than all the other ways. This feedback proved to be positive and supported the use of QR codes for the guests’ satisfaction and the enhancement of operation. However, I also had guests who had no idea what the QR codes were, and they needed some guidance. Therefore, in future, I will keep it my mind that the guests are always required clear instructions and guidance on the use of the technology to ensure that everyone was able to navigate through it. This was a stark reminder that while technology is a great resource and has the potential to bring people together, it needs to be created and used with the people it will affect in mind. 
Lastly, the placement at the Leonardo Hotel Cardiff assisted me in comprehending how digital technologies applied to the guests. Positive developments in the practices of digital check-ins, mobile applications, and QR codes are the tools that have successfully engaged the guests and have indeed made it clear that technology is beneficial in the hospitality industry. Nonetheless, more work needs to be done to sustain, innovate, and train in order to harness these potentials fully and create a positive and enjoyable experience for all consumers.
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This hotel was ideal for my hen party! It's in a great location, easy to find & has a car park! We were close
to all the shops & bars so we didn't have to worry about getting taxis anywhere, the rooms were fantastic,
although 1room out of the 5 we had was a lot smaller than the others which wasn't really fair, but the
rooms were clean & beds comfortable & the staff were helpful, | would stay here again! | believe they took
payment from someone twice but we've been told the second payment is now being refunded.
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About

4 Very good
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English, Spanish, Polish

Property amenities
[® Paid private parking on-site
¥ Bor/lounge
v Toxiservice

# Banquet room

Show more v

Room features
B Blackoutcurtains

B Desk

B Interconnected rooms available.

v Flatscreen TV

% Free High Speed Internet (Wi
& Highchairs available
s Conference facilies

© 2hour security

s Air conditioning
8 Housekeeping
$¢ Coffee /tea maker
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Weekend trip

Weekend trip to Cardiff and stayed at the Leonardo Hotel in the centre.....was welcomed by a
lovely receptionist who had taken our luggage in as our rooms weren't quite ready, this allowed
us to visit Cardiff Bay and a boat trip. Upon arriving back our rooms were ready and although
she had been unable to find rooms on the same floor (which wasn't an issue) we collected out
luggage and went to our rooms. It was definitely one of the best rooms | have stayed in, very
comfortable bed, spacious bathroom, amazing shower and lifts to all floors. We also had drinks
in the hotel bar which had non-alcoholic alternatives - mocktails and cider......very clean and
well presented hotel, friendly staff would definitely stay there again and would easily
recommend to friends/family

Read less A

Date of stay: May 2024

Trip type: Traveled wiith friends
Room Tip: Very busy hotel, was fully booked as there was rugby on and bar only took card payments (as did.

See more room tips

Value Rooms
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