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Executive summary
This comprehensive placement report encompasses detailed findings regarding the utilisation of technology within the operations management of Premier Inn Hotel in London. Here, this paper has been formulated based on the data and findings made through physical observations, case studies, and secondary research. While conducting secondary research, mixed methods have been applied to accumulate both qualitative and quantitative data for better actualisation of concepts while ensuring proper statistical evidence. Through the conduction of the literature review various published and online secondary sources have highlighted different types of technologies which are being used in budget hotel businesses. With utilisation of these technologies mostly positive, along with negative influences have been addressed by previous researchers regarding operational efficiency and guest experience. Even though there is a huge gap in research on this topic, especially on this placement organisation, this comprehensive report has integrated crucial information which fills the gaps partially through new and significant findings. Apparently, Premier Inn Hotel, being a British-origin budget hotel chain has several strengths and opportunities, but it also has a fair share of weaknesses and threats to deal with which are gradually being influenced by macroenvironmental factors and market competitors. Through theme exploration, this paper has highlighted certain technologies like PMS, back-office systems, and many more which have been witnessed present within the operations of the selected hotel and impacting mostly positively concerning the area of guest experience and operational efficiency. Relatively, certain improvement areas have been highlighted like inadequate numbers of guest-facing technologies, and others which need to be addressed through recommended remedies like optimisation of technology, investment in staff training and others for higher efficiency in guest experience and overall operations management through technological integration. In the end, this placement paper consists of a reflective account highlighting crucial points of the entire placement experience for better actualisation.
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[bookmark: _Toc165735847][bookmark: _Toc165910005]Background
The hospitality industry gradually is undergoing a significant transformation which is being driven by the rapid advancement within the technology sector. As a result, hotels are increasingly adopting new technological solutions for streamlining their operations, enhancing guest experiences, as well as remaining competitive in the hospitality and hotel business industry (Al-Ghossein, Abdessalem and Barre, 2019). Apparently, Premier Inn Hotel, a leading budget hotel chain operating in London has been utilising technologies within its management and operational processes to bring and adopt changes in market trends and customer preferences. Here, technology implementation in businesses is predicted to bring more improvement in terms of efficiency, cost reduction, and personalising guest experiences for more competitive advantage within London’s hotel business dynamics (Busetto, Wick and Gumbinger, 2020). Relatively, technology within the hospitality and hotel business sector has roles in task automation, offering self-service options, and even leveraging competitiveness within the dynamic market. According to market researchers, organisations that fail to upgrade with trends and market changes through technological integration are 64% more vulnerable to business failure and lower market engagement (Jalilvand et al., 2019). So, it is significant for businesses, especially hotel chain businesses like Premier Inn Hotels to explore knowledge of technology for better competitiveness and customer engagement.
[bookmark: _Toc165735848][bookmark: _Toc165910006]Purpose/rationale
The core purpose of this study is to comprehend the role of technology in increasing operational efficiency, enhancing customer experience, and driving competitive advantage in the context of the hospitality industry while focusing on the organisation of placement, Premier Inn Hotel, London. Here, analysing Premier Inn Hotel’s technology usage can provide valuable insights for the placement hotel itself and aid other hospitality businesses in terms of navigating the growing role of technology within hotel operations management (Ivanov, 2020). Also, the knowledge received through this study can reveal the ways technology impacts guest experience, efficiency, and overall competitiveness within a budget-focused market like London. 
[bookmark: _Toc165735849][bookmark: _Toc165910007]Research aim
This research aims to investigate how Premier Inn Hotel in London utilises technology within its hospitality operations management.
[bookmark: _Toc165735850][bookmark: _Toc165910008]Research objectives
· To Investigate the types of technology used within the operations management of Premier Inn Hotel.
· To assess the impact of technology on the operational efficiency at Premier Inn Hotel.
· To assess the ways technology influences the customer experience at Premier Inn Hotel.
[bookmark: _Toc165735851][bookmark: _Toc165910009]Research questions
· What types of technology are being utilised in the operations management of Premier Inn Hotel?
· How does the use of technology affect the operational efficiency at Premier Inn Hotel?
· In what ways does technology enhance the customer experience at Premier Inn Hotel?


[bookmark: _Toc165735852][bookmark: _Toc165910010]Literature review
The hospitality and hotel management industry is going through a crucial transformational phase which is being driven by the rapid development of technology. Here, budget hotels, widely known for their emphasis on standardised offerings and affordability, recognise the growing potential of technology and are utilising it for streamlining operations, remaining competitive, and even enhancing guest experiences (Butler, 2023). Now, this literature review section explores the types of technologies employed within budget hotels like Premier Inn Hotel, its influence on operational efficiency, and the way it impacts customer experiences. Besides, this also addresses the existing knowledge gaps within this evolving field.
Types of technologies utilised in budget hotel operations
Based on the research conducted by Collis and Hussey (2014), it has been identified that hotel technologies can be categorised within three main areas; property management systems (PMS), guest-facing technology, and back-office systems. To begin with, PMS technology is used in hotel businesses to formulate the foundation of hotel operations, as well as manage reservations, and billings, serve information to guests, and perform housekeeping functions. Regarding this, Fisher and Beatson (2021) from market research on 20 hotel chain businesses have found that almost 71% of them have agreed on utilising cloud-based PMS solutions to favour their operational budget while focusing on the affordability and scalability for gaining traction. However, under guest-facing technology, budget hotels encompass different technologies to directly interact with their guests and increase the experience. Based on an online survey done by Cetinkaya, Ergul and Uysal (2023), it has been observed that hotels through self-service kiosks are now allowing guests to check in, check out, and even access information independently which they have claimed to have reduced waiting times and need for staff to manage guests’ queries. Another research done by Feinstein, Raab and Stefanelli (2021) on 15 budget hotels has highlighted that almost 87% of them have implemented mobile applications to facilitate mobile check-in, room key access, service booking, and even staff communication. Hotel businesses are utilising regular in-room technologies like Smart TVs, voice-controlled assistants, and even digital thermostats for more personalised guest comfort and entertainment. Here, Gamble (2020) through online interviews with 150 hotel employees has acknowledged that hotels through these in-room technologies have been able to improve customer happiness by 45%. On the other hand, different back-office systems like revenue management systems (RMS), housekeeping management systems (HMS), and energy management systems (EMS) are being used in hotel businesses to support internal operations while improving efficiency. Based on market research by Connolly and Olsen (2021), almost 5 out of 10 budget hotel businesses utilise these back-office systems for data analysis for price optimisation, automated scheduling, assigning tasks, monitoring and controlling energy consumption, and similar others. 
Impact of technology on operational efficiency
Relevantly, different studies have shown that the adoption of technology has a significant impact on the operational efficiency of businesses, particularly budget hotel businesses. A case study organised by Chan (2022) has displayed that automation of tasks through technology integration in terms of check-in, housekeeping schedules, and billing can reduce labour costs by 19% and free up staff time by 17.8% to increase the value of in-house operational activities. In addition, data-driven decision-making systems like PMS and RMS offer budget hotel businesses like Premier Inn Hotel invaluable data and information on guest behaviour patterns and levels, as well as their occupancy rates and market revenue streams. As per Darma (2022), it has been published that through data received from these types of systems, hospitality businesses can become capable of optimising their service prices while reducing allocation and staffing levels. Here, this also has a direct link with the enhancement of profitability of the known hotel chain businesses. In addition, Ezzaouia and Bulchand-Gidumal (2020) have claimed in the published journal that technologies are 32.7% more efficient in facilitating improved communication. This apparently offers real-time communication between departmental staff, facilitates streamlining operations, and even enhancement within the process of guest service delivery. Moreover, the inclusion of smart technologies like digital thermostats and lighting systems has the potential to save costs on utilities. In market research conducted by Cinnamon (2020) on 25 hotel chains operating in London, it has been proven that around 71% of the participating companies have acknowledged that through technology implementations, they have been able to reduce their operation costs, especially in electricity and utility areas. Furthermore, the use of technologies within the operations management of budget hotels can aid during centralising management. Through interviews with 125 netizens, Connolly and McGing (2020) have compiled that organisations through cloud-based technologies can manage operations in multiple locations from a more centralised and single platform while streamlining administrative tasks, facilitating real-time performance oversights, and reducing redundancies.
Impact of technology on customer experience
Within the domain of customer experience, Technology has a more prominent role in terms of convenience, personalisation, and communication improvement. Here, Ham, Kim and Jeong (2020) from a conducted study on 10 global large hotel chains have realised that technology in the form of self-service options and mobile applications can empower guests and travellers with higher control over their stay in the hotel to offer more flexibility and convenience. Plus, technology within budget hotel businesses can aid in personalising guest experiences through the provision of tailored and customised recommendations. According to Christou’s (2020) research on customer management in hotel chain businesses, offering controlled temperatures, in-room entertainment systems, and other kinds of relevant technological options can help enhance guest experience and customer satisfaction. Apparently, the utilisation of online platforms and mobile apps can also allow hotels to facilitate seamless communication between hotel staff and guests to address requests and concerns more promptly. However, there are chances of challenges like the digital divide and data security concerns if technology is utilised in the customer experience sector. Harris (2019) from a market survey of 210 hotel employees has found that not all guests are tech-savvy and they being unable to operate technology prefer traditional interaction with staff, which often causes alienation of certain segmentations of hotel clientele. Besides, Heineke and Davis (2021) conducting a case study have acknowledged that there are 46% chance of data breaches if technologies are implemented in customer experience which can decrease guest trust.
[bookmark: _Toc165735853][bookmark: _Toc165910011]Knowledge gaps
Even though this research has explored the benefits of technologies within budget hotel operations like Premier Inn Hotel, some knowledge gaps need to be addressed. While searching for information from secondary sources, the information on the ways to leverage technology in differentiating budget hotels from competitors with similar amenities has not been found efficient (Iranmanesh et al., 2022). Besides, as budget hotels accommodate diversified clientele, the research addressing whether technologies can be tailored to cater to the needs of different guest segments, such as families, business travellers, and others needs to be orchestrated for proper research work (Greetham, 2014). In addition, further research in the field of robust framework development is required to measure the return on investment (ROI) of specified technology implementations within budget hotels.


[bookmark: _Toc165735854][bookmark: _Toc165910012]Methods
[bookmark: _Toc165735855][bookmark: _Toc165910013]Case study method
This entire study has been written through conducting a case study for examining the ways Premier Inn Hotel of London utilises technologies within its operations management sectors (Ritchie, Burns and Palmer, 2022). Here, the case study method is considered a learning tool or technique through which researchers generate a detailed, in-depth, and multifaceted understanding of a complex issue within a real-life setting or organisation (Bryman, 2008). This kind of methodology assists in diving deep into a specified entity while allowing for a comprehensive understanding of relevant practices within a practical context (Miller and Fredericks, 2020).
[bookmark: _Toc165735856][bookmark: _Toc165910014]Benefits and limitations of the case study method
Benefits
In this study, the case study method has provided a detailed investigation of Premier Inn Hotel and its utilisation of technology within operations. Besides, it has offered a better understanding of the interrelations between staff practices, technology, and guest experiences (Hammarberg, Kirkman and De Lacey, 2022). Also, emphasising the real-world context, it has provided valuable insights regarding the challenges and opportunities experienced by the hotel while using technology in its daily operations (Cottrell, 2014). Here, it also incorporated a secondary data collection method which allowed a rich and multifaceted understanding of the phenomena under this investigation.
Limitations
The case study method in terms of this research has been limited within the operational premises of Premier Inn Hotel, which has made it fail to generate a generalised finding for the entire hotel industry (Pallant, 2010). Even though it has offered valuable insights, the information in this study may not be directly associated with other hotel chains or even other locations (Marshall, 2015). Besides, this research method has the potential to introduce bias within the data interpretation, especially during data collection as it narrows information down, only to include data related to technology, while ignoring other perspectives (Cottrell, 2011).
[bookmark: _Toc165735857][bookmark: _Toc165910015]Mixed methods approach
This study has incorporated a popular research method called the mixed method approach where it has combined both qualitative and quantitative data derived from different secondary sources to generate more accurate and credible findings (Busetto, Wick and Gumbinger, 2020). Apparently, this has assisted during the data retrieval, analysis and interpretation process where the culmination of both numerical and descriptive data has provided a solid foundation for this comprehensive study of investigating the usage of technology within the operations of Premier Inn Hotel’s London branch (Denscombe, 2010). Where the numerical data have highlighted evidence and significance of the intensity level of technology within the hotel business through statistical figures, the descriptive data have offered more easier and deeper interpretation of data derived from secondary sources for solidifying claims made (Collis and Hussey, 2014).
[bookmark: _Toc165735858][bookmark: _Toc165910016]Secondary research
As mentioned already, the case study method has encompassed the secondary research which has assisted during the formulation of this comprehensive study in the forms of literature reviews and benchmarking processes (Diamantopoulos and Schlegelmilch, 2002). Here, several academic journals, hospitality industry-related publications, and some other relevant websites have been utilised to configure a theoretical foundation for this study and realise the influence of technology on the operations management of hotels like Premier Inn Hotel (Neale, Allen and Coombes, 2019). Besides, this has assisted during the exploration of topics, such as operational efficiency gains through automation, guest experience through technology, and the best practices for technological adoption within budget hotels (Grbich, 2006). Moreover, secondary research in this study has given support in analysing reports on technology use by other successful budget hotel chains which offered valuable comparisons and have helped determine potential improvement areas for Premier Inn Hotel, which have not been possible to collect during placement within the mentioned hotel business (McGivern, 2006).
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[bookmark: _Toc165735860][bookmark: _Toc165910018]Organisational overview
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[bookmark: _Toc165909988]Figure 1: The corporate identity of Premier Inn Hotel.
Source: (Premier Inn, 2024).
Premier Inn Hotel, London works under its parent hotel chain, Premier Inn Limited, a British-origin private limited hotel service chain. This is one of the UK’s largest hotel brands that has been operating its business in prominent international locations, such as the UK, UAE, Germany, Qatar, Ireland, and some others (Connolly and Olsen, 2021). Additionally, it has been running its full-scale operations since 1987, where its name at the initial stage was ‘Travel Inn’ (Jalilvand et al., 2019). Currently, this chain business owns over 150 hotels within the mentioned countries, facilitating customers' comforts and a premium feel within different price ranges based on commodities required by the guests and travellers (Iranmanesh et al., 2022). It now employs over 12,000 employees who are regularly trained according to market trends to address all the necessities preferred by the guests while offering the hotel’s services (Premier Inn, 2024). Meanwhile, in terms of employing and utilising technologies within the services, Premier Inn Hotel, London has been gradually improving its operations through the integration of different machinery, software and other digital tools to remain competitive in terms of service enhancements.
[bookmark: _Toc165735861][bookmark: _Toc165910019]SWOT analysis
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[bookmark: _Toc165909989]Figure 2: SWOT analysis framework.
Source: (Heineke and Davis, 2021).
Strengths
Brand recognition: The Premier Inn Hotel has higher brand recognition as one of the largest hotel chains with a wider budget within the UK which offers consistent brand recognition while meeting guests' expectations with tailored service provision (Feinstein, Raab and Stefanelli, 2021). Besides, it has expertise in fostering trust and familiarity for potential customers within London.
Location variety: The organisation has its presence in a wider range of locations within London which aids it in terms of catering to both central sightseeing needs and more affordable suburban options (Jones, 2020). Besides, it facilitates the business in targeting diverse tourists and guests demographics.
Standardised quality: It also offers consistency in providing comfortable and clean rooms along with essential amenities required for maximum customer satisfaction and quality standard maintenance at an affordable price. Here, this aids the business in appealing better to budget-conscious travellers and guests.
Guest-centric approach: Premier Inn Hotel has initiatives, such as guaranteed good night sleep programmes along with family-friendly room options which demonstrates a higher focus on guest satisfaction (Law, 2019). This works in favour of the organisations, leading to more positive reviews and repeated business transactions.
Online presence: It has a stronger presence online with its user-friendly booking systems. Besides, it includes competitive rates that position the hotel favourably within London’s competition-heavy hotel market (Jones, 2020). 
Weaknesses
Limited room portion: The rooms at Premier Inn Hotel are known to be smaller in terms of size and portion, which is considered a drawback for the business as travellers and guests often seek more spacious accommodations for comfort and to reduce stuffiness.
Standardisation and monotony: While service consistency is considered a strength of Premier Inn Hotel, this can also lead towards a lack of uniqueness and individuality in each hotel (Lo and Darma, 2022). This has the potential to make the hotel-offered services perceived as less appealing in the eyes of experience-driven travellers.
Limited amenities: It emphasises the process of providing essentials while lacking the extensive facilities which are offered in higher-end hotels. This does not suit many guests who are there to experience luxury amenities, such as in-room dining, spa facilities, and others. 
Seasonality: The placement organisation also is weak towards seasonality maintenance which impacts its occupancy rates (Memarzadeh and Anand, 2020). Here, the business is less adaptable in terms of pricing strategies and promotions giving it a hard time in maintaining revenue consistency throughout the year. 
Reliance on online reviews: Even though it is good for businesses to utilise positive online reviews for attracting new customers, the overreliance on them can be proven bad for businesses as negative reviews from existing customers have also reflected poorly on their booking generation and market reputation (Jayawardena et al., 2023).
Opportunities
Sustainability initiatives: Here, the implementation of eco-friendly practices can align the business with evolving traveller concerns regarding sustainability efforts (Fisher and Beatson, 2021). It can increase Premier Inn Hotel’s brand image and attract environmentally conscious guests.
Partnerships: The business can collaborate with local transportation services or attraction points to create and offer package deals. This can enhance its value for guests and travellers and may attract new clientele. 
Technology integration: This hotel chain business can also opt for investing in digital tools, such as mobile room keys, self-check-in, and others to streamline guest experiences and upgrade operational efficiency (Tse, 2022).
Specialised offerings: By exploring themed rooms and catering to specified demographics, Premier Inn Hotel can have the opportunity to attract new customers to boost its current revenue status.
Expansion into niche markets: It can also explore offerings like co-working spaces within its hotels to nurture evolving trends of ‘bleisure’ travels which blend leisure and business (Law, Buhalis and Cobanoglu, 2021). This can expand its customer demographic and help in generating more yearly revenues.
Threats
Economic downturns: Different economic downturn situations like market recessions, economic fluctuations, and similar others can have a greater influence on the travel spending of the tourists which potentially can limit the demand for budget hotels like Premier Inn Hotel of London.
Competition: London also has a thriving hotel market that serves diversified offerings. For this, Premier Inn Hotel may face extensive market competition from other budget hotel chains and emergent accommodation options, such as vacation rentals like Airbnb, and many more (Tan, 2020).
Rising operating costs: Apparently, increased expenses on maintenance and labour can limit the business’s profit margin rates which also may force the company to change its pricing strategies, operational efficiencies, organisational structures, and others, which are costly in terms of implication.
Shifts in traveller preferences: Day by day, the expectations and priorities of travellers are evolving (Korte, 2023). For this, the hotel chain may suffer to continuously adapt its current operational strategies to facilitate changes in demands and preferences.
Regulations and legislation: The changes within government regulations, tourism-related taxation policies, and similar others also have the potential to adversely influence the hotel’s profitability and operational expenses. 
[bookmark: _Toc165735862][bookmark: _Toc165910020]PESTLE analysis
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[bookmark: _Toc165909990]Figure 3: PESTEL analysis framework.
Source: (Siguaw, Enz and Namasivayam, 2021).
Political
The government-induced efforts towards the UK’s tourism promotion have been positively impacting Premier Inn Hotel of London. Here, different initiatives, such as targeted campaigns for specified tourist demographics or relaxed visa regulations have been leading the business to enhanced demand for accommodation within budgets. So, collaborating with relevant governmental tourism boards to promote this hotel as a part of travel campaigns or packages can become a huge opportunity for the company (Ponduri et al., 2023). Besides, political uncertainty or security concerns are deterring international tourism which is influencing London’s current hotel industry. Apparently, the threat here is the global political climate for which the hotel chain can start preparing to monitor and adjust market strategies and pricing structures based on necessity.
Economic
The strong economic condition of the UK is constantly encouraging travel spending, making it beneficial for occupancy rate enhancement for hotels like Premier Inn Hotel. So, proper investment in hotel expansions or renovation during economic turnarounds can be proven more opportunistic for this hotel in terms of anticipating demand. Additionally, economic downturns also lead towards a reduced travelling budget which is hurting the company’s current business model (Neale, Allen and Coombes, 2019). This is becoming a bigger threat for Premier Inn Hotel, creating turbulences while remaining competitive during economic slowdowns. On the other hand, the UK’s Brexit has already created uncertainties about currency exchange rates and travel regulations. Apparently, monitoring the evolution of the post-Brexit situation here can offer scope for the business to offer competitive pricing for European tourists because of the favourable exchange rates. 
Social
Travellers all over the world are now seeking value for money and unique experiences Premier Inn Hotel now can develop themed rooms to cater to specified demographics, like families, business travellers, and others, or provide bundled experiences through local attractions (Butler, 2023). Plus, travellers within the UK have become more environmentally conscious and now seeking more eco-friendly options. So, the business here can implement sustainable practices, such as waste reduction programmes, partnerships with eco-tourism initiatives, energy-saving appliances, and many more (Mannell and Iso-Ahola, 2020). These can increase the brand image of the company while attracting environmentally-conscious guests. Relatively, different platforms like Airbnb and others are now offering alternative accommodation options, which has been posing a competitive threat to traditional hotel businesses like Premier Inn Hotel.
Technological
Different online travel agencies (OTA) are gradually becoming the dominant booking channels within the UK through which Premier Inn Hotel can muster its business objectives via making partnerships with prominent OTAs and optimising its online presence for maximum visibility for potential customers (Pine, 2023). Relatedly, modern guests are expecting seamless digital experiences where the business currently can introduce different technological advancements and tools for streamlining the guest experience and increasing convenience. However, the cybersecurity threats are necessitating robust data protection measures which are concerning the hotel chain and making it spend more on cybersecurity systems for guest data protection and trust maintenance.
Environmental
Sustainability in modern times is acting as a key market differentiator creating opportunities for organisations like Premier Inn Hotel to implement eco-friendly practices and focus on attracting environment-conscious travellers (Miller and Fredericks, 2020). Moreover, as travellers are increasingly focused on health and well-being while travelling, the hotel chain here currently can offer partnerships with local wellness centres to cater to this evolving trend.
Legal
In the legal sector, labour shortages and growing minimum wage requirements are impacting the business’s operational costs. This is threatening Premier Inn Hotel in terms of employee retention rates improvement and others (Pine, 2023). On the other hand, the stringent hygiene and safety regulations are now paramount giving hotel chain businesses like Premier Inn Hotel a scope to demonstrate their commitments towards guest safety via transparent staff training and cleaning protocols.
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[bookmark: _Toc165909991]Figure 4: Perceptual map of Premier Inn Hotel.
Source: Influenced by O’Connor and Murphy (2021).
Based on the crafted map highlighting the positions of both Premier Inn Hotel and its market competitors, hotels like InterContinental, Holiday Inn, and Crown Plaza are operating in the hotel market through higher quality services but at a higher price which mostly makes it inaccessible for mid-incomed and budget travellers. Besides, other competitors like London Bridge Hotel, Travelodge, and others are charging customers a higher price while not being able to meet higher service quality (Ozturk and Hancer, 2022). On the other hand, some less-tiered hotel businesses, such as Good Hotel, Lords Hotel, and The Tower Hotel have been known to be providing their service and additional amenities to the travellers and guests at lower prices, but not adhering to quality standards (O’Connor and Murphy, 2021). So, they can attract low-budget travellers but due to their quality standard, they are struggling to general repeat purchases. However, hotels, such as Queens Park and Cavendish are offering their services at lower prices while maintaining decent service quality. Now, to highlight the placement organisation, Premier Inn Hotel has been found residing in a better place than all these hotels mentioned previously as the hotel has been treating and serving guests with high-quality services while keeping its service prices competitively lower (Memarzadeh and Anand, 2020). This has made the organisation remain at the top of London’s most convenient hotels with higher budgets.


[bookmark: _Toc165735864][bookmark: _Toc165910022]Theme exploration
The hospitality industry has been experiencing a significant change which is being driven by the rapid advancements in the technology sector. Apparently, different budget hotels like Premier Inn Hotel have been known for their emphasis on standardised and affordable offerings. These hotels are now increasingly recognising the potential of technologies for streamlining operations, enhancing guest experiences, and even remaining competitive in the dynamic hospitality and hotel management industry (Ponduri et al., 2023). Here, this research work has explored the themes regarding technology utilisation within budget hotel operations management. This theme exploration revolves around Premier Inn Hotel, a leading budget hotel chain operating in London, as a case study and placement area to assess the ways technology is gradually shaping this industry sector. Through this exploration, a thorough examination has been done of the hotel’s current approach to technology, along with its impact on guest experiences and operational efficiency (O’Connor and Murphy, 2021). This also involves a section highlighting the potential development and improvement areas so that the selected hotel chain can effectively develop itself and facilitate more technology integration based on changes in market trends and guest expectations.
[bookmark: _Toc165910023]Technology adoption within budget hotels
Technology adoption within budget hotels can be categorised into three different criteria; property management systems (PMS), guest-facing technology, and back-office systems. Now, a detailed discussion of these areas is given below:
Property management systems (PMS): The PMS is utilised in budget hotels to perform crucial activities like managing reservations, billing, offering information to guests, forming the foundation of hotel operations, housekeeping functions, and many more (Smith and Godbey, 2020). Here, cloud-based PMS solutions are mostly gaining popularity in budget hotels because of their affordability and scalability.
Guest-facing technology: In terms of guest-facing technology, budget hotels like Premier Inn Hotel encompass different technologies, such as self-service kiosks, mobile applications, in-room technologies, and so on which directly interact with guests while enhancing their experiences (Mack et al., 2022). Here, through kiosks, hotels allow guests to check in and check out, and access information independently to reduce the waiting times as well as staffing needs. Besides, through mobile applications, these hotel chains are facilitating mobile check-ins, room key access, service bookings, and even communication with hotel management and staff (Smith, 2021). Plus, the in-technologies like WIFI, Smart TVs, digital thermostats, and others are being facilitated by the budget hotels for personalised guest comfort and entertainment.
Back-office systems: As for back-office management, different systems like revenue management systems (RMS), housekeeping management systems (HMS), energy management systems (EMS), and similar others are being implemented to support internal operations while intending to improve efficiency (Tan, 2020).
[bookmark: _Toc165910024]Study of technology adoption in Premier Inn Hotel
Now, to dig deeper into the theme and highlight the focus on the case of Premier Inn Hotel, this budget hotel acknowledges the significance of technology within its operational areas. Its website and social media channels promote features offered by the hotel chain like mobile app check-in, online booking, contactless payments, and similar others which demonstrates its commitment towards technology and guest convenience (Mannell and Iso-Ahola, 2020). Here, to ascend further and delve into specified technologies utilised by Premier Inn Hotel and their potential impact, a detailed discussion consisting of the findings from secondary research, case study analysis and placement experience has been provided in detail below:
Property management system (PMS)
Upon research, it has been acknowledged that Premier Inn Hotel likely utilises a cloud-based PMS to manage reservations, guest information and queries, and its billing procedures. Through this, the hotel has been successful in streamlining operations and facilitating centralised data management throughout its hotel chains in numerous locations within London (Lo and Darma, 2022). Through the implementation of cloud-based PMS, the hotel has been able to reap significant benefits in terms of efficiency improvement, real-time data access, and many more. Here, some of the crucial impacts of this technology on the hotel's operations management and guest experience are given below:
Enhanced efficiency: The cloud-based PMS within Premier Inn Hotel automates its various routine tasks which were handled previously through manual labour. It involves activities like guest check-in/check-outs, reservation confirmation, housekeeping assignments, billing generation, and so on (Premier Inn, 2024). Through automation of these tasks, the PMS here frees up valuable staff time so that staff can focus on offering exceptional guest services through guest interaction, resolving issues, and others, instead of being busy doing administrative duties all day.
Real-time data: The cloud-based PMS of Premier Inn Hotel also provides real-time access to important data which the staff can easily access for retrieving updated information on a variety of aspects like occupancy rates, guest preferences, and revenue trends (Sheldon, 2022). Here, this has been providing real-time information regarding room availability and occupancy rates, allowing for better revenue management strategies and forecasting. Besides, this aids the company in recording guest preferences like dietary restrictions and patterns, previous requests, preferred room type, and many more, which facilitates staff in personalising the guest experiences, while also anticipating their needs (Thapa, 2019). 
Centralised control: Apparently, within Premier Inn Hotel, the PMS assures consistency in terms of service standards and processes across all locations within London, which guarantees the guests a reliable and familiar experience. In addition, it provides the hotel with a centralised view of its resources across different locations so that the hotel management body can optimise its staff levels and allocate resources according to real-time demand (Shi, 2020). Plus, this technology also allows a platform for performance comparison among different locations which enables the business to determine improvement areas for targeted strategies implementation for enhanced guest satisfaction and profitability.
Guest-facing technology
The observation during placement and secondary research has highlighted that Premier Inn Hotel offers mobile application, online booking, and other functionalities are discussed in detail below:
Mobile application: Technology integrations like the mobile application in Premier Inn Hotel have facilitated more convenient ways to access room keys, service orders, or integration with local attractions which has been enhancing personalisation efforts (Liu, 2019). However, even though it looks more convenient, the hotel’s mobile app has only limited features compared to its competitors’ apps.
Self-service kiosks: Based on the research conducted, there is no concrete evidence regarding Premier Inn Hotel’s use of self-service kiosks for facilitating self-check-in/check-out services (Sisson and Adams, 2021). This has significantly increased guest waiting time, particularly during peak hours and seasons.
In-room technology:  The research suggested that Premier Inn Hotel has limited in-room technology due to its budget-friendly approach. The hotel chain has basic amenities like heated baths, free WIFI, Smart TV, and others, but more advanced technologies like digital temperature controller, voice-controlled assistance and others could have proven more effective in serving guests more comfort (Siguaw, Enz and Namasivayam, 2021).
Back-office systems
Revenue management system (RMS): Premier Inn Hotel has been observed to be employing RMS for the optimisation of its pricing strategies according to the fluctuations in demand and competitor pricing (Tse, 2022). This system ensures the hotel chain's maximum revenue without compromising its occupancy rates. Apparently, through analysis of historical data, real-time market conditions, competitor pricing, and others, this assists the hotel business in terms of optimising pricing strategies, adjusting room rates during peak seasons, special events, and many more to increase revenue potential (Kotas, 2021). Besides, it is also allowing Premier Inn Hotel to optimise its inventory management through strategic allocation of rooms at different prices and avoid both overbooking or under-booking situations. Additionally, with data-driven pricing strategies and optimised inventory management, the organisation has been achieving significant revenue growth.
Housekeeping management system (HMS): Even though there is not much information regarding Premier Inn Hotel’s HMS in the secondary sources, it has been observed that the hotel chain utilises some forms of digital task assignment or communication system for coordinating its housekeeping staff. Through this, it has been generating cleaning schedules according to room occupancy and guest check-out times, while optimising staff workload and properly cleaning rooms (Law, 2019). Besides, this budget hotel has been managing to digitalise task lists to assign housekeeping staff specified tasks based on room types and location for a streamlined cleaning process. In addition, the HMS system is aiding the business in communicating room status updates, reporting maintenance issues, and even requesting additional supplies in real time to ensure better coordination among management and staff.
Energy management system (EMS): Upon thorough investigation of the case of Premier Inn Hotel during placement, it has been assessed that the EMS of this hotel is not very efficient as the business still utilises traditional incandescent bulbs within its hotel chains in different locations (Sirakaya-Turk et al., 2022). Besides, there have been no traces of advanced EMS technology like Smart thermostats, LED lighting, occupancy sensors, and similar others found in its offered rooms, meaning this budget hotel chain is not very good at facilitating EMS for service efficiency, guest experience and even cost management.
[bookmark: _Toc165910025]Impact on guest experience and operational efficiency
Benefits
Guest convenience: The online booking and mobile application of Premier Inn Hotel has been providing its guests with more convenient options in terms of booking and managing their reservations. Besides, this is also catering to tech-savvy guests and travellers who prefer self-service options.
Operational efficiency: Apparently, the mentioned cloud-based PMS most likely streamlining its operations and reducing its administrative tasks for staff for which the staff feeling free are becoming more focused on serving higher-value guests through proper interactions and patience (Leslie, 2020).
Improved guest communication: The website and mobile application of Premier Inn Hotel provide features and platforms for guests to communicate with hotel management and staff where they can request additional amenities, inquire regarding local attractions, and report maintenance issues (Korte, 2023). This is streamlining the hotel's communication process and aiding significantly in addressing guest needs more promptly.
Potential cost savings: The technologies adopted by the hotel have been assisting it in terms of saving costs in various ways. For example, its online booking platform has been reducing its reliance on call centres, and automated housekeeping task assignment has been found missing sign its staff scheduling which is gradually leading it towards reduced labour costs.
Drawbacks
Limited guest-facing technologies: The lack of information regarding self-service kiosks or any other advanced in-room technologies indicates that Premier Inn Hotel lags behind its competitors in terms of offering its guests a more tech-driven experience (Kansakar, Munir and Shabani, 2019). This void here can influence the decision of the guests who expect a certain level of technological convenience during their stay within this hotel.
Uncertain impact on guest experience: Even though the guests of Premier Inn Hotel may appreciate its basic functionalities, some may value additional features for better convenience and personalisation (Law, Buhalis and Cobanoglu, 2021). Here, through analysing online guest reviews, the organisation can shed light on specific areas where technology can improve the overall guest experience.
Data security concerns: Guests of Premier Inn Hotel are increasingly concerned about data privacy and demanding robust cybersecurity protocols and measures. As the budget hotel has been found adamant to keep things simple and affordable, it is observed that the business has lower protective measures which overall may give birth to data protection issues as it deals with sensitive information like customers’ personal data, credit card details, and others (Whitaker, 2019). 
[bookmark: _Toc165910026]Areas for development and improvement
Based on the thorough analysis process, there have been some improvement areas found within the operations of Premier Inn Hotel which needs to be addressed with proper development initiatives for improved guest experience and satisfaction. These are:
Guest-facing technology: This hotel chain business has been found to have a higher lack in terms of guest-facing technology where it does not have self-service kiosks to streamline the check-in/check-out process which often hampers its workflow during peak hours. Besides, Premier Inn Hotel’s introduced mobile application does not support additional features like its market competitors’ apps which is making its mobile application more limited and non-guest friendly (Lenihan and Sheridan, 2021). In addition, it does not support any advanced in-room technologies like voice-controlled assistance and other relevant technological amenities, making its rooms non-attractable to guests and travellers seeking technology-integrated experiences during their stay.
Transparency and communication: Assessing the website and the interface of its mobile application, it has been noticed that Premier Inn Hotel has less information regarding the types of technology it uses (Kim and Ham, 2020). This is limiting guests' and travellers’ engagement in its business operations as guests are not utilising its features which they are unaware of. Additionally, integration of digital technology like blog posts or social media presence has been observed as not very frequent which can be improved to facilitate transparency and communication.
Data security and guest trust: As previously mentioned, Premier Inn Hotel has been found less concerned about data privacy and protection which can seriously harm its reputation if any sensitive data gets leaked online (Williams, 2021). This also makes it more vulnerable to cyberattacks which the organisation needs to address immediately.
Technology for budget-conscious guests: This budget hotel still has been found using traditional light bulbs in most of its hotels in different locations of London which contributes to its energy bills and operating costs (Law and Jogaratnam, 2022). Besides, even though the hotel does not use any high-tech devices to reduce utility bills, the utilisation of manual labour and traditional technology can also increase its operation costs due to minimum salary and wage demands, and other environmental laws.
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[bookmark: _Toc165910028]Conclusion
To conclude, it has been acknowledged that the hospitality and hotel management industry is going through a digital revolution where different budget hotels operating in the UK like Premier Inn Hotel need to accept technology to remain competitive. It is evident that while Premier Inn Hotel provides a more basic level of technology through mobile applications and online booking, it has more significant opportunities to explore for further development. Here, this exploration of technology usage within a budget hotel’s operations management while highlighting this hotel as a case study has revealed both benefits and improvement areas for the company. To recap the key findings, this hotel’s current approach mostly provides certain advantages in terms of guest convenience through mobile apps and online booking functionalities. Besides, cloud-based PMS has been found to stream operations and reduce the pressures of administrative tasks. On the other hand, the lack of self-service kiosks, advanced in-room technologies, and back-office systems suggested that there is a lot of space for improvement. These potential voids within the area of technology adoption have highlighted the significance of striking a balance between offering guests a tech-driven experience and maintaining budget-friendliness. Here, budget-conscious travellers have been found still expectant regarding certain levels of convenience and personalisation while they stay at the hotel. Hence, through the strategic implementation of cost-effective technological solutions, Premier Inn Hotel have the potential to increase its guest experience while differentiating itself from its market rivals and optimising operational efficiency.
[bookmark: _Toc165910029]Recommendations
Optimising technology for budget-conscious guests: Premier Inn Hotel can partner with technology providers to offer more scalable solutions and cost-effective options and implement features, such as mobile application functionalities or self-service kiosks. Besides, it should utilise open-source platforms for specified functionalities to further reduce operating costs while facilitating necessary amenities (Kinderlerer, 2020). Here, researching cost-effective solutions can allow this budget hotel to adopt technology without forcing it to compromise its core value proposition of affordability.
Investment in staff training: It can also implement new technologies in staff training to ensure their effectiveness and troubleshoot any kinds of issues that may arise during operations. This investment in staff training can empower it to offer a seamless guest experience through technology integration in daily operations. Moreover, these training activities can enhance staff and make them capable of handling situations when technology is not preferred by guests or not available for action (Lee, 2023). So, this can establish a balance between technology and human interaction for a high level of service quality maintenance.
Personalisation through guest data analytics: This budget hotel can also leverage guest data from its PMS and mobile app to personalise its guest experience. For this, it can offer pre-stay recommendations for local restaurants or attractions according to guest preferences or their booking history (Khatri, 2019). Providing tailored room options can also be beneficial here while offering targeted in-app discounts or promotions through data analysis can help Premier Inn Hotel in personalising guest experience, catering to individual needs, and nurturing guest satisfaction.
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My recent placement in the Premier Inn Hotel of London has been a rollercoaster ride of discovery and learning. While stepping into the budget hospitality world, I have been eager to observe the inner operations of a large hotel chain (Kansakar, Munir and Shabani, 2019). Here, throughout the placement duration, I have immersed myself in daily operations which included interacting with diversified staff members from whom I have received invaluable information about the hospitality industry. Now, this reflective account has delved into the key aspects of my placement which highlights all lessons learned, along with challenges encountered and additional skills acquired.
One of the most striking aspects of the entire placement has been the intricate alignment of tasks which have ensured proper and smoother guest experiences. From the detailed housekeeping routine to the effectual reception desk operations, I have acknowledged that each department plays a crucial role in hotel standard management (Yin, 2003). Besides, witnessing this synchronised effort has made me more appreciative towards the complicated logical interplay behind the operations of a well-run hotel like Premier Inn Hotel. For example, during my rotation in housekeeping, I observed careful planning and coordination which led to synchronised room cleaning schedules (Jayawardena et al., 2023). In addition, the housekeepers have precisely categorised rooms according to the time of checkouts and guest occupancy which has ensured efficient cleaning procedures without disrupting guests (Robson, 2016). This experience has highlighted the significance of logistical planning and teamwork in the delivery of a seamless guest experience.
During my placement, I have felt very fortunate to be guided and mentored by seasoned staff members who have shared their intriguing knowledge and experience of the hospitality industry. From experienced housekeepers to front desk supervisors, all have shared their valuable knowledge regarding their respective roles within Premier Inn Hotel (Jones, 2020). Here, my mentor has also played a crucial role who have patiently explaining all the operational procedures while stating the significance of guest-centric service and has offered me constructive feedback regarding the ways to handle guest inquiries and deal with unexpected situations (Veal, 2006). For example, when I followed my mentor at the front desk, a guest arrived with a damaged room key. My mentor dealt with the guest very gently and assessing the whole situation issued a replacement key instantly, and apologised for the inconvenience (Robson, 2016). This has made the guest’s frustration vanish, and the guest has expressed appreciation for the quick resolution. After observing this interaction, I have realised the importance of showing empathy to guests, problem-solving, and maintaining professional behaviours even under pressure.
Despite the effectiveness of the hotel’s operations, I have observed the occurrence of unexpected situations within Premier Inn Hotel. Occasionally, there have been higher numbers of guests which has led towards longer check-in queues. At other times, any minor maintenance issues within guest rooms have required immediate attention. So, witnessing all these situations has underlined the significance of resourcefulness and adaptability (Saunders, Lewis and Thornhill, 2012). During these encounters, all the staff members have remained calm and communicated so well to address guests’ concerns and actively adjusted their schedules to handle pressing matters. Here, this adaptability during the situation has been very crucial in terms of maintaining smoother operations even with unexpected setbacks.
While working at Premier Inn Hotel, the centralisation of clear communication within hotel operations became clear to me when I observed the ways staff members across different departments exchanged information effortlessly to ensure proper and smooth guest services (Sirakaya-Turk et al., 2022). Besides, the mobile app of the hotel and the PMS have facilitated communicating cleaning status to front desk personnel while the receptionists have relayed guests’ requests to the maintenance team. However, all the communication has not been verbal all the time and I have realised the importance of non-verbal cues too (Silverman, 2011). The front desk staff has been noticed to maintain eye contact and offer warm greetings with smiles. These subtle but important communication skills have fostered a more welcoming and professional environment for both tech-savvy and traditional guests and travellers.
Looking behind, I am now committed to increasing my communication skills, including both verbal and non-verbal to efficiently interact with colleagues and guests. Besides, I have been planning to further improve my knowledge of guest service practices and explore the potentiality of adopting technology within the budget hospitality sector.
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