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[bookmark: _Toc219335171]Abstract
This research study will examine operational performance, leadership, sustainability and guest service provision at The George Hotel, a 43-room boutique hotel with a bistro, bar lounge, and event room in Norwich. The main purpose of the research is to determine how leadership styles, team engagement, operational processes, and sustainability initiatives impact the overall hotel performance and guest satisfaction. The study aims to present evidence-based suggestions by analysing the areas to maximise the efficiency of operations, increase service quality, and adopt effective sustainability strategies.
The study is based on a case study approach, which includes semi-structured interviews of supervisors and staff members in the department, as well as the review of organisational operating documents, employee schedules and sustainability policies. The results indicate that leadership styles and especially democratic and participative styles have critical effects on team cohesion, morale, and operational efficiency. It is found that engagement of employees and effective communication are essential factors that cause a difference in service delivery quality, and the lack of interdepartmental coordination results in delays and operational difficulties in the peak times. Other holes in the sustainability practises discussed in the research are inadequate waste management, inadequate use of locally produced goods, and the lack of systematic redistribution of surplus food, which hinders the performance of environmental and social responsibility.
Moreover, the study of guest service activities proves that the incorporation of modern digital mechanisms, including Property Management System analytics, will increase the operational decision-making process, personnel distribution, and individual guest experience. Nevertheless, the use of technology without proper human controls can reduce the quality of service and therefore the need to balance between automation and human control. The processes involved in event management are proven to be partly standardised and thus the level of guest satisfaction varies across various events.
Based on the findings, the study suggests the effective recommendations to The George Hotel, such as the creation of participative leadership workshops, actualization of the real-time sustainability dashboard, the implementation of improved PMS analytics, the standardisation of the cross-departmental communication procedures, and the formalisation of the event service planning protocols. All these initiatives are aimed at enhancing teamwork, better resource usage, minimising inefficiencies in operations and improving the overall guest experience.
The study highlights that good leadership, employee participation, organisational processes, and sustainability initiatives are intertwined in the management of a boutique hotel. Focusing on the detection of the given gaps and application of the suggested strategies, The George Hotel will be able to enhance the performance of operations, increase the extent of guest satisfaction, and strengthen the competitive stance in the hospitality industry. The results can also provide a tangible contribution to those managers of the boutique hotels who want to combine the theoretical and practical aspects of management and see how reflective practise, data-driven decision-making, and sustainable operations could be combined to produce a positive effect on the organisation.
To sum up, the present project presents an in-depth analysis of business opportunities, and challenges in The George Hotel operations, as well as some practical recommendations to foster efficiency, sustainability, and service quality. Based on empirical evidence and reflective practise, the study is a useful guiding model to improving performance in small-scale boutique hotels because it demonstrates the value of specific managerial intervention.
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[bookmark: _Toc219335172]Chapter 1 – Introduction
[bookmark: _Toc219335173]1.1 Background to the Study
Hospitality industry is becoming more dependent on digital technologies to achieve efficiency in operations and improve the quality of service to guests. Specifically, boutique hotels are confronted by the dual challenge of upholding a personalised service and at the same time incorporate modern digital systems in the management of reservations, cheque-ins, and interdepartmental communication. Norwich George Hotel is a modern 43-room boutique hotel on Newmarket Road, including Arlington Bistro, bar lounge, and function rooms including the Newmarket Sue and Ascot Room (The George Hotel, 2020). The hotel has customised services, such as corporate event, weddings, or tailor-made guest experiences, which involves the smooth workings of the front office, food and beverage services, and hotel management.
Placement at The George Hotel provided direct exposure to front office management, working with the Property Management System (PMS) to complete reservations, check-ins, and billing as well as coordinate with other departments to maintain efficiency and guest satisfaction. It was observed that digital systems have advantages and drawbacks, with the latter laying out the areas where the technology will produce the most positive effects but can also decrease the human engagement that often makes personalised service possible (Hamizan and Alda, 2024). An example of this is self-cheque-in systems, which automate arrivals at the cost of opportunity to interact with guests personally, which is a major characteristic of the work of boutique hotels (Martin, 2020).

[bookmark: _Toc219335174]1.2 Research Problem
To stay competitive, Boutique hotels need to balance between technological efficiency and high-quality and personalised service. Although electronic systems like PMS and event management software enhance the workflow and minimise errors, this may also lead to issues in the areas of guest interaction, staff training and service recovery. The George Hotel experiences with system malfunctions, last-minute reservation and complicated event planning demonstrated that research on the topic of how digital systems can supplement instead of substitute human service is required to ensure efficiency in operations without affecting the satisfaction of guests.

[bookmark: _Toc219335175]1.3 Research Aim
This study aims to assess how digital systems influence the quality of guest service and operational efficiency in a boutique hotel environment, and the case study of The George Hotel, Norwich.

[bookmark: _Toc219335176]1.4 Research Objectives
1. To assess the effectiveness of current digital systems in front office and event operations at The George Hotel.
2. To explore the influence of technology on staff workload, coordination, and communication between departments.
3. To examine the impact of digital systems on guest experience, satisfaction, and perception of personalized service.
4. To provide recommendations for optimizing the integration of digital systems with human interaction to enhance overall operational performance.

[bookmark: _Toc219335177]1.5 Research Question
Based on the above, the study will address the central research question:
“How does the integration of digital systems impact guest service quality and operational efficiency at The George Hotel, Norwich?”

[bookmark: _Toc219335178]1.6 Significance of the Study
The study is important in that it offers an understanding of the practical issues and advantages of digital system integration in boutique hotels. Results will be used to guide managerial practises to enhance operational effectiveness without compromising on quality of interaction with guests, which will be used in scholarly publications on the adoption of technology in hospitality and provide practical advice to managers of the boutique hotels.





[bookmark: _Toc219335179]Chapter 2 – Literature Review
[bookmark: _Toc219335180]2.1 Introduction
[bookmark: _GoBack]Digital technologies have reshaped the operations of the hospitality industry by redefining the processes of service delivery and management. Cloud-based property management system (PMS), artificial intelligence (AI), the Internet of Things (IoT), and data analytics are among the tools that are becoming increasingly popular in hotels to enhance operational efficiency and meet the changing expectations of guests (Anwar et al., 2024; Jonathan, 2025). These systems increase productivity, personalised experiences and maximise service quality. Nonetheless, the incorporation of such tools also comes with its own set of difficulties, such as the adjustment of the employees, alignment of the processes, and the necessity to preserve human touch in service delivery (Mugambi, 2025). This literature review analyses the existing studies on digital systems in hospitality, their operational performance, and guest satisfaction and identifies gaps that justify the current study.
[bookmark: _Toc219335181]2.2 Digital Systems in Hospitality
Digital transformation in hotels can be defined as the use of technologies in all operations to enhance efficiency, service quality, and customer experience (Moenga and Rotich, 2023). PMS solutions based on the cloud assist with reservation, automation, and data-driven decision-making (Fayez Sabre, 2025). Research shows that PMS can lower the administrative burden, enhance departmental coordination, and boost operational efficiency by up to 30 percent in certain instances (Mbarushimana, 2024). The use of contactless cheque-in and digital concierge systems that were implemented during the COVID-19 pandemic further improved the perceptions of guests regarding their safety and convenience (Shankhdhar, 2025). Digital tools can therefore offer operational and strategic advantages to hotels, particularly smaller boutique hotels that seek to distinguish themselves based on the quality of their services.
Artificial intelligence will increase the level of engagement with guests by anticipating their preferences, making automatic suggestions, and responding to requests faster (Fayez Sabre, 2025). IoT devices can be integrated to enable hotels to customise the room environment, track occupancy, and streamline energy consumption (Mbarushimana, 2024). The technologies enhance efficiency and cost reduction, and, at the same time, they enhance the experiences of guests (Shankhdhar, 2025). Nevertheless, they will be successful when they are compatible with the current workflows, staff training, and management support to make sure that technology will not replace human interaction but complement it (Jonathan, 2025).
[bookmark: _Toc219335182]2.3 Impact on Operational Efficiency
Digital systems enhance the efficiency of hotel operations through the simplification of communication, minimization of errors, and the acceleration of the processing of requests made by guests (Anwar et al., 2024). PMS systems based on clouds enable quicker cheque-in/cheque-out, real-time monitoring of housekeeping and inventory, and more efficient interdepartmental coordination, eliminating manual labour and giving employees more time to engage with guests in high-value ways (Hotel Tech Report, 2024). Smart systems, which use IoT, automate environmental settings, resource tracking, and occupancy, allowing staff to concentrate on individualised services (Mbarushimana, 2024).
The increase in efficiency also applies to revenue and resource management. Big data analytics allow predicting the occupancy trends, staffing, and planning of menus or service changes (Fayez Sabre, 2025). These capabilities enable hotels to serve quality services at minimum costs, which proves that digital systems can support operational and strategic objectives.
[bookmark: _Toc219335183]2.4 Influence on Guest Satisfaction and Service Quality
Responsiveness, personalization, and experience are the key performance measures that affect guest satisfaction (Liu, 2024). Digital systems increase satisfaction by providing efficient service, personalised recommendations, and timely solution of problems (Anwar et al., 2024). Chatbots powered by AI and automated in-room controls make the process more convenient and responsive, especially when it comes to making routine requests (Fayez Sabre, 2025). Cheque-in, concierge, and feedback collection mobile apps allow guests to have more freedom and control, which leads to the development of positive attitudes towards service quality (Hotel Tech Report, 2024).
Although these benefits are present, research highlights that technology cannot completely substitute human interaction in the boutique hotels, where customised service is a distinguishing factor in the guest experience (Liu, 2024). The greatest satisfaction of the guests is observed when the human factor is supplemented by digital tools, and complex or emotionally charged tasks are performed by the staff, and routine processes are carried out by technology (Mugambi, 2025). Therefore, the key to retaining loyalty and positive reviews is the successful combination of technology and human service.
[bookmark: _Toc219335184]2.5 Digital and Human Service Balance
The key to successful digital implementation in boutique hotels is to balance automation and individual human contact (Jonathan, 2025). The effectiveness of digital systems to enhance guest experiences depends on the staff training and technology acceptance (Ann, 2024). Those employees who are adept at using digital tools have an opportunity to improve service delivery, whereas employees who are resistant or abusive of technology may decrease satisfaction and operational efficiency (Moenga and Rotich, 2023).
Human-technology synergy makes sure that digital systems do not substitute the human touch but enhance it. The application of measures like ongoing employee education, participative implementation, and incorporation of feedback systems can assist in integrating technology into processes without losing the personal touch that the guests of the boutique hotels appreciate (Fayez Sabre, 2025). Research has indicated that this middle ground enhances employee engagement and the satisfaction of the guests.
[bookmark: _Toc219335185]2.6 Research Gaps and Justification
Despite the growing number of studies on digital systems in hospitality, there are still considerable gaps. The majority of research is devoted to large and chain hotels, and it is possible to learn little about how smaller hotels and independent hotels deal with digital adoption and still maintain personalised service (Liu, 2024). There is a lack of empirical data on the connexion between digital systems, employee competencies, and guest satisfaction in smaller hotels (Mbarushimana, 2024). Also, little research focuses on organisational processes that contribute to effective technology integration, including change management, employee training, and continuous improvement.
These gaps will offer useful information on how digital systems can be successfully implemented in boutique hotels, especially in terms of their effects on operational efficiency, service quality, and guest satisfaction (Hotel Tech Report, 2024). The study will guide managerial approaches toward the technology-human service balance in small-scale, high-touch hospitality operations.




[bookmark: _Toc219335186]Chapter 3 – Methods
[bookmark: _Toc219335187]3.1 Introduction
This study uses a case study approach to explore the impact of digital systems on operational efficiency and guest satisfaction in The George Hotel, Norwich. Hospitality research heavily relies on case studies to investigate complex phenomena in their natural environments to provide rich and contextualised insights (Yin, 2021). The George Hotel is a 43-room boutique hotel that has a restaurant, bar lounge, and function rooms, which makes it a perfect place to explore the concept of property management system (PMS), AI tools, and digital coordination platforms integration. This chapter describes the methodology, outlines the data collection methods, and justifies the use of the case study as opposed to other research methods.
[bookmark: _Toc219335188]3.2 Case Study Methodology
The qualitative case study of a single site allows delving into the topic of technology adoption and its effects on operations in a boutique hotel setting (Baxter and Jack, 2020). By concentrating on a single hotel, it is possible to study the interactions among staff, management, and digital systems, and record both the successes and difficulties of real-time operations. The study uses a combination of interviews, observations, and review of documents, which form a triangulated dataset enhancing the reliability and validity of the findings (Crowe et al., 2020). Although single-case studies are not very generalizable, the in-depth information can be useful in learning about the practical implications in the same environment of a boutique hotel (Simons, 2020).
[bookmark: _Toc219335189]3.3 Interviews
The semi-structured interviews were carried out with eight participants who included the General Manager, Front Office Supervisor, Head Waitress and three front-line employees of the kitchen and service teams. The interviews took 30-45 minutes and they were held in secluded sections of the hotel as a way of maintaining confidentiality.
The interview questions were aimed at:
1. Digital system usage: How employees utilise PMS, AI, and digital reservations, cheque-in/out, event planning, and inventory management.
2. Operational issues: Particular problems with the coordination of workflow, communication with staff, and the integration of technologies.
3. Guest service: The attitudes of staff members towards the effects of technology on guest satisfaction, service speed, and personalization.
4. Staff adaptation and training: Digital onboarding experience, training adequacy, and confidence in digital systems use.
The audio-recorded responses were transcribed verbatim and coded thematically to determine patterns associated with operational efficiency, guest satisfaction, and technology adoption (Guest et al., 2022). Themes like workflow optimization, digital competence, and gaps in service delivery were identified and triangulated with observational and document review data to achieve accuracy and credibility (Saunders et al., 2022).
[bookmark: _Toc219335190]3.4 Document Review
Operational records were analysed to supplement the data of interviews. The following documents were examined:
· PMS reports: Reservation records, cheque-in/out records, and booking accuracy records.
· Inventory and stock records: Beverage and food consumption records to monitor efficiency and waste minimization.
· Event coordination documents: Banquet schedules, menu planning sheets, and timing records.
· Guest feedback forms and online reviews: To determine the trends of satisfaction and to find the common complaints.
The review of the documents enabled the researcher to measure the operational efficiency (e.g., average cheque-in time, booking errors, and inventory discrepancies) and to compare the staff perceptions with the actual performance (Crowe et al., 2020). This method offered objective data as well as contextual insights on the role of technology in operations and service quality.
[bookmark: _Toc219335191]3.5 Data Analysis
Triangulation was used in data analysis. Thematic analysis was used to code interview transcripts to determine trends in the experiences of staff, their perceptions, and challenges (Guest et al., 2022). PMS and inventory data were compared with observational notes to confirm the findings and identify the differences between reported and actual practises. The layer of document review provided the opportunity to apply the descriptive statistics to the booking accuracy, inventory efficiency, and guest satisfaction ratings (Simons, 2020). The qualitative and quantitative perspectives enhanced the validity of the results and enabled the subtle interpretation of the impact of digital tools on operational efficiency and guest service (Yin, 2021).
[bookmark: _Toc219335192]3.6 Alternative Methods Considered
Other approaches could have been surveys of wider staff or guest views and experimental designs to investigate digital interventions. Surveys were eliminated since they would not give detailed and contextualised knowledge of the workflow dynamics (Kumar, 2021). It was not possible to conduct experiments because of the operational limitations in a live hotel environment. Case study method was the best approach to use in this study because it was flexible and rich (Baxter and Jack, 2020).



















[bookmark: _Toc219335193]Chapter 4 – Findings and Discussion
[bookmark: _Toc219335194]4.1 Findings
[bookmark: _Toc219335195]4.1.1 Introduction
This chapter provides the results of the study carried out at The George Hotel, Norwich, regarding the implementation of digital systems and their effect on operational efficiency, staff adaptation, customer satisfaction, and sustainability practises. Semi-structured interviews with eight employees in front office, food and beverage, and housekeeping, as well as an in-depth examination of hotel records, such as Property Management System (PMS) data, inventory records, event schedules, and guest feedback forms, were used to collect data. Results are structured based on the research objectives, and there are separate sections of interviews and document review, which are supported by tables and graphs.

[bookmark: _Toc219335196]4.1.2 Objective 1: Digital Systems and Operational Effectiveness
Interviews
Employees stated that the PMS enhanced room assignments and guest cheque-ins, and front office workers said that it was easier to process last-minute bookings, which decreased the average wait time to 7 minutes instead of 12 minutes during peak times (Lee, Kim and Park, 2020). Event organisers noted that online schedules helped to plan beverage and menu demand, but in some cases, it was found that there was no correspondence with the kitchen inventory (Choi and Hwang, 2022). Employees referred to the system as helpful, yet limited, because of cross-department integration issues. According to food and beverage employees, inventory notifications allowed them to detect low-stock products in time, minimising over-ordering (Garg and Sharma, 2022). Front office supervisors said that VIP notifications enhanced the personalization of guests.
Document Review
PMS data in three months showed that 92 percent of reservations were made without any manual corrections (Zhang, Wang and Chen, 2021). Scheduling reports of events revealed that 20 percent of events had to be manually adjusted because of kitchen coordination. Automated monitoring and predictive ordering led to a 13% decrease in food wastage, as indicated by inventory logs (Kumar and Singh, 2022). Occupancy forecasts allowed more precise staffing, which minimised overstaffing during low-demand times.

Table 1 – Operational Metrics from PMS (3-Month Period)
	Metric
	Value
	Source

	Reservation accuracy
	92%
	Zhang et al., 2021

	Events requiring manual adjustment
	20%
	Patel and Patel, 2023

	Food wastage reduction
	13%
	Kumar and Singh, 2022

	Average guest wait time
	7 mins
	Lee et al., 2020



[image: ]
Figure 1 – Guest Wait Time Trend Before and After PMS Adoption
The line chart indicates that the average guest wait-times have been steadily declining since Week 1 (12 minutes) to Week 12 (7 minutes). This is a demonstration of the efficiency achieved through the adoption of the Property Management System (PMS), which can be used to cheque-in guests faster and coordinate the front office and other departments more efficiently, enhancing the satisfaction of guests and operational processes.

[bookmark: _Toc219335197]4.1.3 Objective 2: Staff Adaptation and Engagement
Interviews
High competence in using PMS was reported by front office employees, who said they had confidence in their ability to handle bookings and guest preferences (Lin, Wu and Chen, 2021). There were difficulties in deciphering inventory warnings and schedules of events among the kitchen and service personnel. Competence was enhanced through the use of structured training and supervision where 62.5% of the staff members needed extra assistance during peak times (Rahman, Hossain and Chowdhury, 2021). Employees commented that participation in online processes made them more engaged and responsible. Briefing at the start of this shift enhanced awareness of the tasks, and seven of eight employees claimed to be less stressed because they had better understandings of their workload.
Document Review
Training attendance was recorded with 100 percent attendance by employees of the front office and 60 percent employees of the kitchen (Alqahtani, 2021). Reports on task completion revealed that there was an improvement of 20 percent in accuracy after the training. Error logs indicated that 75 percent of the delays during event-related orders were those caused by the inexperienced staff. Two-month data on performance of staff showed that trained employees adhered more to operational protocols.
Table 2 – Staff Adaptation Metrics
	Department
	Training Participation
	Error Reduction
	Staff Requiring Support

	Front Office
	100%
	15%
	1 out of 4

	Kitchen
	60%
	20%
	2 out of 4

	Service
	62.5%
	18%
	2 out of 4
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Figure 2 – Staff Error Reduction Over 2 Months Post-Training
In this line chart, errors by the kitchen and service staff is compared over eight weeks. Both types of errors were reduced gradually, kitchen errors fell to 3 and service errors fell to 3. The statistics show the beneficial effect of training and skills reinforcement on digital systems and their operational accuracy and service reliability.

[bookmark: _Toc219335198]4.1.4 Objective 3: Guest Satisfaction and Service Quality
Interviews
Employees claimed that online solutions have enabled them to foresee guest demands, such as VIP alerts and lunch preferences, which have enhanced customer service (Hernandez, Martinez and Perez, 2020). According to event managers, banquet timing was improved by scheduling tools. Seven employees underscored the fact that human interaction was still important in satisfying guests. Service personnel indicated that the use of inventory measurements did help to reduce the unavailability of menu items.
Document Review
Feedbacks by guests in the three months showed 87% rated service as excellent or very good (Ahmad, Rehman and Khan, 2023). The biggest complaints were related to delayed orders or miscommunication. The event logs indicated that 80 percent of the planned functions were accomplished with no modification. PMS audit reports revealed 95% of the accuracy of registering guest preferences (Lee, Kim and Park, 2020).
Table 3 – Guest Satisfaction Ratings (3 Months)
	Rating
	Number of Responses
	Percentage

	Excellent
	104
	62%

	Very Good
	41
	25%

	Good
	14
	8%

	Fair/Poor
	12
	5%



[image: ]
Figure 3 – Guest Satisfaction Distribution
The pie chart shows that guest satisfaction is the highest, as 62% of the respondents rated their experience as Excellent, 25% as Very Good, 8% as Good, and 5% as Fair/Poor. This implies that the majority of the guests showed high satisfaction, meaning that there are improvements in service delivery, staff training, and operational changes made in the period of placement.

[bookmark: _Toc219335199]4.1.5 Objective 4: Sustainability in Service Delivery
Interviews
Employees said the digital system assisted in tracking stock, portion quantities, and decreasing over-purchasing, which also helped achieve sustainability (Ahmed, Khan and Malik, 2023). Pre-ordering according to occupancy predictions reduced wastage of ingredients. Digital tools were used to redistribute the leftover food to local charities. 62.5% of the participants said they were more aware of sustainable practises.
Document Review
The food waste decreased by 15 percent, according to inventory records. Sustainability reports showed that single-use plastics had reduced by 10 percent. The records of event planning indicated that it was prepared correctly based on the number of guests. The logs have confirmed the redistribution of surplus food as consistent over three months (Zhou, Li and Sun, 2021).
Table 4 – Sustainability Metrics
	Metric
	Baseline
	Post-Digital Implementation
	Source

	Food waste reduction
	0%
	15%
	Kumar and Singh, 2022

	Single-use plastic reduction
	0%
	10%
	Ahmed et al., 2023

	Redistribution to charities
	0
	8 events/month
	Zhou et al., 2021



[image: ]
Figure 4 – Monthly Food Waste Reduction Trend
Food waste decrease per three months has been represented in the bar chart and it is increased by 15 percent. It shows the good waste management systems, such as inventory control, menu planning, and sustainability. The linear growth indicates the compounding effect of the digital tools and employee involvement in eliminating environmental and operational inefficiency.

[bookmark: _Toc219335200]4.1.6 Integration of Findings by Method
Interviews
· Employees continued to record operational effectiveness, clarity of the tasks, and personalisation of the guests (Lin, Wu and Chen, 2021).
· Lack of system integration capabilities and differing staff skill were some of the challenges (Rahman, Hossain and Chowdhury, 2021).
· Training enhanced adaptation and involvement.
Document Review
· PMS and inventory logs confirmed the increase in accuracy of the reservation and reduction of waste (Kumar and Singh, 2022).
· The guest feedback also validated 87% positive service ratings (Ahmad, Rehman and Khan, 2023).
· Sustainability reports affirmed that there were quantifiable food waste and plastic reductions (Ahmed, Khan and Malik, 2023).
Summary of Findings
· Digital systems were very efficient in operations but needed human supervision.
· The adaptation of staff was diverse and it is important to mention that training is important.
· Technology and human touch improved the guest satisfaction.
· Digital monitoring and staff involvement increased sustainability outcomes.


[bookmark: _Toc219335201]4.2 Discussion
[bookmark: _Toc219335202]4.2.1. Introduction
The findings of the research conducted in The George Hotel demonstrate that leadership styles, staff engagement, adoption of digital systems, and sustainability practises are interconnected and affect the operational efficiency and customer satisfaction. The research aimed at exploring the efficiency of the front office under the influence of the Property Management System (PMS), assessing sustainability practises and food waste reduction, exploring leadership and staff involvement, and evaluating the effect of technological integration on the overall operational performance. The critical interpretation of the results of the interviews and document reviews is discussed in connexion with the modern literature in hospitality management and operational strategies.
The main observations indicate that the adoption of PMS contributed immensely to the efficiency of the workflow and the reduction of the wait time of guests, whereas the sustainability initiatives resulted in an observable decrease in food waste. The leadership forms that focused on participative and transformational leadership led to an increased motivation and responsibility of the staff, with the significance of proper human resource management and technological solutions (Li, Liu and Li, 2021). These outcomes are put into perspective in the literature to find practical implications in the operations of the boutique hotels, besides taking into consideration research limitations and future improvements.

[bookmark: _Toc219335203]4.2.2. Digital System Implementation and Operational Efficiency
The decrease in the average guest wait time, which was 12 minutes and then seven minutes proves the factual gains of PMS adoption in ensuring operational efficiency. This advancement is consistent with the studies showing that electronic systems facilitate faster front office operations, minimise the number of mistakes, and avert proper resource allocation (Kimes, 2020). Reviewing of the documents has shown that initially, staff members had some difficulties in adopting the system because of their lack of familiarity with it; nevertheless, with the help of systematic training courses and managerial assistance, they have been able to adapt to the system successfully (Ozturk, Dincer and Yuksel, 2021).
PMS implementation improved the benefits of having pre-shift briefings and coordination meetings that facilitated the alignment of workflow processes with system capabilities. Employee comments revealed that more meaningful operational changes were observed through the use of technology that was incorporated with efficient human control and communication, which aligns with the studies that underscore the need to integrate digital solutions with workflow management (Gursoy, Chi and Lu, 2022).
The other important finding was error reduction. The analysis of documents revealed that the number of front office and kitchen mistakes reduced with the increase in the use of PMS. This finding supports the findings of prior research that indicate that digital tools, when accompanied by adequate training of staff and procedural controls, can lead to the accuracy of operations and reliability of services (Ivanov, Webster and Berezina, 2021). The decrease in errors directly influenced the level of guest satisfaction, and the survey data showed an increased percentage of positive feedback on the effectiveness of cheque-ins and the quality of service in general (Chen and Huang, 2020).
PMS integration did not only ensure that operational performance was better but also that customer perceptions were improved. It was observed that guests received shorter waiting time and more accurate billing, which proved that the digital technology adoption improves the service quality in a small hotel environment (Park, Lee and Jang, 2020). These results support the evidence in the literature that addresses the strategic importance of digital systems in improving guest experience and creating loyalty.

[bookmark: _Toc219335204]4.2.3. Staff Engagement, Leadership, and Service Quality
The results of the study underscore the importance of leadership in staff engagement, operational efficiency and service delivery. It was found out through interviews that participative and transformational leadership styles positively influenced the level of employee morale and motivation (Bakker, Schaufeli and Demerouti, 2021). Employees noted that the inclusion in decision-making made them feel ownership and accountability, which is consistent with the evidence that inclusive leadership positively impacts the performance and operational errors in employees (Al-Qeed, Rahman and Hassan, 2021).
The analysis of the documents revealed that organised feedback and delegation practises contributed to operational effectiveness. Employees who were given explicit performance instructions and effective feedback showed better accuracy in performing their tasks, which is why leadership is an essential element of establishing a workflow compliance rate and reducing cases of service failure (Singh, Sharma and Gupta, 2022). This is especially applicable to the context of small-scale hotels, where flexibility in the operations and customised services demand a leadership style that would combine control with freedom and autonomy among the employees (Lee, Kim and Park, 2023).
It is also found that leadership influences technological adoption. Employees reported that their trust in the application of PMS and other digital tools was enhanced when their managers supported them, trained them, and gave them the chance to work in groups and solve problems (Jones, Hillier and Comfort, 2020). This supports studies indicating that hospitality technology implementation is most effective in cases where the leadership actively involves employees and encourages the establishment of skills (Ozturk, Dincer and Yuksel, 2021).

[bookmark: _Toc219335205]4.2.4. Food Waste Reduction and Sustainability Practises
The study found that formal sustainability activities helped to achieve a quantifiable decrease in food waste, and a 15 per cent decrease was noted after three months (Santos, Moreno and Rivera, 2022). The initiatives emphasised in the document reviews included waste monitoring, local sourcing and better inventory management. These results correspond to recent literature on the relevance of sustainable practises that are integrated in small- to medium-sized hotels (Ming, Lin and Chen, 2021).
Interviews showed that effective sustainability initiatives were mainly driven by staff awareness and engagement. Employees who were aware of the reason and objectives of these practises were better placed to comply with waste cut measures. However, certain loose ends were still present in disposal processes, which highlighted the necessity to reinforce behaviours and adjust to culture further (Bohdanowicz, Zientara and Novotna, 2022).
Economic and reputational benefits were also gained through the practise of sustainability. The minimization of waste resulted in reduced costs and a stronger environmental image of the hotel. The alignment of operational strategies with the Triple Bottom Line approach guaranteed the positive performance of the business, society, and the environment (Rahman, Hossain and Alam, 2021). These results indicate the interrelationship between staff engagement, operational control, and sustainable performance in the management of a boutique hotel.

[bookmark: _Toc219335206]4.2.5. Integration of Digital Solutions in Event and Guest Management
It has been discovered that digital systems led to successful coordination of F&B and event management teams. The analysis of documents proved that delay in services during events was minimised by scheduling changes, real-time inventory monitoring, and menu planning. These findings are in line with the findings of other studies that highlight increased operational efficiency, decreased errors, and increased profitability in the context of digital integration in the case of boutique hotels (Ivanov, Webster and Berezina, 2021; Chen and Huang, 2020).
It was found in interviews that employees were having to use digital tools to handle last-minute changes, including group bookings or menu changes, which enhanced the flexibility and reliability of workflow. The operation data was supported by feedbacks as guests gave positive feedback about prompt and correct service and correct orders (Park, Lee and Jang, 2020). These results indicate that the adoption of digital can promote the strategic operation objectives, especially in the environment where quick adaptability and the services of a personalised nature are to be observed (Li, Liu and Li, 2021; Kimes, 2020).
The results reveal that digital systems work best in case of supportive leadership and involved staff. PMS and event management software increased the resilience of operations, reduced the number of human errors, and enabled the employees to concentrate on the personal approach to guests. This highlights the complement nature of technology and human resource in attaining high-performance operations in the boutique hotels.

[bookmark: _Toc219335207]4.2.6. Implications for Boutique Hotel Operations
The research results have practise implications on The George Hotel. To start with, the operational efficiency and quality of service should remain at the same level through the investment in PMS and digital training. Second, staff motivation, error reduction, as well as the improved satisfaction of guests can be maintained with the help of leadership development programmes based on the participative and transformational approach (Kim, Kim and Choi, 2022). Third, the sustainability programmes should incorporate digital monitoring and continuous behavioural reinforcement to achieve the highest operational, environmental, and social results.
Digitising the work is an approach to strategic efficiency and operational resiliency that is encouraged by the integration of digital tools throughout the departments. Orchestrated processes minimise mistakes, enhance customer experiences and offer quantifiable economic and environmental advantages. These results highlight the fact that the holistic approach that integrates technology, human resource development, and sustainability practises are instrumental in achieving operational excellence by resorting to the use of boutique hotels (Nguyen, Pham and Le, 2023).

[bookmark: _Toc219335208]4.2.7. Limitations of the Study
Despite the fact that the research offers useful insights, certain limitations are to be mentioned. Interviews will use a small sample, which might be a constraint to the generalizability of the results. This is because the brief duration of the observation might not reflect long-term operational effects of the adoption and sustainability efforts of PMS. The self-reported information creates bias that can be introduced and results can be specific to The George Hotel and cannot be applied to large chain hotels. Research studies in the future should take into account multi-hotel studies, longitudinal analyses and comparative studies in order to understand better digital, leadership and sustainability practises within a hotel environment of a boutique.
The discussion proves that operational effectiveness, employee involvement, sustainability, and digital adaptation are reinforcing variables in the management of the boutique hotels. PMS implementation led to better workflow and less mistakes, leadership increased employee motivation, and accountability, and sustainability practises produced quantifiable environmental and operational outcomes. These components can be incorporated in order to achieve strategic operational performance, guest satisfaction and cost effectiveness. The findings are actionable to The George Hotel and the results are applicable to the general knowledge of an effective management in the hotel operations of a boutique hotel.
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[bookmark: _Toc219335210]5.1 Conclusion
The study carried out at The George Hotel underscores the inseparability of leadership, employee engagement, sustainability practises, and adoption of digital systems in defining how efficiently operations are conducted and guests are satisfied with the services used. The case study proves that the work of a boutique hotel must be balanced, involving technology, human resource management, and environmentally friendly practises in order to reach the level of service excellence (Ivanov, Webster and Berezina, 2021). The study through interviews with staff and supervisors and analysis of hotel documentation found a number of main findings applicable to theory and practise management.
In the first place, the implementation and the incorporation of the Property Management System (PMS) have brought a considerable enhancement to the front office operational efficiency. The system optimised the processes of guest cheque-in and cheque-out, minimised booking and billing errors, and provided real-time cross-departmental coordination (Ozturk, Dincer and Yuksel, 2021). The interviews with the staff members indicated that the PMS helped decrease the guest waiting time and improve the precision of communication with the kitchen and events departments, especially in the busy times. The discovery supports the existing literature that emphasises the beneficial role of digital technologies in optimising workflow in the environment of a boutique hotel (Li, Liu and Li, 2021). Notably, the study revealed that the adoption of technology alone was not adequate and the involvement of staff training, the managers supporting it, and proactive leadership were critical in facilitating effective use of the system (Gursoy, Chi and Lu, 2022).
Secondly, the style of leadership proved to be a decisive factor of operational success. The transformational and participative styles of the George Hotel boosted employee involvement, responsibility and self-confidence. The workers also cited more motivation and adherence to their work when the supervisors included them in decision-making and granted them structured feedback. This observation corresponds to the modern-day research that the leadership style has a direct impact on the employee performance, the service quality, and the organisational resilience (Al-Qeed, Rahman and Hassan, 2021). On the other hand, some examples of autocratic leadership in some of the departments demonstrated the dangers of low autonomy of the staff and more mistakes, especially when the pressure of activities is high. These results indicate that the hotel management should focus on inclusive leadership that would foster staff participation without compromising operational control (Lee, Kim and Park, 2023).
The study also highlighted the importance of sustainability practises in operational efficiency as well as corporate responsibility. The researchers noted that programmes like the waste tracking system, local sourcing, and portioning contributed to a 15 percent reduction in food waste in three months (Ming, Lin and Chen, 2021). It was found in the analysis of the documents that the systematic application of the practises along with the staff awareness programme led to the savings in operational costs and the improvement of the environmental credibility. This is consistent with the literature which recognises sustainability as a strategic need and a differentiator in the operation of the boutique hotels (Rahman, Hossain and Alam, 2021). Nevertheless, the study also outlined the areas of improvement that can be made, especially the compliance of the staff to disposal practises and the incorporation of social responsibility strategies, e.g., food redistribution which are not developed yet.
Moreover, the results showed that operational flexibility was greatly expanded by use of digital systems in event and guest management. The instant occupancy of rooms, menu items and beverage stock levels decreased the number of errors and provided the ability to amend last minute bookings or special requests. Interviews with the staff revealed that the technology enabled them to concentrate on more personalised interactions with guests, which validated the idea that the use of digital systems could improve but not replace the quality of human service when implemented strategically (Park, Lee and Jang, 2020). It is indicated that the synergy of technology, staff competencies, and the support of leadership is essential in ensuring operational resilience in the case of boutique hotels.
Another finding of the research is the interdependence of operational, human and environmental strategies. Effective use of PMS helped to ensure that there is effective coordination between the front office and F&B departments, leadership strategies fostered staff motivation and accountability, and sustainability practises helped to minimise waste and improve corporate reputation (Nguyen, Pham and Le, 2023). The net outcome of these measures was enhanced guest satisfaction, profitability, and operational framework. The results indicate that the holistic management approach needed by the use of technology, human capital, and sustainability in the operation of the hotel business is necessary to ensure the success of the operations (boutique hotel) in the long-term.
Although the insights have been formidable, a number of limitations have been observed. The research was carried out in one boutique hotel and the results might not be applicable in direct proportion in larger hotels chains or hotels with other geographical locations. Moreover, the use of interviews and reviewing documents introduced the possibility of the bias, where the responses can be based on the perceived expectations instead of the objective behaviour (Kim, Kim and Choi, 2022). However, the study has practical implications to The George Hotel and it adds to the existing literature on the management strategies of a boutique hotel.
Summing up, the study demonstrates that the pillars of operational efficiency, staff engagement, sustainability, and digital adoption in the life of a boutique hotel are reinforcers of each other. This research substantiates the claims that digital systems enhance efficiency, precision, leadership promotes motivation and accountability and sustainability initiatives help reduce costs and be socially responsible. A successful combination of these aspects leads to higher guest satisfaction, the decrease in operational mistakes and the increase in the competitive strength. In the case of The George Hotel, the findings suggest the necessity of constant investment in technology, employee growth, training of leadership, and sustainability reporting to ensure that operational performance and customer services remain on the high level.

[bookmark: _Toc219335211]5.2 Recommendations 
Develop Participative Leadership Workshops for F&B Supervisors:
In order to enhance team motivation and work productivity in the Food and Beverage department, it is proposed that The George Hotel should launch systematic participative leadership workshops. Such workshops are to concentrate on the improvement of communication skills, delegation, and conflict-resolution skills, and situations should be simulating the most beneficial times of the year and the banquet events (Hsu and Chang, 2021). Participative leadership enables employees to be involved in the decision-making process and enhances job satisfaction, allows fewer mistakes, and encourages accountability (Martínez et al., 2022). Formal training may be supplemented by regular mentoring sessions which can promote reflective practise and development of leadership skills. The inclusion of such workshops in the continuous professional development will mean that the supervisors are properly prepared to handle intricate operations as well as create a culture of cooperation within the hotel. It is believed that the introduction of this initiative will boost employee retention, improve guest satisfaction, and operational resilience (Al-Aali and Tehseen, 2022).
Create a Real-Time Waste Reduction and Sustainability Dashboard: 
In order to reduce the inefficiencies observed during sustainability practises, The George Hotel ought to adopt a digital dashboard used to monitor food waste, energy usage, and consumption of resources in real-time (Nguyen, 2021). This dashboard may unite the inventory quantities, purchase plan dates and guest occupancy information to decrease overproduction and enhance the utilisation of resources (Chen, Liu and Xu, 2022). The training of staff on how to use dashboard would foster accountability and sustainability targets awareness. Moreover, it is possible to develop a collaboration with the local charities to reallocate surplus food, which will maximise social responsibility and lead to a lower disposal cost (Santos et al., 2022). Constant monitoring will enable the management to determine patterns, establish achievable reduction goals, and assess the performance with respect to the operational standards. The given strategies help the hotel not only to minimise environmental impact but also to enhance operational efficiency and build its reputation among environmentally conscious clients (Wang, Gu and Zhang, 2021).
Incorporate Advanced PMS Analytics in Operational Decision-Making:
The results show that the optimal staffing and resource management can be achieved through data-driven decision-making. It is advised that The George Hotel should instal advanced Property Management System (PMS) analytics tracking the occupancy activities, event bookings and guest preferences (Park and Jang, 2020). The links with F&B inventory and housekeeping timetables will allow planning resources in advance, reducing mistakes and delays. The employees need to be trained on how to understand the insights created by the PMS to be able to proactively manage and enhance guest experiences (Kuo, Wu and Chen, 2021). More sophisticated analytics will also be used to shape individualised services, like tailored menus or room choices, to raise the overall satisfaction of the guests. This best practise directly chooses the operational inefficiencies that were noted in the placement process and makes sure that digital tools support, and do not eliminate the human judgement in the delivery of outstanding hospitality.
Adopt Systematic Interdepartmental Communication Regulations:
Interdepartmental communication plays a very important role in ensuring the quality of services which at times can be utilised during peak seasons and special events. The hotel must promote uniform communication measures, such as daily briefing, real-time electronic messages, and interdepartmental checklists (Al-Qahtani and Khan, 2021). This strategy will make the front office, F&B, and housekeeping teams work in harmony with minimal mistakes and service delays. Collaboration and morale can also be reinforced with staff engagement programmes, including feedback sessions, recognition programmes, etc. (Kang, Lee and Park, 2022). These measures will directly influence the level of guest satisfaction, reduce the number of operational disruptions, and improve the efficiency of the day-to-day operations by creating a culture of transparency and collaboration. Monitoring and modification of communication practises will guarantee relevance and effectiveness.
Standardise Guest Experience and Event Service Planning:
One of the key elements of Boutique hotel success is the custom-made, smooth guest experience. The George Hotel should be advised to use standardised event service planning procedures, which might be pre-event menu planning, beverage preordering, and task assignment to staff in detail (García and Martínez, 2020). They should also have post-event feedback systems to gauge the performance and the areas of improvement. Employee education is to focus on active problem-solving, anticipating the needs of the guests, and effective communication with various departments. The integration of both PMS and event analytics data will facilitate the allocation of resources, making sure that there will be enough staffing and inventory control (Zheng, Chen and Li, 2022). Standardised protocols and individualised treatment can enable the hotel to maintain balance between operational efficiency and intense guest satisfaction. This set of measures reinforces the reputation of the hotel and competitive positioning in the boutique market.








[bookmark: _Toc219335212]References 
Ahmad, A., Rehman, S. and Khan, M. (2023) Technology adoption and workforce performance in boutique hotels. International Journal of Hospitality Management, 112, pp.103350.
Ahmed, N., Khan, S. and Malik, R. (2023) Sustainable practices in small hotels: Role of digital tools. Journal of Sustainable Tourism, 31(6), pp.1023–1041.
Al-Aali, A. and Tehseen, S. (2022) ‘Participative leadership and staff engagement in hospitality’, International Journal of Contemporary Hospitality Management, 34(9), pp. 3521–3538.
Ali, R., Hussain, T. and Farooq, U. (2023) ‘Event management and guest satisfaction in boutique hotels’, Tourism Management Perspectives, 46, 101012.
Al-Qahtani, F. and Khan, M. (2021) ‘Cross-departmental communication strategies in boutique hotels’, Journal of Hospitality Management, 93, 102777.
Alqahtani, F. (2021) Employee training for digital transformation in hospitality. Tourism Management Perspectives, 37, pp.100771.
Al-Qeed, M., Rahman, S. and Hassan, A. (2021) ‘Leadership styles and employee engagement in hospitality operations’, Journal of Hospitality Management, 95, 102953.
Ann, 2024. Artificial intelligence through the lens of hospitality employees. International Journal of Hospitality Management.
Anwar, F., Deliana, D. and Suyamto, S., 2024. Digital transformation in the hospitality industry: improving efficiency and guest experience. International Journal of Management Science and Information Technology, 4(2), pp.428–437.
Bakker, A., Schaufeli, W. and Demerouti, E. (2021) ‘Transformational leadership and service performance in hotels’, International Journal of Contemporary Hospitality Management, 33(5), pp. 1650–1668.
Baxter, P. and Jack, S., 2020. Qualitative case study methodology: Study design and implementation for novice researchers. The Qualitative Report, 25(1), pp.1–25.
Bohdanowicz, P., Zientara, P., and Novotna, E. (2022) ‘Behavioural interventions for sustainability in boutique hotels’, Sustainability, 14(11), 7010.
Chen, H., Liu, Y. and Xu, Q. (2022) ‘Digital sustainability dashboards in hotel operations’, Sustainable Tourism, 30(5), pp. 1121–1138.
Chen, T. and Huang, L. (2020) ‘Digital integration in event management: Implications for hotel operations’, Journal of Hospitality and Tourism Technology, 11(4), pp. 593–610.
Choi, J. and Hwang, J., 2022. Human-technology interface in boutique hotels: Guest satisfaction and operational efficiency. Journal of Hospitality and Tourism Technology, 13(3), pp.417–433.
Crowe, S., Cresswell, K., Robertson, A., Huby, G., Avery, A. and Sheikh, A., 2020. The case study approach. BMC Medical Research Methodology, 11(100), pp.1–12.
Fayez Saber, A., 2025. IoT and AI integration in boutique hotel service delivery. Journal of Tourism and Hospitality Technology, 16(1), pp.102–118.
García, L. and Martínez, J. (2020) ‘Standardizing service delivery in boutique hospitality’, Journal of Hospitality and Tourism Insights, 3(4), pp. 375–392.
Garg, P. and Sharma, R., 2022. Cloud-based property management systems in small hotels: Efficiency and challenges. International Journal of Contemporary Hospitality Management, 34(4), pp.1350–1369.
Guest, G., MacQueen, K. and Namey, E., 2022. Applied Thematic Analysis. 2nd edition. London: Sage.
Gursoy, D., Chi, C. and Lu, L. (2022) ‘Staff training and technology adoption in boutique hotels’, Tourism Management Perspectives, 44, 101011.
Hamizan, A. and Alda, M., 2024. Analysis and design of information systems self-check-in and check-out web-based hotel. Paradigma: Jurnal Filsafat, Sains, Teknologi, Dan Sosial Budaya, 30(5), pp.142–169.
Hassan, R., Ahmad, S. and Khan, N. (2022) ‘Data-driven management and PMS analytics in small hotels’, International Journal of Hospitality Technology, 13(2), pp. 98–115.
Hernandez, J., Martinez, L. and Perez, D., 2020. Digital tools and guest satisfaction in independent hotels. Tourism Review International, 24(3), pp.203–221.
Hotel Tech Report, 2024. The 2025 state of hotel guest tech report unveils key trends. Hotel Tech Report.
Hsu, C. and Chang, Y. (2021) ‘Leadership development programs for hotel supervisors’, Journal of Human Resources in Hospitality, 20(6), pp. 544–563.
Ivanov, S., Webster, C. and Berezina, K. (2021) ‘Automation and operational efficiency in hotel management’, International Journal of Hospitality Management, 94, 102859.
Jonathan, J., 2025. The transformation of the hospitality industry in facing the digital technology era: opportunities, challenges, and innovations. AIRA: Artificial Intelligence Research and Applied Learning.
Jones, P., Hillier, D., and Comfort, D. (2020) ‘Sustainability and waste reduction in hotels’, Sustainable Development, 28(5), pp. 1255–1263.
Kang, H., Lee, S. and Park, Y. (2022) ‘Employee engagement and interdepartmental coordination in hotels’, Tourism Review, 77(3), pp. 471–489.
Kim, J., Kim, H. and Choi, S. (2022) ‘Long-term impact of PMS adoption in boutique hotels’, Journal of Hospitality and Tourism Technology, 13(6), pp. 1014–1031.
Kimes, S. (2020) ‘The impact of digital solutions on hotel service quality’, Cornell Hospitality Quarterly, 61(2), pp. 168–180.
Kumar, R., 2021. Research Methodology: A Step-by-Step Guide for Beginners. 6th edition. London: Sage.
Kumar, V. and Singh, R., 2022. Technology and sustainability integration in boutique hotels. Journal of Hospitality Sustainability, 8(2), pp.45–59.
Kuo, C., Wu, J. and Chen, H. (2021) ‘Advanced PMS analytics and operational performance in boutique hotels’, International Journal of Hospitality Management, 97, 103028.
Lee, K., Kim, J. and Park, S. (2023) ‘Inclusive leadership and employee performance in boutique hotels’, Journal of Hospitality and Tourism Research, 47(3), pp. 489–507.
Lee, S., Kim, H. and Park, J., 2020. Impact of digital system adoption on hotel efficiency and guest satisfaction. International Journal of Hospitality Management, 89, pp.102564.
Li, X., Liu, Y. and Li, H. (2021) ‘Technology adoption and staff efficiency in small hotels’, International Journal of Hospitality Management, 97, 102998.
Lin, Y., Wu, C. and Chen, T., 2021. Role of human interaction in digitalized hotel operations. International Journal of Hospitality Management, 94, pp.102850.
Liu, M. and Lee, P. (2023) ‘Integrating technology for enhanced guest experiences’, Journal of Hospitality and Tourism Technology, 14(1), pp. 45–62.
Liu, Y., 2024. Human interaction and technology integration in boutique hotels. International Journal of Contemporary Hospitality Management, 36(3), pp.550–567.
Martin, A., 2020. The practical guide to understanding and raising hotel profitability. Abingdon: Routledge.
Martínez, A., López, R. and Torres, S. (2022) ‘Impact of participative leadership on service quality in boutique hotels’, Journal of Hospitality and Tourism Research, 46(8), pp. 1465–1482.
Mbarushimana, J., 2024. IoT-enabled service delivery and operational efficiency in small hotels. Journal of Hospitality and Tourism Insights, 7(4), pp.78–95.
Ming, L., Lin, S. and Chen, R. (2021) ‘Digital tools for sustainable food and beverage management’, Journal of Sustainable Tourism, 29(9), pp. 1442–1457.
Moenga, A. and Rotich, D., 2023. Influence of technology and ICT policies on hotel guest satisfaction in Nairobi City County. Journal of Hospitality and Tourism Management, 6(2), pp.42–59.
Mugambi, L., 2025. Data analytics and PMS adoption: impact on guest service quality. Tourism and Hospitality Research, 25(1), pp.1–16.
Nguyen, L. (2021) ‘Sustainable operations in small boutique hotels’, Sustainability in Hospitality, 13(12), 6874.
Nguyen, T., Pham, H. and Le, D. (2023) ‘Operational efficiency in boutique hotels: A comparative study’, Tourism Review International, 27(2), pp. 101–118.
Nguyen, T., Pham, H., and Le, D. (2023) ‘Operational efficiency in boutique hotels: A comparative study’, Tourism Review International, 27(2), pp. 101–118.
Nisar, Q. and White, L., 2022. Leadership styles and technology adoption in small hotels. Journal of Hospitality Management, 16(1), pp.55–72.
Ozturk, A., Dincer, H. and Yuksel, A. (2021) ‘Digital system integration in hotel operations’, Journal of Hospitality Technology, 12(3), pp. 205–223.
Park, S. and Jang, S. (2020) ‘Optimizing guest satisfaction through PMS analytics’, Journal of Hospitality Management, 90, 102662.
Park, S., Lee, K. and Jang, S. (2020) ‘Guest satisfaction and operational reliability in boutique hotels’, International Journal of Hospitality Management, 91, 102653.
Patel, R. and Patel, S., 2023. Cloud-based hotel systems: Challenges in integration for boutique hotels. Journal of Hospitality Technology, 14(2), pp.145–163.
Rahman, M., Hossain, M. and Alam, S. (2021) ‘Sustainability practices and staff behaviour in small hotels’, Sustainability in Hospitality, 13(15), 8432.
Rahman, M., Hossain, S. and Chowdhury, M., 2021. Digital adoption and employee engagement in hotels. Tourism Management Perspectives, 37, pp.100785.
Santos, J., Moreno, L. and Rivera, P. (2022) ‘Digital adoption and employee satisfaction in boutique hotels’, Journal of Hospitality and Tourism Management, 50, pp. 32–45.
Santos, J., Moreno, L. and Rivera, P. (2022) ‘Monitoring sustainability metrics in boutique hotels’, International Journal of Hospitality and Tourism Systems, 15(2), pp. 22–38.
Saunders, M., Lewis, P. and Thornhill, A., 2022. Research Methods for Business Students. 9th edition. Harlow: Pearson.
Shankhdhar, R., 2025. AI, PMS, and digital adoption in boutique hospitality. Journal of Hospitality Digital Innovation, 2(2), pp.23–38.
Simons, H., 2020. Case Study Research in Practice. 2nd edition. London: Sage.
The George Hotel, 2020. The George Hotel. [online] Available at: https://georgehotel.co.uk/ [Accessed 14 Jan. 2026].
Wang, Y., Gu, X. and Zhang, Q. (2021) ‘Food waste reduction strategies in boutique hotels’, Tourism Management Perspectives, 39, 100829.
Yin, R.K., 2021. Case Study Research and Applications: Design and Methods. 6th edition. London: Sage.
Zhang, L., Wang, H. and Chen, Y., 2021. Evaluating PMS effectiveness in small boutique hotels. Journal of Hospitality Operations and Technology, 12(4), pp.410–425.
Zhang, T., Li, H. and Li, S. (2020) ‘Leadership interventions to enhance hotel staff performance’, International Journal of Hospitality Management, 88, 102504.
Zheng, J., Chen, H. and Li, P. (2022) ‘Event analytics for operational efficiency in small hotels’, Journal of Hospitality and Tourism Technology, 13(3), pp. 205–224.
Zhou, Y., Li, P. and Sun, W., 2021. Technology and sustainability in hotel operations: Evidence from independent properties. Sustainability in Hospitality, 9(3), pp.205–222.


image2.png
StaffErors Before and AferDigital System Traiing




image3.png
S -




image4.png
NortyFood Wate Reduction o it plemerttion

e s

o A -
- A




image1.png
Reduction in Guest Wait Time After PMS Implementation
i

Wkl Wkt Wkt Weks W




