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Abstract
The hospitality industry is rapidly joining the digital transformation as more hotels in this industry are leveraging different forms of technology to address the industry challenges such as increasing operation costs, labor shortages, and providing guest needs. The objective of this placement is to investigate Premier Inn’s use of technology adoptions and the implications of these technologies. The aim of this report is to conduct in-depth and nuanced research on Premier Inn Stoke on Trent’s technological innovations and their benefits to guests and the hotel. The study employed a case study approach to investigate Premier Inn Stoke-On-Trent’s use of technology. The data was collected using qualitative secondary data collection methods and data was analysed thematically along technological adoption. The findings indicate that Premier Inn Stoke on Trent has inconsistently incorporated technologies across its organisation. Premier Inn Stoke on Trent has self-check-in and check-out, online booking systems, geo-location through the what3words, guest Wi-Fi facilities, in-room entertainment technologies and amenities, and energy savings technologies such as the use of LED lighting with no control, and replaced old gas equipment with electric equipment such as coffee machines. Consequently, there are other Premier Inn hotels, the newer ones that have made significant efforts toward technological innovations. The technological innovations at Premier Inn Stoke on Trent have enhanced guest satisfaction and experience, enhanced the operational efficiency of the hotel especially in guest management, enhanced the hotel’s sustainability efforts, and improved Premier Inn’s brand and profitability. To improve Stoke on Trent’s technological innovations, the study recommends: improving consistency in technology innovation, and innovations in robotics and AI technologies.
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[bookmark: _Toc200476496]Chapter 1: Introduction
The hospitality industry is rapidly joining the digital transformation as more hotels in this industry are leveraging different forms of technology to address the industry challenges such as increasing operation costs, labor shortages, and providing guest needs. Hotels are increasingly using earlier technologies to improve their operations and enhance customer engagement. Das (2023) highlights that hotels are increasingly providing guests with different technologies such as in-room amenities such as Wi-Fi that help enhance the guest experience. In addition, hotels are still relying on different technologies such as online bookings, telephones, social media, property management systems, electronic payment systems, CCTVs for security, and many other technologies. These technologies have been effective in enhancing communication between staff and guests, improving process efficiency and convenience, and improving operations. However, with the advancement of technologies, hotels are turning toward automation. Deri et al. (2023) highlight that the UK’s hospitality industry has increasingly adopted digital technologies that are geared towards replacing human labor and enhancing automation and process efficiency. In the fourth Industrial revolution, organisations including the hospitality sector are turning towards smart technologies to improve operational processes, shape customer purchasing behaviors, and promote sustainable development. Deri et al. (2023) highlight that in the UK, the hospitality sector is turning to AI technologies to enhance customer relationship management which enhances customer engagement, satisfaction, and experiences. Some of the digital technologies used by the hospitality sector include facial recognition technologies that are used in authentication, payment processing, and access controls such as opening hotel room doors. In addition, the hospitality industry has incorporated the rise of robotics which typically includes a combination of AI technologies, big data analytics, and the Internet of Things to improve operational efficiency. Also, the hospitality sector is moving towards the adoption of smart amenities such as voice control and automated lighting which are effectual aspects of improving guest experience and driving satisfaction. Wynn and Lam (2023) highlight that the digitalisation of and incorporation of information technologies in hospitality serve a wide range of initiatives such as room management, customer touch point management, sustainability management, financial management, and even property management to ensure efficiency. 
[bookmark: _Toc200476497]Hotel Placement
The placement hotel was Premier Inn Stoke on Trent Hotel which is located in Stoke On Trent, Staffordshire.  The hotel is centrally located with access to major transport systems and tourist destinations. The Stoke on Trent branch is part of the Premier Inn hotels owned by Whitbread Plc (Whitbread Plc, 2025). Whitbread Plc owns over 850 hotels in the UK and 86,000 rooms and 62 hotels in Germany. Premier Inn’s business strategy is to provide high-quality, high-value hotel rooms for its guests.
[bookmark: _Toc200476498]Objectives
The objective of this placement is to investigate Premier Inn’s use of technology and the implications of these technologies. The aim of this report is to conduct in-depth and nuanced research on Premier Inn Hotels giving specific focus on Premier Inn Stoke on Trent’s technological innovations and their benefits to the Whitbread Plc franchise. The hotel has made substantial investments in technology focused on yielding positive customer experience, improving operational efficiency, and achieving its sustainability goals.


[bookmark: _Toc200476499]Chapter 2: Literature Review
The hospitality industry has gone through a digital revolution with many hotels and restaurants adopting different types of technology in the management and operations of the hotel as well as enhancing guest satisfaction to enhance the competitiveness of the hotel. Iranmanesh et al. (2022) highlight that some of the digital technologies employed by hotels include the use of robots, self-service technologies, information systems,  social media, blockchain, mobile applications, and big data analytics. Based on these digital applications, the hospitality industry has increasingly invested in technologies that control most aspects of the hotel. Hossain et al. (2024) highlight that the hospitality industry is increasingly employing social media platforms such as Facebook, YouTube, X (formerly Twitter), LinkedIn, Instagram, and TikTok to improve its brand awareness and image. Social media serves as a platform to interact with its customer thus enhancing customer engagement. Pateli et al. (2020) highlight that social media in the hospitality industry is crucial in enhancing customer relationships and an integral aspect of many hotels' marketing strategies. Jiménez et al. (2024) highlight that social media enable customer relationships by providing a platform for guests to comment on their experiences, share their experiences, and demonstrate dislike by disliking thus allowing hotels and restaurants to gain opinions of their guests and also interact and engage with customers. The benefit of this is that it leads to the improvement of brand image and competitive advantage of the business.
Other than social media, the hospitality industry is increasingly adopting AI technologies to improve customer service. Limna (2020) highlights that AI technologies and robotics are cutting-edge technologies used by the hospitality industry to enhance guest experiences and improve service delivery. AI technologies are important because they lead to service automation thus improving the organisation and management of many operational processes in hospitality. Buhalis and Moldavska (2022) highlight that AI technologies work together with the Internet of Things (IoT) which means that there are devices or technologies connected to a collective network that allows the communication between the devices, their operation themselves, and the cloud. These ensure that technologies employed in the hospitality industry are starting to become smart through the use of AI technologies.  For example, Anawar et al. (2024) highlight that today’s virtual assistants employed in the hospitality industry are AI-powered by the Internet of Things which makes the technologies able to interact with guests, improve their responses with more conversations, and allow personalisation of services which improve the quality of customer experience. Zahidi et al. (2024) highlight that the hospitality industry is increasingly using AI-powered recommendation systems such as the Tripadvisors AI system to recommend personalised locations, activities, and facilities that appeal to specific customers. Providing personalised recommendation systems helps lead to guest satisfaction.
Ye et al. (2022) highlight that modern hotels are increasingly employing robotics services. Robotics in hospitality are used in hospitality services for example robotics are used for check-in and check-out services and food delivery services to various rooms thus improving guest experiences and streamlining operational efficiency. Baran (2023) highlights that robotics in hospitality cannot be addressed without understanding smart hotels that are critical in improving customer experience. Smart hotels are hotels that have rapidly and aggressively employed AI-powered technologies and robotics such as Henn-na Hotel with their Robot Run that delivers guests' orders and any other needs, Cheetah Greenbot that can conduct check-out and check-in services, Connie by Hilton that provides personalised guest services and Bellhop in San Gabriel Sheraton Hotel that can deliver luggage to guests in their rooms without stumbling into obstacles. Beyond this, robotics serves in the kitchen as servers, hostesses, butlers, and bartenders across different smart hotels in the world. Skubis et al. (2024) highlight that besides the benefits of AI technologies and robotic applications in hospitality, stakeholders need to be careful in their sector regarding ethical and legal frameworks. Just like other AI technologies that require strict ethical and legal considerations, hotels implementing AI and robotics need to legal issues such as the legal personalities of robots, guest privacy, and security when using AI technologies, especially from potential hackers. Some of the issues that hospitality developers of AI consider are the safety and compliance of AI systems, autonomous operations of robots in complex hospitality environments, their reliability, continuous improvement, and AI act frameworks.
Beyond guest service experience, digital technologies in hospitality are used to enhance environmental sustainability. Bekele et al. (2024) highlight that digital technologies are increasingly being used in hospitality to reduce waste generation and optimise energy and water consumption in hotels thus ensuring environmental sustainability. Today, hotels are using digital technologies to promote paperless operations, ensure the hotel is energy and water-efficient, and reduce waste production. Bekele et al. (2024) note that eco-friendly hotels enhance guest satisfaction optimise operational costs thus increase hotel's profitability and making the hotel environmentally friendly. Adeel et al. (2024) highlight that some of the technologies in hotels to promote environmental sustainability are solar panels, the use of energy-efficient lighting systems, smart systems to control climate, and lighting in guest rooms to enhance energy consumption and reduce the overall carbon footprint of the hotel. Also, hotels increasingly use smart taps and showers in hotels that help in water conservation making the hotel more eco-friendly. The smart technologies employed in hospitality help ensure that the hotels are not only environmentally sustainable but also enhance guest perception and experience thus improving the hotel’s brand. Agag and Colmekcioglu (2020) highlight that ethical ideology improves the chances of guests visiting green hotels. This implies that guests who prefer environmentally friendly initiatives are more likely to visit a green hotel and promote the hotel’s brand as environmentally friendly.
Chhikara et al. (2024) highlight that technology in hospitality has a range of applications. The first is that technologies in hospitality can help enhance customer engagement through the use of hotels' numerous social media platforms and strategies. These enhance the ability of customers to communicate with the hotels and hotels to communicate back to them. Secondly, hotels use technology for operational efficiency through different AI technologies and property management systems which allow easy guest check-in, building and understanding a guest profile to provide personalised services, and enhancing numerous service efficiencies for the customer. Despite the benefits of technological innovation, there are drawbacks to the implementation of technology in hotels. Choudhary (2024) highlights that the implementation of AI technologies brings about ethical considerations especially as hotels continuously gather guest information and data such as personal details, spending habits, and preferences can be exploited. These ethical concerns extend to the use of guest data to target and exploit guests with targeted marketing campaigns. Consequently, García-López et al. (2025) highlight potential challenges in hotels’ preparedness to adopt technologies such as economic strain since adopting AI technologies and other technologies such as robotics are very expensive, lack of existing infrastructure to incorporate technologies and challenges adopting new systems, uncertainty about technology use and lack of trained personnel for incorporation of digital technologies. These are some of the challenges that hinder hotels from adopting AI technologies for their operations despite the benefits of the technologies. In today’s fast-paced and dynamic business environment, hotels need to maintain a competitive advantage to be profitable and thrive, and adopting technologies is an approach to ensuring hotels are successful.


[bookmark: _Toc200476500]Chapter 3: Methodology
[bookmark: _Toc200476501]Research Design
For this report, the appropriate approach is the use of a case study approach to investigate Premier Inn Stoke-On-Trent’s use of technology. Bunkar et al. (2024) highlight that a case study is “An exhaustive and comprehensive evaluation of a specific situation, event, social group or organization” (p. 69). It is essentially the approach of investigating to understand a contemporary problem in its context. It entails closely reviewing and analysing a particular phenomenon to generate conclusions. The case study approach was employed in this design because it facilitates the understanding of context by capturing the real-life technological innovations at Premier Inn Stoke on Trent. In addition, the case study design allows for capturing unique and complex aspects of a research phenomenon and providing nuanced and deep understanding and exploration of a research topic. For the report, the case study will employ a qualitative approach to collect qualitative data about technological innovations at Premier Inn to support the findings and use of technology in the hospitality industry.
[bookmark: _Toc200476502]Research Strategy
For this report, I shall employ qualitative secondary data collection methods. Mtisi (2022) highlights that a research strategy is the general plan and steps the research will take to explore the phenomenon and answer the research objectives. Lim (2024) highlights that, unlike the quantitative approach that provides numerical data and analysis, the qualitative approach will collect nuanced and in-depth experiences, perspectives, and contexts of the issue under investigation. In fact, Younas and Inayat (2025) say that the qualitative approach of data collection will focus on and emphasise experience, perspective, context, and subjectivity to understand a complex social issue. Since the focus is on Premier Inn, a unique business entity existing in a universe of a franchise and local influences, the qualitative approach will help us gather in-depth, nuanced, and contextualised aspects of the hotel’s application of technology. In addition, due to time and resource limitations, the study will focus on the collection of secondary data through the Internet. Cheong et al. (2023) highlight that for secondary data collection, the data can be collected online by scouring the internet to obtain relevant documents and articles necessary for the understanding of the phenomena under investigation.
[bookmark: _Toc200476503]Data collection
For the data collection, I will collect electronic information from the Internet. Kelly et al. (2024) highlight that secondary data collection involves going through public data- such as the ones accessible on government websites, scholarly articles such as ones collected from databases and one’s form industry reports such as annual reports. To effectively investigate the use of technology in Premier-Inn Stoke on Trent hotel and obtain current, accessible, and trustworthy data, we are going to go through Premier Inn websites, the franchise annual reports, Premier Inn press releases, recent news articles, online review platforms, scholarly peer-reviewed articles from academic databases and industry reports. To ensure credibility and currency of my articles, the articles should be less than 5 years old, and address the issue of Premier Inn particularly Stoke-on-Trent’s absorption of technology in its different operations. As for the academic sources, I will search through academic databases Academic Research Complete and EBSCO using the keywords: “Premier Inn,” and “technology” and their different synonyms to extract information about the hotel’s use of technology. Some of the synonyms are: AI, AI technologies, and technological advancements.
[bookmark: _Toc200476504]Data Analysis
For my report, I will use thematic analysis to analyse the secondary qualitative data. Christou (2023) highlights that thematic analysis is an effective six-step process used in the analysis of qualitative data. The thematic analysis helps provide patterns and themes from the obtained information. The first step is familiarising myself with obtained data, generating codes, serving for themes, reviewing and defining themes then conducting a final write-up.
[bookmark: _Toc200476505]Potential Problems with Methodology
One of the main changes with my secondary case study approach is that the data I will be collecting were collected by other researchers for different purposes which might make them unsuitable for my research. Secondly, most company reports are confidential and not easily accessible as public data which might lead to the use of generalised information such as general technology used by Premier Inn and not particularly Stoke-on-Trent.


[bookmark: _Toc200476506]Chapter 4: Findings and Discussions
[bookmark: _Toc200476507]Findings
Technological Advancement in Premier Inn
The research findings reveal that Premier Inn hotel has inconsistently incorporated technologies across its organization. Premier Inn Stoke on Trent has self check-in and check-out, online booking systems, geo-location through the what3words, guest Wi-Fi facilities, in-room entertainment technologies and amenities, and energy savings technologies such as the use of LED lighting with no control, and replaced old gas equipment with electric equipment such as coffee machines. On the other hand, while newer Premier Inn hotels enjoy other technological features such as efficient energy savings technologies such as smart HVAC systems, solar panels, and optimum building designs, robotics to improve hotel cleaning efforts, and electric vehicle parking spaces, these are some aspects of technological innovations Stoke on Trent is still lagging behind.
Self Check-In and Check-Out
Premier Inn made technological investments towards having speedy self-check-in in their facilities. The hotel chain installed a check-in process through the Premier Inn applications available in Play Store and Apple stores. The self-check-in is easy to use as it requires the user to download the application and follow the on-screen instructions. The self-check-in automatically detects the client's location when they turn on their location's accessibility on their phones or online and see a nearby hotel that can conduct the self-check-in (Premier Inn, 2025). In addition, the hotels have a corresponding kiosk on their premises where the clients can input their booking codes or booking numbers generated from the application from the booking confirmation email. The guests can also pay for their bookings using their credit or debit cards. According to Hospitality Tech, Premier Inn’s self-check-in takes less than five minutes to check in which helps reduce the time takes to check in. In addition, the self-check-in also reduces the congestion of 23,000 daily check-ins by opening the lines taken for check-in during peak periods or seasons. Premier In check-in allows the guest to provide the necessary personal information, and booking details and pay in advance to avoid waiting in line for the check-in process. In addition to the self-check-in, Premier Inn has a mobile boarding barcode (QR code) where the guests can use speedy check‑in kiosks that allow guests to have access to their keycards and access their rooms quickly. Aspect Installation that was constructed to install the self-check-in kiosks highlights that clients can access their booking codes from the kiosks, print a paper receipt, order additional hotel offerings such as Wi-Fi and breakfast, and the room key cards. According to Tripadvisor, Premier Inn Stoke on Trent has a self-checkout where guests can generate a code to check out or tap the screen and drop the keycard at a designated slot which helps save the customers time.
Online Booking
Beside the Premier Inn App, Premier Inn hotels have a very user friendly website where its guests can book any of its rooms very easily. The Premier Inn website is user friendly and the guest select the locations by typing in the name of the hotel, selecting their preferred visitation date and room occupancy number. The website then recommended the available types of rooms to choose from and lets the guest proceed by booking their desired rooms.
Address Location Technology- What3words
Premier Inn has an optional address location application called What3words that is a propriety locations technology that allows the hotel’s guest to locate the hotels location to the point of locating the hotel’s entrance (Premier Inn, 2025). Premier Inn hotels launched the geolocatsion technology since its customers spend over an hour locating the hotel or its entrance and this technology provide a 3m x 3m precise grid square which directs the clients to the entrance of all of its hotels including Stoke on Trent. The technology generates three precise word address that mitigates getting lost due to inaccurate street address or similar street address that often present as duplicates leading to guest confusion (Whitbread, 2019). The guests can download what3words application or just map sit on the app to provide seamless travel for its guests.
Guest Wi-Fi
Premier Inn Stoke on Trent offers its customers free Wi-Fi in its facilities. Once the guest enters the hotel, the client can select “Premier Inn Free Wi-Fi” from the list of wireless networks available in the facility and get connected to the internet. However, Tripadvisor’s customer reviews showcase that customers complain of slow Wi-Fi. One of the customers [@YellowIvy] noted that “The wifi is non-existent - and you have to pay for fast wifi” indicating the slow Wi-Fi for its free version (Tripadvisor, 2025). However, Premier Inn offers the guest the option to upgrade their Wi-Fi to their Ultimate Wi-Fi for £5 for 24 hours which connects up to three devices. The customer can search the available networks on their phones and select “Premier Inn Ultimate Wi-Fi” and pay for it through their credit cards or accounts car or a voucher obtained at the hotel’s reception (Premier Inn, 2025). The high-speed Wi-Fi offers the guests the ability to stream more high-quality videos and music and download larger files at fast speeds.
In-Room Entertainment Technologies and Amenities
Premier Inn Stoke on Trent has remote-controlled TVs, depending on the room a person books, some rooms have 40-inch flat-screen TVs that provide the customer entertainment (Premier Inn, 2025). The hotel’s TVs come with Freeview TVs installed including the fire standard terrestrial channels such as ITV2, CBeebies, and BBC News channels. In addition, the Premier Inn location at The Hub has a Chromecast integration feature on its TVs which allows guests to mirror their phones, and an in-built Apple TV that allows the guests to stream their content on the TVs (Lowe, 2022). In addition, Premier In hotels come with standard power sockets as the UK destinations come with 3-pronged power sockets that run at 220-240V which allows the customers to charge their phones, any devices, or laptops. In addition, the standard room and premium rooms come with bedside USB power plugs where guests can charge their phones by their bedsides at night. Other than these installations, both standard rooms in Premier Inn Stoke on Trent come with powerful showers and tea and coffee facilities. On the other hand, the premium room has coffee machines, air conditioning, an iron and ironing board, a rainfall shower, and a mini-fridge. According to Whitbread Plc (2025), the hotel has installed water-efficient taps and showerheads that minimize water waste.
Energy Savings Technology
According to Whitbread Plc Annual Report 2024/25, Premier Inn hotels have some of their rooms backed by electricity from Renewable Energy Guarantees of Origins (REGO) such as solar panels. Moreover, some of the last Premier Inn hotels constructed in the UK over the last few years have an EPC rating of A which means the design of the buildings from the roofing to the floors such that the hotel has independent heating and cooling systems as every premium room has its air-conditioning systems, thermostats, and low energy lighting bulbs and has some level of insulations. In addition, all the hotel's spaces and water heating systems are backed by REGO-backed electricity.  It also improved controls for its HVAC machines refrigeration controls and voltage optimization technologies in 759 hotel rooms in the Premier Inn franchise. However, Premier Inn Stoke on Trent doesn’t enjoy these amenities. Instead, Premier Inn Stoke on Trent has replaced old gas boilers in its hotel with air-source heat pumps to ensure energy conservation. In addition, the hotel replaced electric equipment across its hotels such as coffee machines to avoid reliance on gas for water heating. Shabong and Muvija (2021) highlight that Premier Inn has also invested in energy-efficient lighting technologies such as LED bulbs in its hotel rooms.
Robotics
Premier Inn hotels have rolled out the use of robots across its hotel chains for effective cleaning. Daily Mail City & Finance Reporter (2025) highlights that in 2025, Whitbread Plc, the owner of Premier In hotels allocated £50m towards the acquisition of robots to help with its housekeeping to assist in cleaning. Taylor (2025) highlights that the robots the hotel has started purchasing and delivering to its branches with be robot hoovers that use vacuum suction to clean its common spaces thus saving on costs and improving the operational efficiency of the hotel chain. The cost-saving scheme by the hospitality giant Premier Inn is set to clean hotel rooms and common spaces thus saving the hotel chain in staff costs and ensuring the hotel is clean and fresh for its guests. However, Premier Inn’s Stoke-on-Trent is yet to receive its robotics to help the housekeeping department, there are plans rolled out to equip Stoke on Trent branch with its robotic hoovers to help in cleaning rooms.
Parking Space
Premier Inn hotels have implemented electric charging stations across its hotels. In 2021, Premier Inn established the GeniePoint Network of high-powered electric vehicle chargers where guests with electric vehicles can plug in and charge their vehicles (Premier Inn, 2025). The GeniePoint Networks provided charging stations to keep up with the rising numbers of Premier Inn electric vehicles customer base. These high-powered charging stations typically charge electric vehicles and replenish them just within 30 minutes so that travelers are not worried about their EVs while in transit. Premier Inn Stoke on Trent doesn’t have an EV charging station but the guests in the hotel are often directed to charge their EV cars at Premier Inn Newcastle Under Lyme.
[bookmark: _Toc200476508]Discussion
Based on findings, Premier Inn hotels have demonstrated great inconsistency in the implementation of technology across its facilities leading to Stoke on Trent missing out on robotics, electric vehicle charging stations at the parking lot, and lack of advanced energy savings technologies. Sabaran and Aziz (2023) highlight that some of the challenges of technology integration in franchise business are compatibility issues and integration challenges. On this note, Sabaran and Aziz (2023) note that integrations and compatibility of old and new systems might prove to be a challenge in the incorporation of new technologies. In Premier Inn’s case, there are new and old hotels with newer hotels being built to accommodate new technological advancements in the hospitality sector while old hotels remain incompatible and void of new technologies which results in inconsistency issues of technological advancements in Premier Inn. Abd Aziz et al. (2024) explain that consistent product management across the franchise chain is critical in ensuring customers receive consistent services. Premier Inn Stoke on Trent is among the older Premier Inn hotels that have a few technological advancements. Inshuti and Irechukwu (2024) highlight that consistent service quality is an important aspect of meeting guest expectations and improving guest satisfaction.
Premier Inn Stoke on Trent has made technological advancements towards having speedy self-check-in in their facilities. The self-check-in and check-out services allow customers to quickly check into the hotel avoiding waiting lines thus improving guest experience and satisfaction. Castillo-Picón et al. (2023) highlight that self-check-in in hotels is important in providing guest satisfaction. As long as the perceived quality of the check-in services meets dimensions of tangibility, responsiveness, reliability, and assurance. Consequently, Lee et al. (2024) highlight that besides guest satisfaction, self-check-in in hotels leads to enhanced guest experience. Gupta and Sharma (2021) also confirm that alongside self-check-in technologies, hotels are increasingly adopting kiosks for self-services which enhance the experience of self-check-in. Premier Inn Stoke on Trent kiosks provide an added layer to the self-check-in option because it allows guests to collect their keycards without human intervention. Wu et al. (2024) note that the check-in technological adoptions have been effective because they reduce waiting times for the guests and allow easy maneuverability of guests on the premises. Premier Inn Stoke on Trent’s self-check-ins helped reduce waiting times for guests at the hotel as well as enhance maneuverability since guests can leave and enter the premises conveniently. Narendratama et al. (2024) highlight that check-in technologies in hotels help improve the hotel brand’s image and reputation, improve customer loyalty, and meet guest expectations.  Despite concerns that self-check-in technologies eliminate human interaction in service delivery, Premier Inn Stoke on Trent has receptionists on site to help clients who have difficulties using the technology. Lee et al. (2024) affirm that customer intention to emotionally engage with the hospitality staff might affect guest satisfaction and intention to use self-check-in. However, Premier Inn Stoke on Trent mitigates this by providing human receptionists for clients who might find emotional engagement from their interaction with hotel staff. In addition, Hamizan et al. (2024) highlight that self-check-in is important to room management as they help mitigate receptionist fraud and optimise room management as guests are automatically integrated into the Front Office System. For example, the Premier Inn app allows guests to order and pay for other amenities such as breakfast and upgraded Wi-Fi even before they get to the hotel. Moreover, Premier Inn’s self-check-in systems help improve hotel’s operational management because they link the clients to the PMS system which helps in guest management.
Premier Inn Stoke on Trent has a very user-friendly website where its guests can book any of its rooms very easily. Thongmuna et al. (2025) highlight that guests’ intention to use technology such as online reservation systems is pegged on ease of use and beneficial aspects of the technology such as easy reservations.  Moreover, the use of online reservation systems is crucial in improving guest loyalty and satisfaction. Premier Inn’s online booking system is easy to use and has a user-friendly interface. The guests select the dates and the type of room and occupancy of those rooms and are directed toward the payment page. Agag et al. (2020) highlight that customers’ perceived trust and value offered in web services influence their decisions towards online purchases. Premier Inn's online booking website has different packages for early booking. Early booking services attract better discounts and flexibility in cancelation than in physical booking which enhances customer intention and loyalty to the hotel. All in all, Lee et al. (2020) highlight that online reservation of hotels is an important aspect of the guest service experience. Positive experiences during online experiences such as online reservations improve guests’ perception of the hotel’s physical service experience. This implies that Premier Inn’s online booking system provides customers with perceived strong positive feelings they will receive during their stay at the hotel.
On the issue of address location technology, Premier Inn has an optional address location application called What3words which is a propriety locations technology that allows the hotel’s guest to locate the hotel's location to the point of locating the hotel’s entrance. Riabova et al. (2025) highlight that the emergence of geolocation on mobile services is an important aspect of enhancing customer experience and satisfaction. Premier Inn determined that a lot of its customers were getting lost in UK cities, unable to locate the hotels leading to guest dissatisfaction and frustration. Dhoke and Shankar (2023) highlight that current navigation systems such as Google Maps have been effective in helping people navigate new cities and streets. However, these navigation applications bear some striking challenges such as data ingestion, geospatial database, user interface design, and map rendering. In the UK, many streets share similar names which present a geospatial database problem and a human error problem that can stem from user interphase. Premier Inn’s what3words technology allows locating the hotel or its entrance using a 3m x 3m precise grid square to minimise the chances of its local and international guests from difficulties accessing the facility. Coleman (2020) highlights that the what3word technology provides a superior navigational capacity than contemporary GPS devices which allows users to monitor different checkpoints as they move towards their destination until they arrive at their location.
Premier Inn hotels have free Wi-Fi that is relatively slow and upgraded high-speed Wi-Fi at only £5 for 24 hours. Bulchand-Gidumal et al. (2019) highlight that free Wi-Fi in hotels has an immense impact on guest satisfaction. In fact, Wang and Yang (2024) highlight that free Wi-Fi service is appealing to both business and leisure travelers and it provides great experiences for guests to have access to Wi-Fi in every location within the hotel’s premises. Moreover, Soifer et al. (2020) highlight that free Wi-Fi services in hotel online user ratings. Premier Inn Stoke on Trent received negative online reviews about their slow-speed internet connection for the free version. Mellinas and Nicolau (2020) highlight that the absence of Wi-Fi leads to guest dissatisfaction but the quality of internet speed shapes guest online reviews of the hotel. Wi-Fi flaws such as slow or buffering internet connections in a hotel contribute to customer dissatisfaction. It also enhances customer willingness to share their negative experiences on social media which affects the guest perceptions. The presence of slow internet connection in hotels contributes to customer dissatisfaction as evidenced by Premier Inn’s case (Grechyn and McShanec, 2021). Moreover, Premier Inn discovered guest willingness to pay for premium and upgraded high-speed internet at an extra £5. Heo and Hyun (2015) highlight that luxury brand room amenities influenced guest willingness to pay premium prices. Their findings indicate that high-speed internet Wi-Fi was a number one luxury item thus guests' willingness to pay a premium price for the high-speed upgrade.
Premier Inn hotels come with several technological advancements in in-room entertainment amenities and technologies. Premier Inn hotels come with a standard TV with free channels and some hotels come with advanced TV that allows guests to cast or access streaming sites. The hotel is equipped with beverage machines such as coffee machines. The hotel rooms come with standard charging stations bedside USB charging ports and other amenities such as efficient showers, air conditioning, and ironing materials that improve guest experience. Kim et al. (2023) confirm that hotel in-room amenities include tangible ones such as the ones listed by Premier Inn and intangible amenities. Kim et al. (2023) affirm that some of the in-room amenities include hair dryers, lights, working desks, coffee machines, mini-fridge and minibar, coffeemakers, and kitchen and bathroom equipment. On the other hand, there are intangible amenities not listed on Premier Inn hotel such as scent, cleanliness, views, soundproofing, and atmosphere. Kim and Han (2022) highlight that in-room amenities are crucial. They provide the customers with a sense of well-being because they provide sensory, protective, and gastronomic satisfaction. Therefore, in-room entertainment amenities have the potential to improve guest experiences. Monsanto (2021) highlights that in-room amenities play a significant role in the guest perception of the hotel thus contributing to positive ratings of the hotel and guest intention to stay.  Abdullah et al. (2022) affirm that in-room hotel amenities have the power to improve customer experience which is directly tied to customer satisfaction. Yu et al. (2025) highlight that functional in-room amenities that help guests achieve their needs meet guest expectations. Premier Inn Stoke on Trent’s in-room amenities are functional items that enhance the stay and comfort of guests.
Premier Inn Hotel has focused on implementing energy-saving technologies. Premier Inn Stoke on Trent has LED lighting that saves energy and uses air-source heat pumps. Stoke on Trent is still lagging behind in technological innovations since other locations have robust solar power panels, smart room heating and cooling systems, and an onsite electric vehicle charging parking. Wu et al. (2022) confirm that hotels are increasingly depending on technological advancements to ensure energy efficiency. According to Wu et al. (2022), hotels are using lighting design, leveraging natural ventilation, and using efficient thermal installation. These technologies range from using roof photovoltaic, energy-saving lights like LED lights, optimisation of energy in use using smart climate controls, and switching to low-carbon energy sources in hotels. Beyond energy conservation, MacAskill and Coghlan (2023) highlight that hotels are increasingly employing different technologies in water conservation efforts. Premier Inn Stoke on Trent has effectively employed water-efficient taps and showers to ensure water conservation. However, the minimal investment in technological advancements in Premier Inn Stoke on Trent is the cost implications of upgrading Premier Inn’s old hotels. Salami et al. (2024) highlight that cost implications from experiencing initial implementation costs affect hotel's ability to use energy-efficient technologies. Consequently, Kudtarkar (2025) highlights that implementing EV charging stations in hotels helps attract customers who are environmental sustainability values or eco-conscious to these hotels. Consequently, Zaher et al. (2023) highlight that customers are motivated and satisfied by hotels' green initiatives since they are public-serving which demonstrates the hotel's responsiveness towards environmental sustainability. Also, Ferreira et al. (2023) highlight that green hotels increase environmentally conscious guests’ intentions and attitudes to visit these hotels. In addition, it improves the public image of the hotel.
Premier Inn's advancements towards the acquisition of cleaning robots are a rudimentary form of hotel use of robotics. This is because Premier Inn’s acquisitions of cleaning hoovers are not a frontier or pioneering technology as cleaning hoovers are used in homes. Jin et al. (2025) confirm that pioneering applications of robotics in the hospitality sector include “concierge assistance, luggage handling, check-in procedures, and room service delivery” which seeks to ensure high levels of convenience, efficiency, and novelty of the idea. Nonetheless, Premier Inn believes that rolling out the cleaning robles is a cost-saving strategy. Park and Kim (2024) agree that the application of robotics in technology improves customer perceptions of service delivery and even increases sales revenue. Premier Inn will make more money as they will reduce the operational costs required for their housekeeping services.
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Based on the research, the findings indicate that Premier Inn Stoke on Trent has made some significant efforts towards the adoption of different technologies. Based on the findings, Premier Inn Stoke on Trent has made significant technological incorporation of self-check-in and check-outs, online bookings, address location technology, In-room guest amenities such as guest Wi-Fi, TVs, charging dockets, powerful showers, iron and ironing board, hair dryers, coffee machines and mini-fridges; and energy savings technologies such as use of LED-light bulbs. However, findings indicate that technological adoption was inconsistent across different Premier Inn hotels as some hotels had more advanced energy savings technologies such as solar panels, renewable sources of energy, smart HVAC for climate controls, integrated use of robotics, and access to Electric vehicle charging stations. Premier Inn needs to ensure service consistency across its hotel chain to meet guest expectations when visiting Stoke on Trent facilities and ensure guest satisfaction.
The objective was met as the technology employed at Premier Inn Hotels Stoke on Trent has an immense impact in enhancing its guest's satisfaction. The hotel's self-ched-in and check-out effectively reduced guest waiting time which improved its guest’s satisfaction. Moreover, having the flexibility and freedom to check out or check in at any time enhances its guest's experience. Despite concerns of technological blowback from non-tech savvy clients and guests who need human connection, Premier Inn hotels also provide a receptionist to help guests. The self-check-in process also improves operations efficiency because guests are connected to the front desk system where their preferences, needs, and orders such as breakfast options can be handled thus enhancing guest experience and satisfaction. In addition, the ease of online booking through the user-friendly simple step process improves the guest experience because it improves guest flexibility in booking and guest attracts discounts which enhances guest satisfaction. Moreover, the ease of access to online booking improves the perceived service quality for the guests. Premier Inn’s advanced geolocation application enhances guest’s experience of finding and accessing the hotel. It eliminates guest frustration from being unable to locate the hotel. In addition, the in-room entertainment and amenities such as TV, showers, air conditioning, and ironing materials help enhance guest experiences because they are functional and comfortable items.
Other than guest satisfaction, Premier Inn's technological advancement was integrated into the organisation to fulfill its sustainability efforts. Premier Inn’s use of energy-efficient technologies such as LED bulbs and water-efficient systems such as showers and taps helps the organisation promote sustainability efforts. Beyond these, they are integral to the organisation in operational cost savings and overall profitability of the hotel. As the hotel conserves water and uses energy-efficient bulbs, it minimises resource wastage which helps improve the hotel’s profitability. It also attracts guests who are environmentally conscious thus improving Premier Inn's brand image as an environmentally conscious brand. Also, the recommended Hoover cleaning robots promise to help the hotel with operational efficiency as it will reduce the number of housekeeping staff required. In the long run, robotics can prove to be an effective cost savings scheme thus improving the profitability of the hotel.
[bookmark: _Toc200476511]Recommendations
Consistency in Technology Adoption
Premier Inn Stoke on Trent is part of the Premier Inn hotels located in the UK and Germany and is owned by Whitbread Plc. However, based on our findings, Whitbread Plc tends to prioritise technological innovations in its new hotels leaving out older hotels such as Stoke On Trent's technological deficiency The common problem in this case is a lack of consistency in technology integration across the hotel chain. There is a need for Premier Inn Stoke on Trent owners Whitbread to ensure consistency of service delivery including technological adoption across the hotel chain. Abdul-Ghani et al. (2022) highlight that franchises including hotel chains are recognised for their quality and consistency across the different individual units. The franchisor needs to care about the performance, success, productivity, and brand reputation of its hotels. In fact, Abdul-Ghani et al. (2022) expound that as hotel chains focus on product and service innovations, they should ensure that these innovations and changes are consistent across the entire brand (Hizam-Hanafiah et al., 2022). For the entire franchise to benefit from technological advancements, any hotel chain needs to ensure “consistent, long-term replication of brand promise” (Abdul-Ghani et al., 2022, p. 2). Therefore, Premier Inn should ensure that during the planning and implementation of technological projects, it’s implemented even in older hotels such as Stoke on Trent. For example, Premier Inn is set to “all-electric” hotel in Swindon Town Center that uses on-site photovoltaic (PV) cells and renewable energy; it should plan to do so across its hotel chains.
Constant Technological Innovation in Robotics
Premier Inn allocated £50m towards the acquisition of cleaning robots, that is, the Hoover cleaners accessible in homes to aid with the cleaning efforts and reduce operational costs. When it comes to pioneering technologies, the use of Hoover cleaners does not stand out as a major technological development towards the hotel’s use of robots. In fact, Baran et al. (2024) highlight that while some hotels use basic robotics for basic tasks such as the “floor robot cleaners” (p. 2), there is a massive potential and opportunity for the use of robotics in the hospitality sector. Premier Inn Hotel needs to make bold and drastic steps towards the integration of robotics in its facilities because there a opportunities for robotics incorporation. Baran et al. (2024) highlight that hotels should integrate their robotics with the Internet of Things (IoT) such as generative AI systems to promote autonomous and intelligent robotics that not only don’t routine tasks but improve hotel efficiency. Baran et al. (2024) highlight that there are numerous applications for robots in hospitality that are capable of human-like thinking and service delivery. Premier Inn should focus on developing robotics technologies that can welcome and help guests transport their luggage such as Cheetah Greetbot by Xiaomi that great and serves hotel guests, robots that can deliver food or other services to guests such as Robot Run in Henn-na Hotel in Japan and one the can deliver and pick up guest luggage form rooms such as Bellhop in Sheraton Hotel located in Los Angeles (Baran et al., 2024). The adoption of robotics in Premier Inn hotels will enable the hotel to deliver consistent tasks, improve operational efficiency, enhance guest satisfaction, and improve the brand reputation of the hotel. 
AI integration in Premier Inn
Premier Inn Stoke on Trent has not incorporated any AI technologies across its value chain which makes the hotel chain miss out on the opportunities to improve operational efficiency and customer satisfaction. Samaddar and Mondal (2024) highlight that as the world is moving towards Industrial Revolution 4.0, businesses and organisations are looking for ways to employ big data analytics and automation in their processes which has been facilitated by the presence of AI systems. In the hospitality sector, hotels are looking forward to the integration of AI technologies, big data analytics, and the Internet of Things to improve their service delivery and provide more personalised and customised services to enhance guest satisfaction. Today, many hotels have adopted AI technologies to automate and customise services for their guests. Moreover, businesses are increasingly employing AI technologies and Machine Learning programs to provide personalised services for their guests through chatbots and virtual assistants. As the world is moving towards AI integrations, businesses will depend on IoT, big data analytics, and AI systems to control, automate, and provide services in every aspect of the hotel sector. Premier Inn Stoke on Trent should jump into the trend of AI adoption to ensure guests receive personalised boarding experiences. Nira (2025) highlights that AI technologies are increasingly being incorporated into service operations of hotels in language translation, site search, chatbots and virtual assistants, robots, booking systems, virtual reality, guest biometric data, and QR codes. Premier Inn hotels adopting AI technologies will be beneficial in improving operational aspects, intelligent marketing to enhance customer relationship management, management of employees, resource allocation, automation of hotel operations, inventory management, and financial aspects in forecasting (Khlusevich et al., 2024).
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