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Abstract
This research explains the role strategic operations management, lean management, and technology play in enhancing operational performance in hospitality. Using an interpretivism philosophy, an inductive approach, and a mono-method qualitative design, the research applied secondary data and systematic literature analysis. The results indicate that strategic operations management enhances efficiency by maximising the processes, quality of services, inventory management, and price harmonisation. As the Hilton case shows, lean management can help to minimise waste and enhance operational discipline but its impact on customer satisfaction is less definite. Technology such as PMS, AI, and automation enhances speed, coordination and visibility of service, with the more relevant use being one that complements human interaction instead of substituting it. The research concludes by indicating that competitive advantage in hospitality is based on the alignment of strategy, lean practices and technology into a dynamic, guest-centred operating system.
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[bookmark: _Toc226392230]1. Introduction
[bookmark: _Toc226392231]1.1 Background and Context
The process of hospitality operations management is defined as planning, coordinating and controlling service delivery, staffing, inventory, technology and quality in the case of hotels as well as other related businesses. The UK has an economically important sector in hospitality: 3.5 million people are employed in this field and £93 billion per year are spent on the industry (UK Hospitality, 2024), and VisitBritain predicts 45.5 million visitors and £35.7 billion spent per year by visitors in 2026 (Visit Britain, 2024). Accommodation and food service workforce jobs data provided by ONS also reveals that in the UK, the workforce jobs in the sector increased to 2.6218 million as compared to 2.364 million in 2021, indicating the fact that the sector is still recovering and its importance in operations remains significant (ONS, 2026). These indicators reveal that operational efficiency is a key determinant in controlling costs, service quality, and global competitive advantage in contemporary hospitality organisations.
[image: ]
Figure 1: Accommodation and Food Services in the UK
(Source: ONS, 2026)
The scope of this research will be to analyse three related topics, which are strategic operations management in hospitality, lean management based on the Hilton case study, and the contribution of technology, such as PMS, AI, and automation, to operational performance and guest experience. 
1.2 Research Aim and Objectives
Aim
The aim of the study is to analyse the effectiveness of strategic operations, lean management and technology in enhancing efficiency, service quality and customer experience in the hospitality organisations.
Objectives
· To explore the ability of strategic operations management in enhancing efficiency and service quality in hospitality. 
· To assess the role of lean management in ensuring that Hilton manages waste and enhances customer satisfaction.
· To analyse the way technology enhances hospitality processes and customer experience.
1.3 Research Questions
· What role can strategic operations management play in enhancing efficiency and quality of service in the hospitality? 
· What is the role of lean management in assisting Hilton to minimize waste and enhance customer satisfaction? 
· What is the role of technology in enhancing the operations and customer experience in hospitality?
[bookmark: _Toc226392232]1.4 Research Structure

Figure 2: Structure of the research
(Source: Self-developed)
[bookmark: _Toc226392233]2. Literature Review
[bookmark: _Toc226392234]2.1 Introduction
This is a critical literature review of recent research on hospitality operations management in 2021-26. It addresses three themes that are like the objectives of the study and which are strategic operations management, lean management, and technology adoption in hospitality. The review applies the systematic analysis method to compare the arguments of authors, evaluate their limitations and strengths of their methods, and determine inconsistencies of contemporary evidence. It thus goes beyond summary by appraising the extent to which the current studies contribute to the explanation of operational efficiency, service quality, waste reduction and guest experience within hospitality organisations.
[bookmark: _Toc226392235]2.2 Theoretical underpinning
Dynamic Capabilities Theory is the most appropriate theory to use in the given study as it elucidates how hospitality companies integrate, adapt, and reconfigure resources in the environments that are changing (Pertusa-Ortega et al., 2024). This is particularly related to strategic operations, lean improvement and adoption of technology. He demonstrates that quality management enhances the performance of hotels in terms of operational and partner agility, explicitly basing their model on the dynamic capabilities theory. In a broader context, recent literature affirms that dynamic capabilities are the focal point in maintaining an edge in volatility situations and thus, this theory is the most potent integrative paradigm in the study. 
[bookmark: _Toc226392236]2.3 Empirical study
[bookmark: _Toc226392237]2.3.1 Strategic operations management, service quality and inventory-linked control
According to recent literature, strategic operations management enhances the competitiveness of hotels and scholars differ on how it does so. Wu et al., (2021) state that internal service quality is a support capability of operation since internal employee support systems determine external service consistency; in their mixed-method study of 12 focus groups of 86 employees with a survey (525 employees), internal service quality has a structurally under-managed nature in hotels. In comparison, Skordoulis et al., (2024) argue that visible guest-facing dimensions, in particular, responsiveness, are more directly related to financial returns; in 5-star hotels in Athen, front-stage execution through responsiveness was the best predictor of satisfaction related to EBITDA, ROA and ROE, which indicates that strategy should emphasise the front-stage execution rather than redesigning the backside. 
Pertusa-Ortega et al., (2024) make both sides more complex when they discover that quality management only partially improves the performance of hotels with partner and operational agility in a sample of 365 Spanish hotels; quality systems do not therefore suffice, but must be converted into routines of adaptation. This argument is continued by Talon-Ballestero et al., (2022), who demonstrate that an open pricing and one-to-one pricing approach provides a more customer-centric model, but also presents implementation and equity issues, which means that process optimisation is incompatible with perceived equity. And, lastly, Perdomo-Verdecia et al., (2024) do not support a simple linear quality-performance hypothesis: applying fsQCA in a five-star hotel in Cuba, they demonstrate that customer satisfaction is a product of various service condition combinations instead of a single, all-dominating factor. 
This literature has strength in that it shifts descriptive service quality models to dynamic-capability and configurational views. Fragmentation is its weakness: often the quality of service, revenue optimisation and inventory-related supply quality are examined independently. The biggest gap is that there is a lack of cross-functional evidence of the whole process design, service quality, and inventory control that will build the sustained competitive advantage in hotel operation in the various segments of the hospitality market.
[bookmark: _Toc226392238]2.3.2 Lean management, waste reduction and operational efficiency
The literature on lean management values waste reduction as advantageous to the hotel business, but it is split on the extent to which the lean logic used in manufacturing can be applied in the hospitality industry. In a systematic review, Perdomo-Verdecia et al., (2022) believe that lean studies in hotels are limited in their scope, methodologically weak and that they only address single tools, but not entire systems, which makes it hard to assert performance improvements. Juvan et al., (2023) support this scepticism based on the sectoral waste analysis, which reveals that hotels and restaurants do not contribute to homogeneous waste flows; tourism generates over 35 million tons of solid waste every year, but the distribution within the sector is quite sharp, which means that the general lean templates might be incorrect in their diagnosis. 
Conversely, Cardenas et al., (2024) discovered operational benefits of specific circular practices on food waste; they reviewed 51 studies and concluded that prevention, minimisation and recycling practices may reduce waste and promote sustainable customer behaviour, which parallels the power of lean of focusing on resource efficiencies. Another source of information is offered by Al-Husain et al., (2024), who demonstrate in five-star hotels in Egypt that food supply chain quality management enhances the sustainable performance and that the relation between the two is mediated by the digital integration, which suggests that lean outcomes are conditional on the information visibility, but not on the shop-floor discipline itself. Sharma and Mitra (2026) suggest a benchmark-based model that integrates the gap analysis and integer programming to prioritise the improvement and the lean need to be considered as the optimisation problem, rather than as a philosophy. 
This literature has the strength of taking lean beyond cost cutting to waste intelligence and service redesign. It has a flaw in limited causal evidence based in hotels. The main gap here is the lack of multi-property studies that examine whether lean can increase customer satisfaction over the long run, which is important to consider when considering cases like Hilton instead of treating efficiency as a value-creating activity.
[bookmark: _Toc226392239]2.3.3 Technology in hospitality: PMS, AI and automation
The availability of recent scholars is more inclined to regard technology as an operational potential in hospitality, yet not all agree that greater technology results in enhanced service. The bibliometric analysis of To & Yu (2025) reveals the magnitude of the change: In 2018, there were 24 searches about AI in tourism and hospitality, and as of 2024, 277 sources were published, a significant amount of attention. The positive research associates this movement with quantifiable benefits. Pitakaso et al., (2025) indicate that an AI-powered housekeeping planning system decreased turnaround time within room larger than 50% and task completion exceeded 99%, indicating automation has the potential to enhance efficiency and the response rate of guests. Similarly, Gajic et al., (2024) discover using SEM that AI and IoT enhance hotel efficiency and, by bypassing that channel, sustainable business operation, which supports the case of data integration via PMS and smart automation. There are, however other scholars who argue against techno-optimism. 
Wust & Bremser (2025) demonstrate experimentally that booking intention decreases when travellers use AI chatbots as compared to the use of human interaction, particularly in negative conditions, which suggests that automation can harm trust during service moments. This issue is further supported by Turčinović et al., (2025), who review the case of AI-based HR systems in European hotels and conclude that there are contradictions over autonomy, fairness and work-life balance, which means that the efficiency can be increased at the expense of employee legitimacy. Consumer-side evidence is no more consistent, with Ayvaz-Cavdarooglu et al., (2024) introducing smart service quality to SERVQUAL, but their findings indicate that reliability is the most appreciated dimension, and smart service quality is the least desired, which suggests guests still base their judgment on technology through conventional service expectation. 
This literature has its strength in the empirical specificity. Technological determinism is its weakness. The absence has inadequate longitudinal data on when PMS, AI and automation should and should not complement human service, and when they can and should replace it too vigorously as well. 
[bookmark: _Toc226392240]2.4 Gap
Current studies are still disjointed. Research on service quality, lean management and hospitality technology tends to look at these aspects independently instead of looking at them as part of the overall operational capacity. According to Perdomo-Verdecia et al., (2022), the research on lean in hotels is still small and methodologically close, and new studies on technology are often based on the assumption that digital adoption positively affects performance without demonstrating the long-term service trade-off. Similarly, quality-management studies describe agility and performance, yet seldom involve inventory management, minimisation of waste, and guest satisfaction in a single conceptualisation. This leaves a gap that can be filled through a unified, operations-based analysis. 
[bookmark: _Toc226392241]2.5 Summary
Overall, the literature proves that operations strategy, lean systems, and technology are issues in hospitality, yet the existing evidence is rather uneven and poorly integrated. The extent of critical and unified analysis is thus required to describe how these dimensions cumulatively influence the operational and service performance. 
[bookmark: _Toc226392242]3. Methodology
[bookmark: _Toc226392243]3.1 Research Philosophy 
Interpretivism fits the purpose since this research examines the explanations of recent scholars regarding hospitality operations, lean systems and technology adoption in context, as opposed to finding a single universal law of causality (Manfreda et al., 2022). It is already acknowledged that interpretive synthesis is a tool that is useful in the study of meanings, experiences, and organisational complexity in the hospitality research. It is also consistent with Dynamic Capabilities Theory that is dedicated to adaptation and resource reconfiguration (Pertusa-Ortega et al., 2024). Nevertheless, interpretivism may decrease the extent of generalisability and augment the influence of the researcher in the interpretation. 
[bookmark: _Toc226392244]3.2 Research Approach
The inductive approach is appropriate since in this research, conclusions are made based on observations that have been demonstrated throughout the recent body of literature rather than a preset hypothesis. According to the research of Mueller-Seeger & Kressmann (2025), induction can be of great use in cases where the purpose is to construct explanation based on sophisticated evidence and controversial perspectives. It has its strength in its readiness to discover new themes; its weakness in that it produces more interpretive findings than replicable ones as compared to deductive designs. 
[bookmark: _Toc226392245]3.3 Research Method
The mono-method qualitative design is suitable since the research employs a single coherent approach a systematic review of the literature that is assisted by qualitative synthesis. The study by Huang et al., (2025) observes that there is a rise in mixed methods though the integration of design can lack clarity thereby compromising coherence. Applying one method thus enhances consistency of objectives, theory and analysis but reduces triangulation. 
[bookmark: _Toc226392246]3.4 Data Collection
Secondary data was selected as the research appraises published evidence in the hospitality settings as opposed to gathering primary responses in the same location. According to the study by Kim et al., (2025), there is still a fragmented nature of the field and how systematic synthesis can help in consolidation of knowledge. Such approach is suitable when it comes to comparing strategic activities, lean management and technology within a single framework. It has a weakness of relying on database coverage, publication bias and inconsistent study quality. 
[bookmark: _Toc226392247]3.5 Data Analysis
This study is appropriate to systematic analysis. It gives a systematic and clear method to check on the recent literature. It aids in the comparison of arguments of various authors. It also determines inconsistencies, strengths, weaknesses, and gaps in research (Phillips and Barker, 2021). This will be significant in the analysis of strategic operations management, lean management, and technology in hospitality. 
[bookmark: _Toc226392248]3.6 Gap
The current literature in hospitality research continues to address the concepts of strategy, lean and technology as disjointed issues with very little integrated analysis of the joint impact on operations. 
[bookmark: _Toc226392249]3.7 Ethics
The study upheld ethics by relying on credible published materials, referencing all authors in the correct format, and plagiarism was not practised; the representation of the findings was truthful, and the interpretation was balanced (Cingillioglu and Wellalage, 2025). Since secondary research was being conducted, there are no human participants, no data collection, and no direct threat to the individuals.  
[bookmark: _Toc226392250]3.8 Summary
Overall, the selected methodology is correct, as it is theory-based, literature-driven and qualitatively suitable to critically synthesise current hospitality research in a consistent qualitative structure. 
[bookmark: _Toc226392251]4. Findings
[bookmark: _Toc226392252]4.1 Strategic Operations Management: Improving Efficiency, Service Quality, and Inventory Control in Hospitality
Strategic operations management enhances better performance in the hospitality sector where process design, service delivery, pricing and supply coordination are operated as a single operating system. Evidence in journals recently confirms this statement. A case study of 365 Spanish hotels demonstrated that agility by the partners and agility by the operations enhanced hotel performance in the indirect way through standardisation, indicating that the value of standardisation is useful only when the routines can still be reconfigured under unstable demand (Pertusa-Ortega et al., 2024). This is vital particularly in the hospitality sector since production and consumption are simultaneous and the failures in the processes are seen by the guests instantly instead of being fixed later. 
The service-quality literature however does not endorse a single formula of operating. A study of 5-star hotels in Athens established a relationship between the dimensions of guest satisfaction and EBITDA, ROA and ROE, and established that responsiveness was the most powerful dimension in financial performance (Skordoulis et al., 2024). The implication of that finding is that process optimisation should focus on speed, coordination and service recovery and should not focus solely on tangible luxury cues. A Cuban five-star hotel study by Perdomo-Verdecia et al., (2024) revealed that there were no single dominant drivers of satisfaction in the study but several combinations of service conditions were found to result in satisfaction. The implication is critical in the sense that strategic operations management should not be a formulaic process since what works in one market or brand might not be replicated directly to other markets or brands. 
This reasoning is demonstrated by Marriott via digital process integration. According to the official hotel platform of Marriott, the group manages 9,000+ hotels, whereas the list of apps indicates that the guests can search in 130+ countries and 35+ brands; according to the same listing, there are 10M+ downloads (Marriott, 2024). These figures are important since mobile check-in, room ready alerts, direct staff communication and digital service request will transform the app into an operational front end rather than a loyalty tool. The advantage is a reduced friction and probably an improved labour distribution. The drawback is that digital commitments are time-stamped and thus failures in housekeeping, front office or service delivery will be more conspicuous and thus more harmful. 
The argument of strategy is even more explicit in inventory control. The 2024 Serve 360 report of Marriott has 10 priority sourcing areas: animal proteins, bottled water, cleaning supplies, cocoa, coffee, guest-room amenities, paper products, seafood, sugar and textiles. IHCL (2025) report also says that glass water bottles are being transitioned to all its hotels, with wooden key cards and bio-compostable materials already being used through its Paathya framework. These instances indicate that inventory is no longer a localised procurement issue. It is influenced by consistency of the services, sustainability credibility, visibility of costs and brand positioning simultaneously. The advantage of strategic operations management is in its integration; its disadvantage is in its complexity, since any enhancements in one node can raise the complexity of procurement or switching costs elsewhere. 
Another strategic implication is related to revenue operations. Perdomo-Verdecia et al., (2022) contend that open pricing and one-to-one pricing are becoming increasingly significant since the systems with high amounts of data can flexibly adjust inventory yield at the customer level. This is capable of lowering unsold capacity and enhancing revenue extraction, though it creates risks of unfairness when there are disparities in price, which is not balanced by the perceived service value. The best practice in strategic operations management is then where process optimisation, service quality, inventory visibility and pricing logic are coordinated as opposed to being handled independently.
[bookmark: _Toc226392253]4.2 Lean Management at Hilton: Evaluating Waste Reduction, Operational Efficiency, and Customer Satisfaction
Hilton proves that lean management within hospitality is best as a specific waste reduction and not as a direct replica of the logic of manufacturing. This point is reserved in the scholarly literature. A systematic review of the lean management in hotels by Perdomo-Verdecia et al., (2022) found that the area is still divided with most tools having been deployed in the industry as individual tools and not as holistic lean systems. The significance of this criticism is that too many hotel groups are able to boast of efficiency improvements without demonstrating that lean routines are institutionalised in kitchens, housekeeping, procurement and service recovery. 
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Figure 3: SASB table
(Source: SASB, 2024)
This is more concrete than most operators because Hilton reports it itself. According to estimates provided by SASB (2024), one type of waste, food waste, is estimated to be 41 percent of the total waste on a sample of about 50 food-waste reduction pilots across the globe. That is also strategic as lean can only be believable when the prevailing stream of waste is determined and measured. The LightStay system by Hilton provides an additional control mechanism by providing the hotels with a common infrastructure to monitor efficiency and environmental interventions (Hilton, 2024). Visibility and comparability is the power of this model. Its shortcoming lies in the fact that pilot-sourced evidence can exaggerate enterprise-wide consistency in case of execution across brands, formats or geographies. 
Hilton food-service redesign is the most potent evidence in the operations. In the UAE, Hilton recorded that its Green Breakfast pilot project had led to 62% reduction in pre- and post-consumer food waste in 13 hotels over a 4-month period. It has since upscaled Green Ramadan 2024 to 32 hotels across seven countries, accommodated 239,000 guests, and cut more than 20% of post-consumer food waste, generally reported as 21% (Hilton, 2023) [Appendices 1]. These statistics are analytically meaningful in that buffet processes are structurally inclined to over-production, back-order and dishonesty in portions. Lean techniques seem to work best in situations where sources of waste are routine, which can be seen and restructured using menu planning, forecasting and serving practices. 
The more challenging is whether lean is customer satisfaction enhancing or a cost reducing tool. According to the recognition systems used by Hilton, guest experience is the last performance metric; the 2024 Award of Excellence model is specific on how excellent hotels can be attributed to high levels of guest satisfaction and service quality. The broader literature is in favour of caution. The review of 51 studies on food-waste practices in hospitality found that the idea of circular interventions can lead to waste reduction and sustainability-related behavioural changes, yet further evidence is required on how the characteristics of customer acceptance are achieved (Cardenas et al., 2024). The success of lean at Hilton is thus convincing on the reduction of waste and control of its operations, but not so much reliable on the direct effects of lean routine and satisfaction. 
The most limiting factor is scalability. Pilot programmes are less difficult to control as compared to global portfolios that have varied labour rates, menus and guest demands. The value created by lean is long lasting when the front-line discipline, proper measurements and follow-through by the managers is also solid even after the implementation. Otherwise, the waste indicators can be enhanced in the short run with no long-term behavioural and service resilience.
[bookmark: _Toc226392254]4.3 Technology in Hospitality: Assessing the Impact of PMS, AI, and Automation on Operations and Guest Experience
The use of technology has evolved to become an operating architecture in hospitality as opposed to a support tool, which depends on its value. In a 2025 bibliometric review, 921 AI articles in tourism and hospitality were found (including 882 articles and 39 reviews), and the number of publications in this field has increased since 1987 to 2024 (To & Yu, 2025). This shows the magnitude of the digital transformation. Nonetheless, the growth in publications cannot be the same as the improvement in operations; the latter has to be presented separately. 
A stronger evidence is offered in applied research. An AI-controlled housekeeping system pilot stated that the average time spent on room turnaround had decreased by over 50%, and the task-completion rate was over 99% (Pitakaso et al., 2025). In another study of Serbian hotels published in 2024, it was determined, with the help of structural equation modelling, that AI and IoT played a critical role in enhancing operational efficiency that in turn contributed to sustainable business performance (Gajić et al., 2024). Combined, these results demonstrate why PMS-aligned automation is important: readiness of the room, the organisation of labour, and coordination of maintenance and response to guest requests can be enhanced if the information within the departments flows faster. The efficacy is the power of efficiency. The vulnerability is that it relies on the quality of the data, quality of integration and acceptance by staffs. 
Evidence in the company revealed that technology is being implemented in various ways in business models. Marriott has its app as an interface used by guests and Airbnb employs it in AI-based support and exception management. According to the Q3 2025 findings, Airbnb reported that its AI customer-support assistant helped decrease the number of calls to a human agent by approximately 15% and shortened the resolution duration of hours to seconds (Airbnb, 2025). This is impressive in terms of efficiency. However, this does not resolve the service-quality issue, as fast response is not necessarily synonymous with reassurance or trust. 
Such tension can be observed in recent journal evidence. Wust and Bremser (2025) discovered that the booking intention was reduced when travellers communicated with chatbots as compared to human agents in cases of negative booking experiences. An independent 2024 study of hospitality services found that reliability was the most desired dimension of service quality, and smart service quality was the least desired. The implication is categorical, technology enhances hospitality when it enhances reliability, speed and transparency, but when it erodes it when it replaces too vigorously with human reassurance in encountering exceptions or when faced with emotional service encounters. 
Overall, the findings show that competitive advantage does not come from strategy, lean or technology in isolation. Strategic operations management offers the delivery of system design, lean eliminates waste in the system, and technology enhances visibility and response rate in the system. Those that are the strongest are therefore those that bring together the adaptive processes, measurable waste control and selective automation without compromising the relational core of hospitality service.  
[bookmark: _Toc226392255]5. Discussion
[bookmark: _Toc226392256]5.1 Strategic operations management and service performance
The results confirm the first research question by indicating that strategic operations management enhances the performance of hospitality ventures when the service quality, process optimisation, prices and inventories are aligned but not handled independently. This is in line with Pertusa-Ortega et al., (2024) claim that quality management can enhance performance in hotels by operational and partner agility and not by strict standardisation open alone. The results are also consistent with Skordoulis et al., (2024), whose evidence correlates responsiveness with EBITDA, ROA and ROE, since we can see that the elements of digital integration of processes at Marriott transform responsiveness into an operation capability, with mobile check-in, room alerts and service requests. 
Nevertheless, the results also drift out of excessively linear conceptions of service quality. Perdomo-Verdecia et al., (2024) demonstrate that there are numerous sets of conditions that can lead to satisfaction, and the results prove this hypothesis by stating that no perfect formula can ensure success in all brands and markets. This reinforces the Dynamic Capabilities Theory as it implies that competitive advantage requires reconfiguring routines to suit context instead of aping pre-established best practice (Pertusa-Ortega et al., 2024). One of the major lessons of the results is that inventory management is not an operational support activity, but a strategic ability of an organisation since Marriott and IHCL demonstrate that sourcing and material decisions can affect the service consistency, sustainability and cost accounting at the same time.
[bookmark: _Toc226392257]5.2 Lean management, Hilton and operational efficiency
The second research question was whether lean management can assist Hilton to reduce wastes and enhancing customer satisfaction. The results partially agree with lean literature. They strongly support Perdomo-Verdecia et al., (2022), who believe that hotel lean studies tend to be disjointed and tool-centred, as Hilton has provided the best evidence of its lean initiative because of focused food-waste programs, instead of an enterprise-wide lean system that it demonstrates. Green Breakfast and Green Ramadan cases demonstrate that lean is best applied when waste streams are, visible, and quantifiable, which also proves Cardenas et al., (2024), who summarise that the circular food-waste practices can decrease waste and promote sustainable behaviour. 
Nevertheless, the results also reveal the gap that was found in the literature review, like the customer satisfaction outcomes are not directly evidenced as efficiency gains. Reporting of Hilton demonstrates that the control on operations by LightStay and food-waste pilots is convincing, but the effects of satisfaction are not as clearly isolated as those of waste reduction. This can be said to imply lean works, conditionally. Its strength is that it produces quantifiable waste elimination; its weakness is that it cannot be certain to transfer across global portfolios and there is little evidence of the direct relationship between lean and guest-perceived value.
[bookmark: _Toc226392258]5.3 Technology, selective automation and integrated capability
The third study question was to examine whether technology enhances operations and guest experience. The results are in line with To and Yu (2025), Pitakaso et al., (2025) and Gajic et al., (2024) indicating that AI, integration of PMS and automation can enhance turnaround time, coordination and performance. Meanwhile, the results add to Wust and Bremser (2025) and Ayvaz-Cavdarooglu et al., (2024), who caution the fact that technology cannot necessarily help enhance the quality of service when it undermines trust, reliability or reassurance. This does not imply that technology is more effective than strategy or lean itself. Rather, strategy is the most comprehensive ability since it develops the system, internal discipline within the system is enhanced by lean, and technology increases visibility and responsiveness across the system. 
This interaction can be explained with the help of the Dynamic Capabilities Theory: companies can benefit when they combine and reorganise these capabilities jointly instead of using them separately (Pertusa-Ortega et al., 2024). It is thus new research finding that adaptive integration is the most effective model in the hospitality sector as opposed to pure lean and pure digitalisation. This should be tested in future research based on an increasing number of multi-property longitudinal research on the impact of strategy, lean and automation on service quality, waste, trust and profitability with time in hospitality organisations.
[bookmark: _Toc226392259]6. Conclusion
This work concludes that hospitality operations management has best performances where strategic operations management, lean management, and technology are incorporated in a single coherent operating system. The results indicated that strategic operations management enhances better performance through the interconnectedness of process optimisation, service quality, inventory control, and pricing decisions, contrary to the way they are treated individually as management functions. This affirms that success in the hospitality operation relies on coordination, agility and the ability to react promptly to the demand and guest expectations that are ever-changing.
The research also established that lean management is a useful tool since it assists hotels in eliminating waste, enhance discipline in the workflow, and enhance efficiency. The Hilton case showed that lean works especially well in the food-service industry, where waste manifests itself and is measurable. Nevertheless, the results also indicated that lean does not necessarily enhance customer satisfaction in the absence of efficiency improvement and without decreasing service quality or guest selection.
Technology came out as one of the key facilitators of operational performance. Automation, PMS systems and AI enhanced speed, visibility and coordination of departments. However, the results also substantiated the idea that technology is most useful when it helps, but does not entirely substitute human service, which is necessary in certain cases when trust, reassurance, and personal interaction are needed.
The major implication of this study is that there is no single dimension that can be applied alone. Strategic management gives focus, lean enhances efficiency, and technology enhances responsiveness. Consequently, the competitive advantage in the hospitality sector will be achieved through the integration of these capabilities alongside maintaining reliability, service value and guest-centred delivery.
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