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SWOT Analysis: Threats

« Data Security Concerns:
* Guest trust at risk due to cyber
threats (lvanov et al., 2019)
+ Competition from OTAs:

* Online Travel Agencies challenge
direct hotel bookings (Law et al.,
2020)
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Recommendations,

Al & Robotics Integration:

Continue enhancing services with Al and
chatbots

Sustainability:

Utilize apps for eco-friendly practices (Jones et
al., 2020)

Data Protection:

Strengthen cybersecurity for digital systems
(lvanov et al., 2019)

Human Touch in a Tech Era:

Maintain personalized guest interactions
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Opportunities

* Innovation & Differentiation:

* Use of mobile apps to stand out (Huang &
Liu, 2020)

« Sustainability Initiatives:

« Digital check-ins, reduced paper use (Jones
etal., 2020)

* Market Differentiation:

* Al and robotics in smart hotels (Geltek,
2020)
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Guest Services

* Marriott & Hilton Successes:
* Mobile check-ins, digital keys, and enhanced services

« Higher satisfaction and loyalty (Marriott, 2020; Hilton,
2020)

« Cardiff Example:

* Local taxis using QR codes for seamless service
integration (Veezu, 2024)
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: Introduction

Overview:

Rapid advancement of
technology in
hospitality

Mobile apps as a key
transformation tool

Importance: Improving
customer experience
and operational
efficiency
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1CCTINNOWgY I1rcenas in
Hospitality

* Emerging Technologies:

* Mobile apps, Al, smart technology,
contactless services

* Tech-savvy travelers' expectations

+ Key Insight: Hotels must adapt to remain
competitive
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Challenges and -~ \

Management Responses
* Security Measures: '
* Hotels mustinvestin cybersecurity
(Berezina et al., 2019)
* Balancing Technology &
Human Interaction:

* Human touch still essential in
guest services (Kong et al., 2020)
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Weaknesses

* High Implementation Costs:

« Small hotels face budget constraints
(Chungetal., 2020)

+ Dependence on Technology:

« Technical failures can disrupt services (Kong
etal., 2020)

« Data Privacy Concerns:

* Increasing focus on data security
(Srivastava et al., 2021)
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Emerging Trends &
Future Outlook

* ntactless Services Expansion:
« Digital keys, self-check-in (Hao et al.,
2022)
* Online Booking Platforms:
* Flexible booking options and refundable
policies (Masiero et al., 2020)
* Continuous Research:

* Ongoing study of Al and robotics’ impact

on customer satisfaction (Arici et al.,
2023)
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Conclusion

* Mobile apps are essential for enhancing guest
experience and operational efficiency

« Balancing innovation with data protection and
personalization is crucial

* Hotels must stay ahead of emerging trends to
maintain a competitive edge
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Technological

. -
Innovations i

* Blockchain Technology:

* Secure tracking of guest
transactions and loyalty
programs

* Biophilic Design:
* Connecting guests to nature

through design (Batabyal & Das,

2019)

* Reduced stress, improved air
quality
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