[bookmark: _Hlk192146643]INDIVIDUAL PROJECT: DISSERTATION
Research Proposal 



TITLE: THE COVID HANGOVER – THE LONG-TERM IMPACTS OF THE REMOVAL OF HUMAN INTERACTION IN THE HOSPITALITY INDUSTRY



[image: Brain in head with solid fill]

REBEKAH LOUISE JONES - 2205076

MODULE: BMBM6020
CONTENTS PAGE

Title – P1

Contents – P2

Introduction – P3

Main Research Objectives – P4

Reference List – P5

Research Proposal: The Covid Hangover – The Long-Term Impacts of The Removal of Human Interaction in the Hospitality Industry


1. Introduction
[bookmark: _Int_EIVvEhSO]The COVID-19 pandemic has significantly altered the landscape of the hospitality industry, compelling businesses to adapt to unprecedented challenges and rethink their operational strategies, Kusumaningrum, L., & Wijaya, A. (2020). This research aims to explore the long-term impacts of this shift, focusing on how it has affected customer experience, employee engagement, and overall business performance within the hospitality sector. One of the most profound changes has been the reduction in human interaction due to stringent health and safety protocols. This shift has not only transformed how services are delivered but has also had far-reaching implications for various aspects of the industry, Pizam, A., & Shani, A. (2021). 
[bookmark: _Int_bPk0jhUE]This research aims to explore the long-term impacts of this reduction in human interaction, focusing on three critical areas: customer experience, employee engagement, and overall business performance. It examines how the shift towards contactless technologies and automation have influenced service quality, customer satisfaction, overall guest satisfaction and their journey, how evolving job roles have affected employee morale and engagement, Moore, J., & Pomeroy, A. (2021). With the adoption of contactless technologies and self-service options, the traditional personalised touch of hospitality has been replaced by more automated processes, potentially altering guests' perceptions and expectations. This study delves into the impact on employee engagement and job satisfaction, with the reduction in face-to-face interactions having led to changes in job roles and responsibilities, with employees having to adapt to modern technologies and workflows. This research will investigate how these changes have influenced employee morale, engagement levels, and their sense of fulfilment and connection to their work, Sharma, A., & Gursoy, D. (2021).
[bookmark: _Int_YxdxwYxU][bookmark: _Int_wGEPlzUt]Furthermore, this research will explore the broader implications of these changes on the hospitality industry's future. It will consider whether the reduction in human interaction is a temporary response adjustment to the pandemic or a lasting transformation to a permanent shift in how the industry operates. To achieve these objectives, a structured survey was conducted, including employees, customers, and executives, using a questionnaire consisting of 10 targeted questions, demographic details, and an open-ended section for additional insights. The survey was anonymous, yielding valuable data with a 100% completion rate and an average response time of 2 minutes and 18 seconds. The study will also look at how businesses can balance the benefits of technology with the need to maintain a human touch that is often central to the hospitality experience, Baquero, A. (2022). It is anticipated that a generational shift in consumer expectations will further shape the industry's trajectory, with younger customers showing greater acceptance of digital solutions, while older patrons and those engaging with high-end establishments continue to prioritise personalised service. As a result, the future of hospitality may depend on the industry's ability to adopt a dual approach, leveraging technological innovation while preserving meaningful human interaction to meet the diverse needs of its clientele.
[bookmark: _Int_k8CO1JRB]As a dedicated member of the hospitality industry, this topic holds significant personal and professional relevance to me. Having firsthand experience in the sector, I have witnessed the profound impact of reduced human interaction on both customer experience and employee engagement. This research is driven by my commitment to understanding these changes and identifying strategies that can help businesses adapt while preserving the core values of hospitality. By examining these areas, this research aims to provide a comprehensive understanding of the long-term impacts of reduced human interaction in the hospitality industry, Kim, J., Kim, H. and Wang, Y. (2021). It seeks to offer insights that can help businesses navigate the post-pandemic landscape, ensuring they can continue to deliver exceptional service, engage their employees, and achieve sustainable success in a transformed world, Yang, Y., & Zhang, J. (2020).
The primary takeaway would include that the COVID-19 pandemic has irrevocably altered the fabric of the hospitality industry, challenging long-standing norms and accelerating the adoption of contactless technologies. While these innovations have delivered undeniable operational efficiencies and enhanced health and safety, they have also diminished the personal interactions that traditionally define hospitality. This research has underscored how these shifts have impacted customer satisfaction, employee engagement, and overall organisational performance. It is evident that while some changes may be temporary adaptations, others are shaping a new, more digitised future. The key challenge for hospitality businesses moving forward will be finding the right equilibrium between technological advancement and human connection. Companies must not only invest in smart systems but also nurture the emotional intelligence, adaptability, and engagement of their workforce to deliver meaningful, personalised guest experiences. As someone who has lived and worked through these changes on the frontline, I believe that the industry’s long-term success hinges on its ability to blend innovation with empathy. By drawing on the lessons of the pandemic, embracing hybrid models of service, and reinvesting in people as much as in platforms, the hospitality sector can evolve into a more resilient, responsive, and human-centric industry. Ultimately, this research offers valuable insights that can guide leaders, policymakers, and practitioners as they shape a more sustainable and emotionally intelligent future for hospitality in the post-pandemic era.

2. Main Research Objectives
The main research objectives of this study aims to comprehensively investigate the impact of reduced human interaction on key aspects of the hospitality industry, with a particular focus on customer satisfaction and loyalty. In the wake of the COVID-19 pandemic, many hospitality businesses were forced to rapidly adopt contactless technologies and limit face-to-face interactions to ensure health and safety. While these changes have brought operational efficiencies, they may also have disrupted the personal touch that is central to the hospitality experience. As such, this research will explore how diminished human interaction has influenced guests’ perceptions of service quality, emotional connection, and overall satisfaction, as well as how these factors affect customer loyalty and repeat patronage. However, it will also consider the opposing perspective, including that for certain customer segments, particularly digital-first consumers, the integration of technology and automation may actually enhance satisfaction by offering greater speed, control, and convenience. This dual lens will enable a more balanced understanding of the evolving expectations in modern hospitality.
In addition to examining customer experiences, the study will analyse how reduced interpersonal contact has impacted employees within the industry. Specifically, it will assess changes in employee morale, job satisfaction, motivation, and retention rates in environments where human interaction, a core component of hospitality work, has been scaled back or altered. The research will also evaluate broader shifts in business performance, including financial indicators such as revenue generation, operational costs, and the efficiency of service delivery. Understanding these changes is essential for hospitality businesses as they seek to recover, rebuild, and remain competitive in a post-pandemic market.
Furthermore, this study will identify and assess the strategies hospitality organisations have implemented to mitigate the adverse effects of reduced human contact. These may include the use of digital technologies, employee training programs, hybrid service models, and customer engagement initiatives designed to maintain a high level of service quality despite physical distancing measures. Lastly, the research will forecast potential long-term trends shaping the future of the hospitality industry, offering insights into how businesses can adapt to evolving consumer expectations, technological advancements, and shifting workforce dynamics in the post-COVID era.

* Please note that this research proposal is also included within my main dissertation submission, separated only for submission purposes. *
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