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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. One of the most profound changes has been the reduction in human interaction due to health and safety protocols. 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. 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). 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adoption of contactless technologies and self-service options, the traditional personalised touch of hospitality has been replaced by more automated processes, potentially altering guests' perceptions and expectations.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, Ruth, S., & Gilson, L. (2021). 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, Stone, G., & Melnyk, S.A. (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.

3. Literature Review
--------------------------------------------------------------------------------------------------------------------------
Introduction
The COVID-19 pandemic has profoundly reshaped the global hospitality industry, forcing businesses to rapidly adapt to a range of unprecedented challenges. Among the most significant transformations has been the widespread reduction of human interaction, introduced as a necessary measure to comply with health and safety protocols and limit the spread of the virus. This shift has altered the fundamental nature of service delivery in an industry traditionally built on personal connection and face-to-face engagement. This literature review critically examines the existing body of research that explores the pandemic’s impact on key dimensions of hospitality operations, including customer experience, employee engagement, and overall business performance. By synthesising findings from recent studies, it aims to provide a robust foundation for understanding the long-term implications of these changes on consumer expectations, workforce dynamics, and operational models. In addition, the review explores the strategic responses adopted by hospitality businesses to adapt to these challenges and enhance future resilience. These include innovations in digital service delivery, revised employee support mechanisms, and new models of guest engagement that strive to balance efficiency with personalisation, Harrison & Hopkinson, (2020). Through this analysis, the review highlights emerging trends and offers valuable insights into how the industry can evolve to meet the demands of a post-pandemic world.

Impact on Customer Experience
[bookmark: _Int_IQZtXwBj][bookmark: _Int_RDknKUyP][bookmark: _Int_YatGelt3]The shift to contactless services, such as self-check-in and mobile ordering features, has been widely adopted in response to the pandemic. Studies indicate mixed effects on customer experience. Beldona, S., Schwartz, Z., & Zhang, X. (2021), found that while some customers appreciate the convenience and safety of contactless interactions, others miss the personalised service that characterises traditional hospitality. Similarly, a survey by the American Hotel & Lodging Association, AHLA, (2020) highlighted COVID-19's impact on the hotel industry, reported increased customer satisfaction with enhanced cleaning protocols and safety measures, but a decline in satisfaction related to the perceived warmth and personal touch of the service with references to Chathoth, P.K., & Ng, P.T. (2020) also.
While many studies highlight the positive impact of contactless services on convenience and safety, some research argues that the reduced human interaction may negatively influence customer loyalty and emotional connection with brands. For example, Wirtz, J. et al. (2021), suggests that although automation improves efficiency, though it may weaken the relational aspect of service, leading to a colder, transactional experience. This shift can diminish the unique value proposition of hospitality businesses, where emotional engagement and personalisation traditionally play key roles in enhancing customer satisfaction and repeat business. This raises concerns about balancing technological adoption with maintaining meaningful customer interactions, Lee, J. (2021). 

Technological Integration
[bookmark: _Int_tvOpaLXA][bookmark: _Int_UKlDlpWQ]The pandemic accelerated the adoption of various technologies in the hospitality industry. According to a report by McKinsey & Company (2020), the consumer demand recovery and lasting effects of COVID-19, digital transformation has been crucial in maintaining operations and customer engagement. The use of artificial intelligence (AI) for personalised recommendations, Internet of Things (IoT) devices for room control, and mobile apps for seamless services have been pivotal. Research by Buhalis and Sinarta (2019), highlights that technology can enhance customer experience by offering personalised, efficient services, although it also stresses the need for maintaining a balance to prevent a purely transactional relationship with guests.
However digital transformation has undoubtedly revolutionised the hospitality industry, some studies caution that over-reliance on technology may lead to unintended consequences. According to Ivanov, S. and Webster, C. (2021), increased automation may reduce the human element central to hospitality, potentially eroding emotional connections and customer loyalty. Additionally, Hemmington and Neill (2021) argue that a purely technology-driven service model risks alienating guests who value authentic, personalised human interactions. These perspectives highlight the importance of balancing technological innovation with the interpersonal warmth that remains a core differentiator in the hospitality experience, Baker, S., & Taylor, M. (2021).
Technology has transformed employee development by providing cost-effective, scalable, and highly personalised learning solutions. E-learning platforms, virtual reality (VR) training, and artificial intelligence (AI)-driven analytics enhance engagement and knowledge retention by tailoring educational experiences to individual needs. For example, platforms such as LinkedIn Learning and Coursera enable employees to develop new skills at their own pace, fostering continuous professional growth. In high-risk industries like healthcare and aviation, VR simulations offer immersive, hands-on training without real-world risks, improving both competence and confidence. Additionally, AI-powered learning management systems (LMS) track employee progress, using performance data to recommend targeted development plans, ensuring more effective learning outcomes, Radović-Marković, M. and Salamzadeh, A., (2022).
Despite these advantages, digital learning poses challenges, including reduced interpersonal interaction and potential technological barriers. To mitigate these limitations, a blended learning approach combining online modules with face-to-face mentoring ensures a balance between technological efficiency and human engagement, optimising the overall learning experience. However, complexities in leadership and practical application of leadership theories includes effective leadership within an organisation, it requires a comprehensive understanding of diverse leadership styles and their impact on employee development, engagement, and overall performance, Northouse, P.G., (2021). Strong leadership plays a pivotal role in fostering a culture of learning, motivation, and innovation, ultimately contributing to organisational success. Leadership theories provide valuable insights into how different approaches influence employee behaviour and professional growth.


Employee Engagement and Job Satisfaction
The reduction in human interaction within the hospitality industry has had profound implications not only for customers but also for employees. A study by Baum et al. (2020) highlights that hospitality workers have experienced heightened levels of job insecurity, increased stress, and substantial shifts in their traditional job roles as a result of the pandemic and the ensuing operational changes. Many employees have been required to adapt quickly to technology-driven roles, often without adequate support or preparation, leading to significant challenges in training and professional development. This shift has placed additional pressure on organisations to equip their workforce with the digital competencies needed to operate new systems and maintain service standards in an increasingly contactless environment.
Moreover, research by Koo et al. (2021) underscores a critical trade-off associated with the adoption of automation in hospitality settings. While automation can enhance efficiency by relieving employees of repetitive and manual tasks, it may simultaneously diminish job satisfaction. This is primarily due to the reduced opportunities for personal interaction with guests—an element that many hospitality workers find rewarding and central to their professional identity. The erosion of human connection in day-to-day operations may therefore contribute to a decline in employee engagement and morale, raising important questions about the long-term sustainability of heavily automated service models in a people-centred industry.
Nevertheless, the reduction in human interaction and the shift toward technology-driven roles have posed challenges for hospitality employees, but some studies highlight potential benefits. According to Ivanov and Webster (2020), automation can lead to job enrichment rather than dissatisfaction. By automating repetitive and mundane tasks, employees are freed to focus on higher-value activities that require creativity, problem-solving, and personal engagement. Additionally, Susskind and Ali (2021), argue that technology can empower employees by providing better tools for efficiency and enhancing their ability to deliver superior service, ultimately increasing job satisfaction when implemented thoughtfully. This view emphasises that with proper training and integration, technology can complement rather than replace human roles, creating more meaningful work experiences, Alonso-Almeida, M.D.M., & Bremser, K. (2020).

Business Performance
[bookmark: _Int_elR5DF3J][bookmark: _Int_l1tthI8A][bookmark: _Int_p5DCg3ua]The financial impact of the pandemic on the hospitality industry has been severe, with many businesses experiencing substantial losses. However, those that swiftly adopted digital solutions have shown resilience. The World Economic Forum (2020) debates that COVID-19 has pushed companies over the technology tipping point and transformed business forever, reports that hotels and restaurants leveraging technology for contactless payments, online reservations, and virtual customer service saw a quicker recovery in customer confidence and business performance. Nonetheless, a study by Dogru, T., Mody, M., Suess, C., & Line, N. (2021), warns of the high initial costs and the need for continuous investment in technology, which may be challenging for smaller businesses.
Despite that, the swift adoption of digital solutions has been beneficial for many businesses, some studies suggest that a heavy reliance on technology may not always guarantee financial resilience. According to Jones, P., Hillier, D., & Comfort, D. (2021), the shift towards contactless and automated services can lead to increased operational complexity and higher long-term costs associated with system maintenance, updates, and cybersecurity risks. Additionally, traditional hospitality businesses that maintained a focus on personalised, human-centric service rather than fully automating their processes were able to differentiate themselves in niche markets where customer relationships and emotional engagement remained key drivers of sustainable revenue, Aydin, G., & Demirci, M. (2021). This suggests that a hybrid approach, blending technological innovation with the retention of core human elements, may offer a more sustainable financial model for long-term success, Tiwari, R., et al. 2020.)

Long-Term Implications and Future Trends
The long-term implications of reduced human interaction in the hospitality industry are still evolving, with ongoing research providing early indications of which changes may become lasting features of the sector. Gursoy and Chi (2020) suggest that certain adaptations such as heightened hygiene protocols, contactless check-ins, and the widespread use of digital platforms are likely to remain embedded in standard operating procedures well beyond the immediate aftermath of the COVID-19 pandemic. These measures, initially adopted out of necessity, have begun to shape new consumer expectations around safety, convenience, and efficiency.
One emerging trend that reflects this evolving landscape is the concept of "phygital" experiences, a hybrid model that blends physical and digital interactions to enhance the overall customer journey. As outlined by Gretzel et al. (2021), this approach seeks to harness the advantages of technology while maintaining the emotional and relational qualities of traditional hospitality. Phygital service models aim to deliver seamless, tech-enabled interactions such as mobile ordering, virtual concierge services, and AI-powered personalisation, alongside meaningful human engagement when and where it matters most. By balancing automation with authentic interpersonal connection, this hybrid strategy offers a promising pathway for the industry to navigate the post-pandemic future, meeting both operational demands and evolving guest preferences.
Although some experts anticipate that technological and hygiene-related adaptations will become permanent in the hospitality industry, others caution against fully embracing these changes without considering potential drawbacks. According to Baum, T., & Mooney, S. K. (2021), an overreliance on technology may risk alienating a segment of customers who value personal interactions and traditional service. Additionally, the concept of "phygital" experiences, while innovative, may lead to challenges in maintaining service consistency and employee engagement. Human-centric experiences, built on trust and emotional connection, remain critical components of guest loyalty, and businesses that neglect these may struggle to differentiate themselves in a highly competitive market. This perspective highlights the need for a balanced approach that prioritises human connection alongside technological advancements, Cheng, M., & Teoh, S. H. (2020).


Policy and Regulation
The role of policymakers in supporting the recovery and sustainability of the hospitality sector is crucial. The European Commission (2020) emphasises the need for clear guidelines on health and safety, financial support for technology adoption, and initiatives to support employee retraining. Effective policy measures can help mitigate the adverse effects of reduced human interaction and promote a balanced, resilient industry. Nonetheless, proactive policy intervention is often cited as essential for recovery in the hospitality sector, some scholars argue that over-regulation can stifle innovation and adaptability. Smith, J., & Brown, P. (2021) suggests that excessive reliance on government support and rigid policy frameworks may hinder businesses' ability to respond dynamically to changing market conditions. The study highlights that overly prescriptive health and safety regulations, as well as mandated technology investments, could disproportionately burden smaller enterprises that lack the financial resources to comply. A more market-driven approach, with minimal but strategic government involvement, is recommended to foster entrepreneurial resilience and encourage organic industry-led solutions for recovery and long-term sustainability.

Conclusion
[bookmark: _Int_Cf2OCLQk]The literature reviewed highlights the profound impact of the COVID-19 pandemic on the hospitality industry, particularly concerning reduced human interaction. While technology has provided solutions to maintain operations and engage customers, it has also introduced challenges related to customer experience, employee engagement, and business sustainability, EHL Insights, (2020.) Future research should continue to explore the evolving dynamics of these changes, with a focus on finding a balance between technological efficiency and the essential human elements of hospitality. This understanding will be crucial for developing strategies that ensure the long-term success and resilience of the industry in a post-pandemic world, Hsu, C.H.C., et al. (2021.) Strategic employee development is a critical factor in achieving a sustainable competitive advantage. Organisations with a highly skilled workforce demonstrate superior efficiency, innovation, and adaptability in dynamic business environments. The Knowledge-Based View (KBV), Grant, (1996) emphasises that intellectual capital serves as a key driver of competitive advantage, underscoring the importance of continuous learning, particularly in knowledge-intensive industries.
For instance, Amazon’s leadership development programs are designed to equip employees with both technical expertise and managerial capabilities, enhancing productivity, job satisfaction, and long-term organisational growth. Similarly, Toyota’s commitment to continuous improvement through Kaizen principles fosters a culture of incremental learning and innovation, reinforcing its position as an industry leader. By investing in strategic employee development, organisations can cultivate a workforce that is not only highly competent but also agile in responding to evolving market demands.



4. Research Methodology

a. Research Design:
[bookmark: _Int_Jcbm1ChY][bookmark: _Int_RjBoPwBS]This study will adopt a mono-method approach, employing detailed quantitative research method of creating and publishing a questionnaire to provide a comprehensive and nuanced understanding of the topic at hand. The use of a single methodological approach will allow for a focused and systematic investigation into the specific research questions, enabling the collection of precise and measurable data, West, B.T., Welch, K.B., & Galecki, A.T. (2022). By concentrating on quantitative techniques, this study aims to produce statistically robust results that can be generalised to broader populations, thus contributing significantly to the field of study. The quantitative approach will involve the use of structured data collection instruments, such as surveys and questionnaires, which will be designed to capture a wide range of variables relevant to the research objectives, ICPSR (2023). The quantitative mono-method approach will include the use of advanced statistical techniques to analyse the data. Descriptive statistics will be employed to summarise the data and provide an overview of the sample characteristics, while inferential statistics will be used to test hypotheses and determine the significance of the findings. Techniques such as regression analysis or factor analysis, may be utilised to explore complex relationships and underlying structures within the data, Gursoy, D., & Chi, C.G. (2020). 
[bookmark: _Int_zEQuTHiF][bookmark: _Int_ZEtMkdBr]	Furthermore, the mono-method approach will enable the researcher to delve deeply into the quantitative data, providing detailed insights that might be diluted in a mixed-methods study. The adoption of a mono-method approach using detailed quantitative research methods will ensure a rigorous and systematic examination of the research questions, Creswell, J.W. and Creswell, J.D. (2018). This method will produce high-quality, generalisable findings that contribute valuable knowledge to the field. The focus on quantitative techniques will enable the study to provide clear, precise, and actionable insights, advancing both academic understanding and practical applications of the research topic, Pallant, J. (2020).

b. Data Collection
Quantitative data will be gathered through structured questionnaires and surveys carefully tailored to different segments of the hospitality industry. These tools will be designed to capture a range of relevant variables, including shifts in operational practices, customer interactions, employee experiences, and overall business performance. The study will incorporate responses from diverse age groups and seek a variety of perspectives from both customers and employees, ensuring a comprehensive understanding of how reduced human interaction has affected various people, Pizam, A. (2023).
Qualitive data will be collected by researching through Tripadvisor (2025), Analysing written customer reviews from TripAdvisor, this analysis delves into three critical aspects of the Las Iguanas experience, the service, food, and overall satisfaction. Through examining common feedback patterns and sentiment, it reveals how customers perceive the brand and points to opportunities for enhancement.

c. Sample Selection:
[bookmark: _Int_PodUPXpk][bookmark: _Int_Q9JKq4Gk][bookmark: _Int_WGQTmBeu][bookmark: _Int_gsmIZJXQ]A purposive sampling technique will be used to select participants from various segments of the hospitality industry, including customers and executives. This non-probability sampling method is chosen for its effectiveness in ensuring that the sample is both relevant and representative of the specific groups of interest within the hospitality sector, Flick, U. (2018). The use of a purposive sampling technique in this study will facilitate the selection of knowledgeable and relevant participants from various segments of the hospitality industry. By maintaining a clear focus, the research will capture a broad spectrum of experiences and perspectives, contributing to a comprehensive understanding of the long-term impacts of reduced human interaction in the post-pandemic hospitality sector.
[bookmark: _Int_Eq3Bcz2j][bookmark: _Int_J24rTgLz]Purposive sampling, also known as judgmental or selective sampling, involves selecting participants based on specific characteristics or criteria deemed important for the research Etikan, I., Musa, S.A. and Alkassim, R.S. (2016). For example, I distributed my questionnaire on LinkedIn, leveraging its network for academic research insights. Additionally, I shared it across social media platforms to gather a broad range of responses from diverse age groups and customers. To capture the perspectives of employees and management, I also posted the questionnaire on a hospitality-specific platform called ‘Fourth,’ enabling me to collect insights from both frontline staff and executive or supervisory roles. This approach is particularly useful when a deep understanding of a particular subgroup or context is required, as it allows for the intentional inclusion of individuals who have the most relevant experiences or knowledge related to the research questions, Palinkas, L.A., Horwitz, S.M., Green, C.A., Wisdom, J.P., Duan, N. and Hoagwood, K. (2015).
The Selection Criteria used is to ensure a comprehensive representation, focused on ensuring a well-rounded representation of perspectives. Participants were chosen based on their role as employees, customers, or executives within the hospitality industry. This approach allows for a holistic view of experiences from both service providers and recipients. The hospitality industry is diverse, encompassing various sub-sectors that each have unique challenges and experiences, particularly in the context of the COVID-19 pandemic and its aftermath, Reuters (2025). By segmenting the sample into restaurants’ staff and customers, the study aims to capture a wide range of perspectives and insights. This segmentation will also help in understanding how different areas within the hospitality industry have been impacted and how they are adapting to changes.

d. Data Analysis:
[bookmark: _Int_zxQLjDef][bookmark: _Int_kUk7Z95O][bookmark: _Int_n2xaTdJG][bookmark: _Int_vXhdeN4s][bookmark: _Int_0cczo0hn]Qualitative data will be analysed through thematic analysis to uncover common themes patterns and correlations. The data collected will be examined through statistical techniques appropriate for the research questions, Silverman, D. (2020). Descriptive statistics will provide an overview of the sample characteristics and general trends, while inferential statistics will be used to identify significant differences and relationships between variables, Lo, S.M., & Dube, L. (2020). In addition, comparative analysis will also be conducted to explore variations between the different segments of the industry, Bryman, A. and Bell, E. (2019).
This analysis examines qualitative data from customer reviews on TripAdvisor, as I mentioned previously, focusing on three key aspects of the customer experience at Las Iguanas: service quality, food quality, and overall experience. By identifying common themes, sentiment patterns, and recurring feedback, this provides in-depth insights into customer perceptions, expectations and areas for potential improvement, Zomerdijk, L. G., & Voss, C. A. (2010). It enables a deeper understanding of how customers experience various aspects of the service, highlighting both strengths and areas in need of improvement. These insights can inform targeted strategies for enhancing service quality, refining customer engagement approaches, and driving continuous improvement in line with evolving consumer needs and preferences.

Service Quality - Common Themes:
· Positive Aspects: Many reviewers commend the friendliness and attentiveness of staff, often highlighting specific employees who provided exceptional service.
· Negative Aspects: Some customers report slow service, particularly during peak hours, with delays in food and drink orders being a recurring issue.
Sample Reviews:
“The staff were incredibly welcoming and attentive, making us feel valued from the moment we walked in.” (Positive Sentiment)
“The service was slow, and we had to wait over 40 minutes for our main course, which dampened the overall experience.” (Negative Sentiment)
Analysis: While the majority of reviews praise the hospitality and warmth of the staff, some guests express frustration over long wait times. This suggests that while customer service is a strength, operational efficiency during busy periods could be improved to maintain consistency.
Food Quality - Common Themes:
· Positive Aspects: Customers frequently appreciate the variety and authenticity of Latin American cuisine, with particular praise for cocktails and signature dishes.
· Negative Aspects: Occasional complaints about portion sizes, inconsistent food quality, and cold dishes being served.
Sample Reviews:
“Absolutely delicious food! The Brazilian curry was full of flavour, and the cocktails were amazing.” (Positive Sentiment)
“The food was average at best. My tacos were cold, and my friend’s meal was overcooked.” (Negative Sentiment)
Analysis: Overall, food quality receives positive feedback, particularly in terms of taste and authenticity. However, inconsistencies in preparation and portion sizes may impact customer satisfaction. Addressing kitchen efficiency and quality control could enhance the dining experience.
Overall Experience - Common Themes:
· Positive Aspects: Customers enjoy the vibrant atmosphere, themed decor, and lively ambiance.
· Negative Aspects: Some guests mention issues with reservations, noise levels, and value for money.
Sample Reviews:
“The atmosphere was fantastic—great music, a lively crowd, and a true Latin American feel.” (Positive Sentiment)
“The place was too loud, making it hard to have a conversation. Also, for the price, I expected better portion sizes.” (Negative Sentiment)
Analysis: The ambiance is one of Las Iguanas’ key strengths, contributing to an enjoyable and immersive dining experience. However, noise levels and perceived value for money could be areas for improvement.

Conclusion - The qualitative analysis of TripAdvisor reviews reveals that Las Iguanas excels in customer service and ambiance, though there are opportunities to enhance efficiency in service delivery and food consistency. Addressing these concerns through staff training, kitchen process improvements, and customer feedback integration could further solidify its reputation for providing an exceptional dining experience, Deery, M., & Jago, L. (2015). These insights can inform targeted strategies for enhancing service quality, refining customer engagement approaches, and driving continuous improvement in line with evolving consumer needs and preferences. Furthermore, the findings can support strategic decision-making by helping Las Iguanas prioritise initiatives that align with customer expectations and enhance competitive positioning. While the analysis offers valuable perspectives, it is essential to acknowledge potential limitations such as potential biases in self-reported data and contextual factors influencing the sentiment of the sample demographics. Nonetheless, the qualitative approach adds depth and context that complement quantitative measures, contributing to a more holistic understanding of customer experience in the hospitality industry.


5. Expected Outcomes
This research aims to provide a comprehensive and detailed understanding of how the reduction in human interaction has affected key areas within the hospitality industry, particularly focusing on customer satisfaction and employee engagement. By exploring these impacts, the study will shed light on how changes in interpersonal dynamics influence the overall guest experience and the motivation, morale, and commitment of employees. Furthermore, the research will identify and evaluate the range of effective strategies and innovative approaches that hospitality businesses have employed to successfully adapt and respond to these challenges. These strategies may include technological adoption, changes in service delivery, and employee support initiatives. Lastly, the study will offer valuable insights into emerging long-term trends resulting from these shifts, considering how they might reshape the hospitality industry’s future operational models, competitive landscape, and customer expectations. Through this, the research will help stakeholders anticipate and prepare for ongoing and future transformations in the sector.

6. Significance of the Study
[bookmark: _Int_HCylyT8Q][bookmark: _Int_JSgFPtIn][bookmark: _Int_xjfezQ1u][bookmark: _Int_ZMpcO6dN]This research will provide valuable insights for hospitality businesses, policymakers, and researchers, each of whom plays a crucial role in shaping the future of the industry, Jones, P., Hillier, D. and Comfort, D. (2017). For hospitality businesses, understanding the long-term impacts of the pandemic is essential for developing strategies that enhance customer experience and employee well-being in a post-COVID world, Sigala, M. (2020). The research will shed light on how the integration of new technologies and the shift towards reduced human interaction have influenced customer satisfaction, loyalty, and overall service quality, Kim, J., Kim, J., & Park, J. (2021). These insights will enable businesses to refine their service delivery models, ensuring they can meet evolving customer expectations while maintaining the personal touch that defines the hospitality experience.
The hospitality industry has been one of the hardest hits by the pandemic, and the recovery process has required carefully crafted policies and guidelines, Gössling, S., Scott, D., & Hall, C. M. (2020). By providing a comprehensive analysis of the changes brought about by the pandemic, this research will help policymakers understand the challenges and opportunities faced by the industry. They can use these findings to formulate guidelines that support the recovery and sustainability of the hospitality sector, ensuring that businesses are able to thrive while adhering to health and safety standards, Ivanov, S. H., & Webster, C. (2020). This might include recommendations for balancing technological advancements with the need for human interaction, as well as strategies for supporting employee retraining and well-being, Jones, P., & Comfort, D. (2020). 
For researchers, this study will make a meaningful contribution to the broader body of knowledge concerning the multifaceted impacts of the COVID-19 pandemic across various sectors. By providing a focused and detailed case study of the hospitality industry, it will illustrate how businesses have navigated and adapted to the unprecedented challenges posed by the crisis, Nicola et al., (2020). This research will offer valuable insights into the strategies employed for crisis management, the rapid integration of technology, and the reconfiguration of service delivery models during times of significant disruption. As such, it can serve as a foundational reference for future academic inquiries into organisational resilience and adaptability in service-oriented contexts. Moreover, the findings have the potential to inspire further studies exploring the broader societal and economic implications of sustained reductions in human interaction. These insights could extend well beyond the hospitality sector to inform practices and policies in other industries that rely heavily on interpersonal engagement, such as healthcare, education, and retail, Baum & Hai, (2020). By doing so, this research not only enriches current understanding but also lays the groundwork for informed, cross-sector responses to future global disruptions.
Moreover, this research will delve into the potential for innovation within the hospitality industry by identifying key areas where businesses can effectively leverage emerging technologies to enhance their service offerings while still preserving the core values and human touch that define authentic hospitality. As previously mentioned, the study will closely examine the integration and impact of artificial intelligence (AI), Internet of Things (IoT) devices, and other advanced digital tools in creating more seamless, efficient, and highly personalised guest experiences. These technologies not only streamline operations but also enable data-driven decision-making that can anticipate guest preferences and tailor services accordingly. By understanding how these innovations are being implemented and their influence on customer engagement, businesses can better position themselves to meet evolving consumer expectations. Furthermore, the research will explore how technological advancements can support employees in delivering high-quality service, thus enhancing both customer and staff satisfaction. In doing so, this study aims to provide actionable insights that enable hospitality organisations to stay ahead of the curve and maintain a competitive edge in a rapidly transforming market landscape, Tuomi, Tussyadiah, & Stienmetz, (2021).
Ultimately, the insights gained from this research will be instrumental in guiding the hospitality industry toward a more resilient, adaptive, and sustainable future. By offering a comprehensive understanding of the post-pandemic landscape, the study equips businesses with the knowledge required to make data-driven and customer-focused decisions, while also enabling policymakers to develop more responsive and supportive regulatory frameworks tailored to the evolving needs of the sector, Gursoy & Chi, (2020). Furthermore, the findings provide a valuable foundation for future academic inquiry, encouraging researchers to further investigate the complex interplay between human interaction, technological innovation, and operational effectiveness in hospitality settings. In this context, the study highlights the importance of balancing digital transformation with human-centric service models to maintain emotional engagement and service quality. The collaborative efforts of the diverse stakeholders, the industry leaders, government bodies, and academic researchers, when informed by evidence-based insights, will be critical not only in driving recovery from the COVID-19 crisis but also in shaping a stronger, more inclusive, and future-ready hospitality industry. This alignment of strategic objectives and shared knowledge can foster innovation, enhance competitiveness, and ensure that the sector is well-prepared to navigate future disruptions and global challenges, Pereira & Kastenholz, (2020).

7. Timeline  
The timeline for this research project is structured to ensure thoroughness and systematic progression through each phase. The literature review will be conducted over a period of two months, allowing for an extensive exploration of existing research and theoretical frameworks relevant to the study. This will be followed by a three-month data collection phase, during which qualitative data will be gathered from sources. Subsequently, data analysis will be carried out over two months, involving detailed examination and interpretation of the collected data to draw meaningful insights. Report writing will then take one month, focusing on compiling and articulating the findings in a coherent and comprehensive manner. Finally, the review and finalisation phase, also lasting one month, will involve revising the report based on feedback and ensuring that all aspects of the research are accurately and effectively presented. The entire project is projected to take nine months from start to finish.

8. Data Collection
To collect quantitative data for this research, a questionnaire was carefully designed and distributed through multiple online platforms to maximise reach and gather diverse responses, IJIRES. (n.d.). The questionnaire was created using Type-form and SurveyMonkey, both chosen for their user-friendly and accessible interfaces, ensuring a seamless experience for participants. It was then shared across popular social media platforms, including LinkedIn, Facebook, Instagram, and Snapchat, as well as through a hospitality-specific platform, ‘Fourth’ and ‘Teams’ a university social platform. Additionally, the questionnaire was distributed in group chats via WhatsApp to further expand the participant pool and encourage engagement. These varied distribution channels were selected to effectively target both hospitality professionals and customers, with the goal of collecting 100-150 responses to build a robust dataset for analysis. Although the responses were anonymous, the data gathered provided valuable insights, capturing a range of perspectives from diverse age groups, customers, and employees. These tools effectively captured a range of variables, including shifts in operational practices, customer interactions, employee experiences, and overall business performance. This allowed for a comprehensive understanding of the impact of reduced human interaction on various stakeholders.
	A total of 10 responses were gathered through Type-form and 87 respondents participated through SurveyMonkey, achieving a 100% completion rate, with an average response time of 2 minutes and 18 seconds. However, 28 participants chose to skip Question 8, which asked, "How has the reduced human interaction impacted customer satisfaction and loyalty within the hospitality industry?" Despite this, the collected data provided valuable insights into the perspectives of employees, customers, and executives, contributing to a well-rounded understanding of the topic.  While Type-form’s visually appealing design and ease of use attracted some participants, its reach was limited. SurveyMonkey, on the other hand, proved more effective in engaging a larger audience due to its wide accessibility and seamless integration with sharing platforms such as LinkedIn, Facebook, and WhatsApp. Together, these tools yielded 97 responses, significantly contributing to the dataset and providing a solid foundation for analysis.
	The collected data was analysed using numerical and percentage-based methods to gain a clear understanding of the responses to each question. All responses were gathered anonymously, ensuring participant privacy and fostering honest feedback. The data was then organised into pie charts, graphs and scatter graphs using Excel software, where the number of responses for each question was calculated, and percentages were derived to identify trends and patterns. One question in the survey invited participants to share their opinions in an open-ended format, yielding qualitative insights. Out of all respondents, 59 provided detailed and diverse feedback, while 28 chose to skip the question. This qualitative data added significant depth to the analysis and complemented the numerical findings.
	The feedback collected was instrumental in capturing a wide range of perspectives, providing a richer understanding of the evolving challenges in the hospitality industry, particularly in the context of reduced human interaction following the COVID-19 pandemic. The qualitative responses offered practical insights into shifting customer expectations and operational challenges, which can inform strategic decision-making and innovation within the sector. Beyond the scope of this research, the data underscores the importance of regular feedback collection and re-evaluation in the future. As customer preferences and industry practices continue to evolve, ongoing assessments will be essential to ensuring the hospitality sector remains agile, customer-centric, and competitive in an ever-changing landscape.

9. Data Analysis
To begin with, a substantial number of responses were collected throughout the duration of the questionnaire. This was unsurprising, as participants were given the opportunity to express their views freely without the constraints of anonymity, allowing for more candid and diverse insights. Throughout the questionnaire, significant concerns were highlighted regarding the impact of reduced human interaction in the hospitality industry. A prevailing theme among respondents is the challenge of building rapport and fostering customer loyalty in an environment increasingly reliant on digital ordering methods, such as QR codes and mobile apps. Many participants expressed that although these technologies enhance efficiency, they also create a more impersonal experience which potentially discourages repeat visits. As predicted, the data also reveals a generational divide, with younger customers showing greater acceptance of digital solutions, while older patrons and those dining in higher-end establishments place higher value on personal service. Additionally, employees face increased pressure as reduced guest interaction diminishes job satisfaction and alters the traditional service dynamic. While some customers appreciate the convenience of contactless technology, concerns persist that an over-reliance on digital ordering may ultimately erode service quality and customer loyalty. These insights emphasise the need for a balanced approach, integrating technology while preserving the essential human touch that defines hospitality.


The first three questions of the questionnaire focused on demographic information, providing valuable context for the responses. The majority of respondents fell within the 18 -54 age group with three under the age of 18 and four over the age of 55 with one respondent over the age of 65, indicating that younger adults predominantly participated in the survey. In terms of gender distribution, female respondents represented the largest proportion of participants. Additionally, a significant number of respondents held management or executive roles within the hospitality industry, suggesting that many had firsthand experience and professional insight into the sector’s evolving dynamics. Understanding these demographics is crucial in interpreting the perspectives shared in the questionnaire, as age, gender, and occupational background may influence opinions on the impact of reduced human interaction in hospitality.

Question 4 concludes of the data collected when asked about the impact of reduced human interaction on service satisfaction, the majority of respondents (50) indicated that their satisfaction had "somewhat decreased." This suggests that while digital ordering and automation have streamlined certain aspects of service, they have also led to a noticeable decline in the overall customer experience. Additionally, 16 respondents felt that their satisfaction had "significantly decreased," reinforcing concerns that the lack of personal engagement negatively affects hospitality services. In contrast, only a small portion of participants reported a positive effect, with 4 respondents stating their satisfaction had "significantly increased" and 11 noting a "somewhat increased satisfaction." Meanwhile, 5 respondents believed there was "no impact" on their service satisfaction. These findings highlight a general trend of dissatisfaction with reduced human interaction, underscoring the importance of balancing technology with personalised service to maintain a high-quality customer experience.

When asked whether the use of technology and automation in the hospitality industry has made their lives easier or harder in question 5, the majority of respondents (42) indicated that it has made their experience "somewhat easier." This suggests that while digital advancements have introduced efficiencies, such as quicker ordering and streamlined processes, they may not have entirely eliminated challenges. Additionally, 10 participants reported that technology has made their lives "much easier," highlighting the benefits of automation in improving service speed and convenience. However, 23 respondents stated that technology has made their experience "somewhat harder," and 5 felt it was "much harder," indicating that for a notable portion of individuals, the shift towards automation may have introduced complexities or reduced the quality of interactions. Meanwhile, 7 participants reported "no change," suggesting that the impact of technology is not universally felt. These findings emphasise the need for a balanced approach to technological integration, ensuring that efficiency gains do not come at the expense of user-friendliness and personalised service.

When asked to rate their feelings about the removal of human interaction in the hospitality industry on a scale from 0 (negative) to 10 (positive) in question 6, the responses leaned heavily toward the negative end of the spectrum. The most common rating was 0, with 20 respondents expressing a strong negative sentiment. Additionally, lower ratings such as 3 and 4 were selected by 12 respondents each, and 2 was chosen by 8 respondents, further reinforcing the general dissatisfaction with reduced human interaction. While 18 respondents provided a neutral score of 5, indicating mixed or indifferent views, only a small number rated the change positively, with 6 respondents selecting 6 or 7, and just 3 respondents choosing 8, 9, or 10. These results suggest that the majority of participants perceive the reduction of human interaction as a negative development, aligning with concerns highlighted in earlier responses about decreased customer engagement, loss of personalised service, and challenges in building rapport within the industry.

In response to question 7, the findings show that the strategies organisations have employed to mitigate the negative effects of reduced human interaction in the hospitality industry, the most common response was "Personalised Customer Service through Technology," selected by 34 respondents. This suggests that businesses are leveraging digital tools to replicate elements of human interaction, such as AI-driven recommendations and loyalty programs, to maintain engagement and enhance customer experiences. Additionally, 26 respondents highlighted "Enhanced Digital Communication Tools" as a key strategy, indicating that businesses are improving online and app-based communication channels to bridge the gap left by reduced face-to-face interactions.  
Meanwhile, 17 respondents identified "Increased Focus on Employee Training and Development," suggesting that some organisations are equipping staff with skills to navigate technology-driven service models effectively while still providing a level of personal engagement. A smaller number of 6 respondents, noted "Improved Health and Safety Measures," indicating that while safety protocols remain relevant post-pandemic, they are not seen as a primary strategy for addressing the lack of human interaction. These findings suggest that while businesses are making efforts to adapt, the effectiveness of these strategies in fully compensating for lost personal engagement remains uncertain.

Based on the responses collected in Question 8, several key themes emerge regarding the impact of reduced human interaction in the hospitality industry: 1. Challenges in Building Rapport and Loyalty: Many respondents feel that technology-driven ordering methods, such as using phones and QR codes, make it difficult to establish a personal connection with guests. Comments like "you feel as if you cannot build a rapport with guests" and "reduced loyalty as no connection to re-visit same restaurants" indicate that the impersonal nature of digital interactions can undermine the customer’s sense of belonging and loyalty to a venue. 2. Diverging Customer Perspectives:  The data shows a split in customer experiences. Some participants appreciate the speed and efficiency of contactless ordering, this was indicated in comments like "Makes the process quick and easy", while others miss the warmth and personalised service that traditional face-to-face interactions provide. Notably, responses suggest that older generations and patrons of higher-end establishments value human interaction more than younger, digitally native customers. 3. Impact on Employee Experience: Several respondents noted that while technology may streamline certain tasks, it also places additional pressure on staff. The lack of personal interactions not only diminishes the overall service experience but may also contribute to feelings of job dissatisfaction and stress, as employees are left to deliver services in a more detached and less fulfilling manner. 4. Overall Service Quality and Industry Implications: A recurring sentiment in the responses is that the hospitality experience is deeply rooted in personal interaction. Without it, the industry risks becoming overly transactional. Comments such as "People remember you and come back because of how you made them feel" underscore the importance of maintaining a human touch. Additionally, there are concerns that over-reliance on technology could lead to a general decline in customer satisfaction and loyalty over time. 5. Mixed Reactions to Technology:  While some responses acknowledge that technology can improve efficiency and even drive loyalty through innovative platforms like perks apps, others point out that the convenience comes at the cost of a diminished personal experience. This dichotomy highlights the need for a balanced approach that leverages the benefits of digital tools while still preserving essential human interactions.
To summarise, the qualitative feedback suggests that although the adoption of technology in the hospitality industry has introduced efficiencies, it has also led to a perceived reduction in the quality of customer relationships and employee satisfaction. The challenge for the industry moving forward is to strike a balance, harnessing the efficiency of digital solutions without sacrificing the personal touch that is central to the hospitality experience. This balance is essential for maintaining customer loyalty and ensuring that employees remain engaged and valued.

In response to Question 9, which asked whether participants felt more or less engaged with hospitality since the implementation of automated services, the majority of respondents indicated a decline in engagement. 36 respondents stated they felt "Less Engaged," while 19 reported feeling "Much Less Engaged," highlighting a significant negative shift. Meanwhile, 24 respondents selected "No Change," suggesting that for some, automation has neither improved nor worsened their level of engagement. On the other hand, only a small number of participants felt positively about automation, with 6 respondents stating they were "More Engaged" and none selecting "Much More Engaged." These results reinforce the broader sentiment from the survey that reduced human interaction in hospitality has had a largely negative impact on customer engagement and experience.

In response to the final question, which asked participants about the long-term trends they foresee in the hospitality industry post-COVID in relation to human interaction, the majority predicted an increased reliance on automation (43 respondents). This suggests that many believe technological advancements will continue to shape the industry's future, further reducing human interaction. However, a significant number of respondents (22) expressed the expectation of a balanced approach between human interaction and automation, indicating a preference for integrating technology while maintaining some level of personal service. Meanwhile, 20 respondents anticipated a return to more traditional human interaction, highlighting that a portion of the market still values personal connections in hospitality experiences. These findings suggest that while automation is likely to remain a dominant trend, there is still a strong demand for a human element in service delivery.
This analysis provides a comprehensive view of how reduced human interaction is affecting the hospitality industry, but a few additional points could be considered:
In addition to the initial findings, several additional considerations further refine the analysis of reduced human interaction in hospitality. For instance, generational and demographic differences reveal that while younger customers often embrace digital solutions, older generations tend to value face-to-face interactions more highly, Hospitality Insights. (2024). Furthermore, the shift toward technology has elevated customer expectations for speed and efficiency, sometimes at the expense of the personal service that builds loyalty, highlighting the critical need for effective expectation management, JWU Online. (2024). On the employee side, increased reliance on technology has placed additional pressure on staff; however, robust training and support mechanisms could help mitigate these challenges, ensuring that employees remain engaged and effective as their roles evolve, Comcast Business, (2024) and Advhtech, (2024). Lastly, while technology offers undeniable benefits, there is a risk of long-term brand erosion if the human element is completely lost, HFTP. 2024). Future research should focus on identifying best practices for integrating digital efficiency with personalised service, thereby preserving both customer loyalty and employee satisfaction.

10. Conclusions 
This research has critically examined the long-term impacts of reduced human interaction in the hospitality industry, as initially outlined in the introduction. Through an in-depth analysis of customer experience, employee engagement, and overall business performance, this study has explored how contactless technologies and automation have influenced service delivery and guest satisfaction, Kandampully, J., Zhang, T. & Jaakkola, E., (2018). Additionally, it has assessed the evolving nature of job roles and their effects on employee morale and engagement. The findings indicate that while digital innovations offer efficiency and convenience, they also pose challenges to maintaining the personal touch traditionally associated with hospitality, Mody, M., Suess, C., & Leong, T.W. (2021). Businesses must strike a balance between technological advancements and human-centric service to sustain guest satisfaction and employee well-being. This research provides insights into how hospitality businesses can navigate these shifts while maintaining service excellence and workforce engagement (Deloitte Netherlands. (2021).
Las Iguanas has illustrated remarkable adaptability throughout this period, ensuring that guest satisfaction remains at the heart of its operations despite the constraints imposed by the pandemic, Gursoy, D., & Chi, C.G. (2021). By integrating rigorous health and safety measures, leveraging contactless ordering and payment systems, and maintaining a warm and welcoming atmosphere, the brand has successfully preserved its reputation for outstanding customer service, The Big Table Group. (2021). Furthermore, employee training programs have equipped staff with the skills to seamlessly blend technology with hospitality, ensuring that guests still receive a personalised and engaging dining experience, Arasli, H., & Arici, H.E. (2024). In addition to operational adjustments, Las Iguanas has reinforced its commitment to inclusivity and community engagement, fostering a customer-first culture that prioritises both safety and service excellence. By continuously evolving to meet shifting consumer expectations, the brand has set a benchmark for resilience in the hospitality industry. The case of Las Iguanas exemplifies how strategic adaptation, innovation, and a dedication to core values can enable hospitality businesses to thrive even in challenging circumstances.
While this study provides valuable insights, it is important to acknowledge certain limitations, including the restricted scope of the survey and potential regional variations in industry practices, Jiang & Wen, (2021). Future research could build on these findings by exploring long-term trends in consumer behaviour, employee adaptation to automation, and the financial impact of reduced human interaction within the hospitality sector. Despite its limitations, the study significantly contributes to our understanding of the post-pandemic hospitality landscape by examining the evolving needs of both organisations and consumers during a time of profound transformation. It underscores the critical importance of strategic adaptability, innovation, and workforce development in responding to industry disruptions. By analysing key trends and organisational responses, the study offers evidence-based recommendations designed to support long-term success and resilience in an increasingly competitive and uncertain environment, Bennett & Strydom, (2021). 
While my position highlights the challenges of reduced human interaction, it is equally important to acknowledge that some academics and industry commentators argue that automation can enhance customer experiences through speed, consistency, and personalisation. For example, digital-first consumers often prefer self-service options and mobile ordering for their convenience and control. By exploring these alternative viewpoints, I can present a more balanced discussion that not only strengthens my argument but also demonstrates a more nuanced understanding of the evolving hospitality landscape. For example, Lu et al. (2020) highlight how digital technologies can improve speed and personalisation, particularly for digital-first consumers who value autonomy and efficiency in service interactions. To strengthen this perspective, it is important to draw on academic literature that aligns with the view that human interaction remains vital in service delivery. Hochschild’s (1983) concept of emotional labour underscores how employees’ ability to manage emotions and build rapport is central to delivering authentic, memorable customer experiences, something that automation alone cannot replicate. Pine and Gilmore’s (1999) theory of the experience economy further highlights that in a saturated market, businesses compete not just on products or services, but on the quality of the experience, which is inherently human and emotionally driven. Additionally, research by Morhart et al. (2015) on brand authenticity argues that genuine human interactions enhance customers’ emotional connection to a brand, fostering loyalty and trust. These academic voices reinforce the argument that while digital solutions offer efficiency and convenience, the strategic value of human connection should not be underestimated. Finding the right equilibrium between automation and human touch is not just desirable, it is essential for long-term success in the hospitality industry.
The key insight is that Las Iguanas has demonstrated a strong commitment to sustainability and social responsibility through various initiatives; Ethical Sourcing and Supply Chain Practices: The company emphasises ethical trading by requiring all suppliers to adhere to The Big Table Group's Ethical Trading Policy, which aligns with the Ethical Trading Initiative (ETI) Base Code and relevant legislation, including the Modern Slavery Act 2015. This policy covers aspects such as the prohibition of slavery and human trafficking, ensuring safe working conditions, and fair wages. (iguanas.co.uk.) Sustainable Product Development: Las Iguanas collaborates with producers like Magnifica Cachaça to ensure sustainable production processes. For instance, Magnifica utilises energy from burning dry sugarcane remnants, recaptures CO₂ through plantation growth, and uses liquid distillation leftovers as fertilisers, resulting in a virtually neutral carbon footprint. (bigtablegroup.com.) Innovative Waste-to-Energy Initiatives: In partnership with GreaseTech and Eco Clarity, Las Iguanas participated in a groundbreaking trial to convert commercial kitchen grease into biofuel, showcasing their commitment to reducing waste and promoting renewable energy sources.  (businessgreen.com) Energy Efficiency Measures: The company has installed 200 Coolnomix units across its establishments to optimise equipment performance and align with carbon reduction goals, reflecting their proactive approach to energy efficiency.  (emissis.co.uk) These initiatives highlight Las Iguanas' dedication to environmental sustainability and ethical business practices.
The bottom line is 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, Kaushal, V. & Srivastava, S., (2021). While these innovations have delivered undeniable operational efficiencies and enhanced health and safety, they have also diminished the personal interactions that traditionally define hospitality, Andersson, T.D. & Getz, D., (2021). 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, Neirotti, P., Raguseo, E. & Paolucci, E., (2019). The key challenge for hospitality businesses moving forward will be finding the right equilibrium between technological advancement and human connection, Kizildag, M., Altin, M., Ozdemir, O. & Azar, S., (2020). 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. With direct, hands-on experience of these changes in a frontline capacity, it comes with the belief 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, DiPietro, R.B. & Levitt, J.A., (2020). 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, Alonso, A.D., Kok, S.K., Bressan, A. & O’Shea, M., (2021).
The findings of this research shed light on the long-term implications of reduced human interaction in the post-pandemic hospitality industry. While the shift toward contactless technologies has brought about increased efficiency, enhanced safety, and operational streamlining, it also presents complex challenges that organisations must strategically navigate, Chathoth, P.K. & Altinay, L., (2020). The balance between technological innovation and human connection has emerged as a central tension, one that calls for thoughtful integration rather than a complete replacement of interpersonal engagement, Yacoub, R. & ElHajjar, S., (2021). Critically, while customers have embraced automation for its speed and convenience, there remains a clear demand for personalised service that fosters emotional connection and loyalty, particularly in high-end or experiential hospitality settings. This underscores the need for businesses to adopt hybrid service models, combining the advantages of technology with the irreplaceable value of authentic human interaction, Lugosi, P., (2021). Likewise, employees who once thrived on social engagement are now required to adapt to more technical, isolated roles, which may impact morale, job satisfaction, and professional identity. As such, strategic leadership and investment in employee development are essential to maintaining engagement and preventing skill redundancy, De Micco, F., Ruggiero, F. & Testa, S., (2021).
Moreover, the research highlights broader societal shifts that impact the industry, including changing consumer behaviours, rising digital expectations, and evolving employee values post-COVID, Zopiatis, A., Pericleous, K. & Theofanous, Y., (2021). These trends suggest that reduced human interaction is not merely a temporary adjustment, but a signpost of a permanent transformation, one that requires hospitality leaders to rethink how service excellence is defined and delivered in the future. Moving forward, hospitality organisations must remain agile, prioritising innovation while safeguarding the human essence of their brand. This means listening actively to both employees and customers, reimagining the guest journey, and equipping staff with the emotional intelligence and digital literacy necessary for future success, Ivanov, S. & Webster, C., (2019). Ultimately, by leveraging the insights of this study, businesses can better position themselves to deliver exceptional, emotionally resonant service experiences ensuring both operational resilience and a sustainable competitive edge in an increasingly digital world, Sánchez-Cañizares, S.M., Cabeza-Ramírez, L.J. & Fuentes-García, F.J., (2020). Taking everything into account and based on the research explored, I believe that businesses should not resist the shift toward automation, but rather seek an equilibrium between digital services and human interaction. While technology offers clear benefits in terms of efficiency and convenience, especially for digital-first consumers, it cannot fully replicate the emotional intelligence and personal connection that define memorable hospitality experiences. By reimagining service delivery to blend the strengths of both, businesses can adapt to changing expectations without sacrificing the core of what makes their service truly human.
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 Q1. Age

Responses	under 18	18-24	25-34	35-44	45-54	55-64	65+	3	36	17	18	8	4	1	%	under 18	18-24	25-34	35-44	45-54	55-64	65+	3.45	41.38	19.54	20.69	9.1999999999999993	4.5999999999999996	1.1499999999999999	



Q2. Gender

Responses	Female	Male	Non-Binary	Prefer Not To Say	50	35	2	0	% 	Female	Male	Non-Binary	Prefer Not To Say	57.47	40.229999999999997	2.2999999999999998	0	



Q3. Occcupation

Responses	Hospitality Industry Employee	Customer	Management / Executive In Hospitality	23	28	30	%	Hospitality Industry Employee	Customer	Management / Executive In Hospitality	28.4	34.57	37.04	



Q4. How has the reduction in human interaction affected the satisfaction of services? 

Responses	Significantly Increased Satisfaction	Somewhat Increased Satisfaction	No Impact	Somewhat Decreased Satisfaction	Significantly Decreased Satisfaction	4	11	5	50	16	%	Significantly Increased Satisfaction	Somewhat Increased Satisfaction	No Impact	Somewhat Decreased Satisfaction	Significantly Decreased Satisfaction	4.6500000000000004	12.79	5.81	58.14	18.600000000000001	



Q.5 Has the use of technology and automation in the industry made your life easier or harder?

Responses	Much Easier	Somewhat Easier	No Change	Somewhat Harder	Much Harder	10	42	7	23	5	%	Much Easier	Somewhat Easier	No Change	Somewhat Harder	Much Harder	11.49	48.28	8.0500000000000007	26.44	5.75	

q6. How do you feel about the removal of human interaction in the hospitality industry?

Responses	0	1	2	3	4	5	6	7	8	9	10	20	2	8	12	12	18	6	6	1	0	2	%	0	1	2	3	4	5	6	7	8	9	10	22.99	2.2999999999999998	9.1999999999999993	13.79	13.79	20.69	6.9	6.9	1.1499999999999999	0	2.2999999999999998	0 = negative, 10 = positive


Responses




Q7. Which strategies have organisations employed to mitigate the negative effects of reduced human interaction? 

Responses	Enhanced Digital Communication Tools	Personalised Customer Service through Technology	Increased Focus on Employee Training and Development	Improved Health and Safety Measures	26	34	17	6	%	Enhanced Digital Communication Tools	Personalised Customer Service through Technology	Increased Focus on Employee Training and Development	Improved Health and Safety Measures	31.33	40.96	20.48	7.23	



Q8. How has the reduced human interaction impacted customer satisfaction and loyalty in the hospitality industry? -Back-Code-Count

Count	Significantly Negative Impact	Moderately Negative Impact	No Discernible Impact	Moderately Positive Impact	Significantly Positive Impact	28	22	7	2	0	


Q9. Do you feel more or less engaged with hospitality since the implementation of automated services? 

Responses	Much More Engaged	More Engaged	No Change	Less Engaged	Much Less Engaged	0	6	24	36	19	%	Much More Engaged	More Engaged	No Change	Less Engaged	Much Less Engaged	0	7.06	28.24	42.35	22.35	



Q10. Looking ahead, what long-term trends do you foresee in the hospitality industry post-Covid in relation to human interaction?

Responses	Increased Reliance on Automation	Balanced Approach Between Human Interaction and Automation	Return to More Traditional Human Interaction	43	22	20	%	Increased Reliance on Automation	Balanced Approach Between Human Interaction and Automation	Return to More Traditional Human Interaction	50.59	25.88	23.53	
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