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Facial recognition technology and customer satisfaction: A Case Study of Millennium Hotels


[bookmark: _Toc241603524]Abstract  
The aim of this research is to explore how an AI-enabled self-service check-in system could improve customer satisfaction at Millennium Hotels while supporting the organisation’s digital transformation efforts. As customer expectations continue to evolve, hotels are increasingly looking for ways to provide faster and more convenient services without compromising the quality of the guest experience and reputation of the hotel. This study will investigate whether the introduction of AI-powered check-in technology can reduce waiting times, improve service efficiency, and create a smoother arrival experience for guests as well as reducing the workload and pressure on staff. It will also examine how such technology can be integrated into hotel operations while maintaining the personalised service that customers value. Millenium hotels have grown largely in many countries over the word, Millennium Hotels and Resorts operates over 150 hotels and resorts across more than 80 destinations worldwide (Millennium Hotels and Resorts, 2025). Millenium hotel focuses on primarily front desk check in and check out procedures which results in long time waiting in lines as check in time is based around midday which creates a stressful time for staff and tired guest who have been traveling waiting for a room to be checked in to. This report will focus on a new check in system which will be created and powered by AI for a quicker and more speedy check in services to create a better customer satisfaction. Long waiting times in queues can influence customers first impression of the hotel and effect their overall experience in millennium hotels. 
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The aim of this proposal is to highlight the key factors that affect the overall experience within millennium hotels and resorts focusing on digital transformation and guest satisfaction. Digital transformation has become increasingly important within the hospitality industry as hotels adopt artificial intelligence (AI) and self-service technologies to improve operational efficiency and customer satisfaction (Deloitte, 2023; PwC, 2023). Within a word that is growing highly within AI and technology within factors of travel with 
Despite the increasing adoption of digital technologies within the hospitality sector, traditional front-desk check-in remains widely used. During busy periods, guests may experience delays, which can negatively influence first impressions and overall customer satisfaction (Ivanov and Webster, 2019). The hospitality industry is becoming more competitive every year, so hotels need to keep improving how they work and what they offer guests people's expectations have changed a lot because of new technology and the rise of digital services today's travellers want things to be quick simple personalised from the moment they enter the hotel. For example, in Millennium hotels we have self-service kiosks artificial intelligence and systems to make operations more efficient for guests.
Facial recognition is one of the newer technologies gaining attention in the hotel sector, so my proposal is to use this to lower wait time for check insurance improve security and be more efficient for guests. Introducing this to Millennium hotels will fix and improve the outdated check in process traditional check-ins often require ID cheques paperwork and manual data entry during busy travel periods this can lead to long queues and very frustrated customers. The aim of this case study is to see how effective facial recognition is and how this can be to an advantage however it also raises questions about how effective this is whether facial recognition can generally reduce checking waiting times and improve satisfaction at Millennium hotels.



[bookmark: _Toc241603526]Identification of business problem 
In the hospitality industry right now, customers are facing issues with attention to detail with long waiting times. Customers are waiting in line longer than Necessary will translation issues and each individual needs, and this is causing customers to feel they are not receiving a good customer service when having to wait hours in line.
Traditional check ins insurance require staff to manually confirm guest identities handle payments when many guests arrive at once these steps take longer and create delays this often needs to frustration and lowers how the customers view the hotel to improve this Millennium hotels is exploring the facial recognition technology Introducing facial recognition check-in services with AI.
Parasuraman, Zeithaml and berry (1988) Highlight Responsiveness as a key part of good service. Long queues and slow check insurance responsiveness which can result in unhappy guest’s complaints which then leads to low ratings online a bad first impression can also discourage customers from returning which can also affect the company's revenue.
To improve this problem millennium hotels is exploring a system Which matches the guests face with stored biometric data to reduce manual work this can also be changed to different languages in the settings for people who travel from different countries.
This issue is significant because it directly impacts:
· Customer satisfaction.
· Service quality.
· Operational efficiency.
· Employee productivity.
· Customer loyalty.
· Hotel competitiveness.
· Business profitability.
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Research aim is to investigate how the implementation of an AI- enabled self-service chick in system can support digital transformation and improve customer satisfaction at millennium hotels. 
[bookmark: _Toc241603528]  Research objectives-
· How can facial recognition technology reduce check in waiting times at Millennium hotels?
· How does the use of facial Reconnection technology effect customers check in experience and overall satisfaction


· What are the changes and considerations associated with implementing facial recognition technology during the hotel check -in process
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1. How does customer satisfaction and retention both together
2. How can AI-enable self-service contribute to digital transformation?
3. how can millennium hotels implement an AI check in service while maintaining personalized customer service?
4. how can this new AI service create less stress and workload for millennium staff and help focus on customer details?
5. how does AI service effect the customers first arrival experience?
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Facial recognition technology Is now becoming increasingly important in the hospitality industry. It works by using biometric data and AI to identify people based on their facial features this improves security and creates a more convenient experience for the guests who attend Millennium hotel.
Ivanov and webster (2019) Explains that new technologies like this are reshaping how hotels operate by reducing the need for manual identity cheques facial recognition can make the check in process faster and more efficient this can also help start to focus on other tasks and operational procedures. However, the technology also raises concerns because it relies on biometric data guests may worry that the information can be leaked and whether it is truly safe or not so this will need a privacy protection to maintain the customers trust and their data.
Lee et al (2023) found that hotels technology, such as check-in kiosks and mobile keys can cause stress for some guests. This shows that facial recognition may be a faster check-in however customer satisfaction may depend on how comfortable the guest feels when using this technology. 
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Factor                                                          impact on millennium hotels 
	Political

	Government support for digital innovation may create opportunities for Millennium Hotels to implement advanced technologies. Nevertheless, the organisation must remain compliant with legislation governing biometric data collection and the provision of digital services


	Economic

	Government support for digital innovation may create opportunities for Millennium Hotels to implement advanced technologies. Nevertheless, the organisation must remain compliant with legislation governing biometric data collection 

	Social

	Guest may prefer a fast check in and however they may be concerned on the facial recognitions and how their data is stored regarding privacy issues 

	Technological

	Technology is changing the way hotels provide their services. Millennium Hotels could use facial recognition to make check-in faster and improve security. It could also make things easier for guests. However, the hotel needs to make sure the system works well and keeps guests' information safe.

	Legal

	As facial recognition involves the use of biometric data, Millennium Hotels will need to comply with relevant privacy and data protection requirements. Being transparent about how this information is collected, stored and used can help maintain guest trust


	Environmental

	Digital check insurance could help reduce the waste of paper that is used helping the environment with the facial recognition checking system

	

	




PESTLE helps identify the main outside factors that may affect Millennium Hotels when using facial recognition.

[bookmark: _Toc241603532]Research methodology and design 

To understand the customers views a questionnaire will be provided to guests to measure how guests feel about privacy, trust and security with the new check-in system. As research shows that privacy, Security and trust can influence guest’s willingness to use facial recognition during hotel check-ins (xu et al.2021)
Primary data will be collected though an online questionnaire passed on to hotel customers who have stayed in millennium hotels. The questionnaire will determine customers satiation explore check-in experiences and wait times and most importantly their willingness to use facial recognition and any concerns that relate to privacy and security.
Qualitive data will be gathered though interviews by managers on duty this will provide first hand feed back from guests if the hotel focusing in the benefits and challenges of a broader idea of service that is given.
The questionnaire data will be analysed using percentages, averages and frequency counts to show a clear pattern in customers responses. The interview data will be explored using thematic analysis based on Braun and Clarke’s (2006) to help identify efficiency, satisfaction, privacy and trust. This will be done using 100-150 guest at the hotel and using around 5-6 different hotels and locations.
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The proposed research in this case study is relevant to the hospitality sector; digital technologies are increasingly adopted to enhance operations effectively and elevate the guest’s experiences. For example, the check in stage is a very important and critical because this is the first form of contact between guests as they arrive and can be critical in making the best first impression. This will shape the level of service, when this process of checking in the rooms is slowed down by long waiting queues with outdated operations it can have a negative impact on paying guests more importantly on how guests view the overall efficiency. Integrating this new facial recognition for check-ins offers a new and efficient way of potentially making wait time a lot quicker giving a new modern approach to millennium hotels.

There is research that demonstrates why this issue is important and relevant in the hospitably industry, piratically in hotels. Studies from Li, Wang and Law (2021) show that guest’s willingness to adopt facial recognition check in systems is shaped not only by convivence but also by concerns related to privacy, security and trust. This show that hotels must also consider if guest feel comfortable using a biometric system and if they trust the origination to manage their sensitive data in a responsible way. This reinforces that technology efficiency and customer acceptance need to be linked rather than functioning as separate issues.

Focusing on research on millennium hotels could provide a much deeper insight into whether the technology would genuinely optimize the check in process while maintaining customer satisfaction. Focusing on data protection is highly important as facial recognition uses biometric data. This can be considered special category biometric data under (UK data protection requirements) (information commissioner’s office, 2024) constitute special category biometric data under UK data protection requirements. Focusing on safeguarding and transparency.

The finding on this research shows practical implications for millennium hotels. To begin with the facial recognition the management can determine whether facial recognition has what it takes to reduce the time customers spend waiting for the check-in process and if they find this more convent. On the other hand, if customers continue to experience delays within the check-in process mangers will have to look further in to underlying operation problems.
This research could also help millennium hotels understand the importance of the relationship between technology and customer satisfaction. Some guest may value speed and convivence and some guest may be uncomfortable trusting biometric data. This case study could help managers understand if this new improved technology could help millennium hotels and improve satisfaction.






[bookmark: _Toc241603534]References 


Braun, V. and Clarke, V. (2006) ‘Using thematic analysis in psychology’, Qualitative Research in Psychology, 3(2), pp. 77–101.

"Economic Fundamentals of the Use of Robots, Artificial Intelligence and Service Automation in Travel, Tourism and Hospitality" by S. Ivanov and C. Webster (2019) 

Deloitte (2023) Hospitality Industry Outlook. Available at: https://www2.deloitte.com (Accessed: 16 July 2026).

Lee. S. (2023) ‘Technostress and hotel guests: A mere hurdle or a major friction point?’, Journal of Hospitality and Tourism Management, 55, pp. 307

Millennium Hotels and Resorts (2025) Millennium Hotels and Resorts | Iconic Hotels in Amazing Destinations. Available at: https://www.millenniumhotels.com/ (Accessed: 16 July 2026).

Ivanov, S. and Webster, C. (2019) Robots, Artificial Intelligence and Service Automation in Travel, Tourism and Hospitality. Bingley: Emerald Publishing.


Information Commissioner’s Office (2024) Biometric data guidance: Biometric recognition. Available at: ICO Biometric Recognition Guidance (Accessed: 22 September 2026).


Wang, H. and Law, R. (2021) ‘Facial recognition check-in services at hotels’, International Journal of Hospitality Management, 95, p. 102885

Xu, T. Wang, J. (2021) ‘Facial recognition check-in services at hotels’, Journal of Hospitality Marketing and Management, 30(3), pp. 373–393 
