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                                           Tailoring services to individual preferences DEFINITION: • Higher Satisfaction : Personalised services meet unique guest needs (Said, 2023 ) . • Repeat Business : Data - driven personalisation creates positive experiences and loyalty (Bowen and Chen, 2001 ) . • Increased Spending : Guests spend more on personalized recommendations (Franke et al . , 2009 ) . • Additional Revenue : Personalized dining, sightseeing, and entertainment suggestions lead to supplementary income (Tweneboah - Koduah et al . , 2018 ; Zhang, 2019 ) . POSITIVE IMPACTS OF PERSONALISATION Overview of Literature Key Concepts
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                            Environmental and Legal Social and Technological Political and Economic • Environmental Factors: Sustainability in personalized services Social Factors: Changing demographics and preferences •  Political Factors: Data privacy regulations (GDPR in EU) • Legal Factors: Navigating data protection laws • Technological Factors: AI and big data for personalization • Economic Factors: Costs vs. benefits of personalisation technology . (Olsen,  M. D., & Connolly, D. J., 2000). • Example: Implementing eco -  friendly personalized services • Example: AI predicting guest preferences • Example: Balancing compliance and operational costs                 Application in Hospitality sector PESTEL Analysis
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                               Industry Responses • Accor Customer Digital Card (ACDC) : Stores customer preferences and past activities. • Consistency Across Brands Advantages : ⚬ IMPROVED guest loyalty and brand consistency. ⚬ Customized accommodation settings and local activity recommendations. Disadvantages : ⚬ Privacy and security challenges with handling large amounts of personal data. ⚬ Continuous investment Accor Hotels
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                                               Industry Responses Four Seasons Hotels & Resorts • Mobile App for Personalized Stays • Features: Book meal reservations Choose room amenities and receive local event recommendation Advantages: ⚬ Control and comfort for guests. ⚬ Real - time updates and suggestions for a flexible experience. Disadvantages: ⚬ Technological dependency may exclude less tech - savvy guests. ⚬ High costs associated with developing and maintaining the app
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      Effective personalisation requires both technology and human interaction (de Kervenoael et al., 2020).  Technologica l and Human Balance:  • Combining data - driven insights with empathy and personal service. • Addressing privacy concerns and ensuring robust data protection. • Ensuring accessibility and inclusivity for all guests. SUCCESS FACTORS: Industry Responses Critical Reflections  Teaching staff to use data while maintaining a personal touch is essential (Kumar & Reinartz, 2016).  Employee Training:
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                                      • Summary : Personalisation boosts satisfaction, loyalty, and revenue • Significance : Essential for competitive differentiation • Final Thought : Hotels should adopt personalisation for long - term success Conclusion
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