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RECOMMENDATIONS

» Analyse guests' reactions

» Create short video clips and host simulations
» Virtual in-room assistants

» Consider long-term costs and benefits

» Examine guests' expectations

(Bubalis and Meldayska, 2021; Ivanov and Webster, 2023; Ruan et al,, 2020; Wu and Cheng, 2018)
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CONCLUSIONS

{ Technology...

* has facilitated a wide range of operations
* provides new experience
= most popular examples in the hotel sector
o smartphone control over in-room amenities.
o Gamification
o devices and facilities powered by artificial intelligence

To consider:

= hotels’ resources & finances
* type of customers

* level of country development

Technology... Innovation. Relevance. Experience.
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THE DIGITAL GUEST JOURNEY:
. EXAMINING TECHNOLOGY’S INFLUENCE ON
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INTRODUCTION

» Technology is present everywhere in business world.
» It can be a competitive advantage
» Hotels use it to enhance guests' stay:

o easy online reservations

o personalised service

o digital assistance

» Technology contributes to:

o operational effectiveness
o staff communication

o marketing and financial benefits

(Alrawadich. Alcawadich, and Cetin, 2021; Bharwani and Mathews, 2021; Law, Sun, and Chan, 2020; Shin, Perdue and Kang, 2019)




image3.png
TECHNOLOGY IN GUEST EXPERIENCE ENHANCEMENT
LITERATURE OVERVIEW

» Smartphones with room control apps (e.g. Accor, Starwood, Four Seasons)
o Smart keys, temperature and light control, window blinds

» Introducing gamification (elements and principles of games)
o "Win It in a Minute" - trivia quiz with rewards

o "Stockholm Sounds" - application with engaging challenges

» 3D technologies and virtual reality (e.g. virtual hotel tours) (signe and Maturana, 2023; Erdem and Barakaz, 2023; Parapanos and
Michopoulou, 2023; Pasca et al., 2021; Slow Travel Stockholm, 2014





image4.png
TECHNOLOGY IN GUEST EXPERIENCE ENHANCEMENT
LITERATURE OVERVIEW

» Artificial intelligence (e.g. robots, virtual assistants)
o FlyZoo Hotel, China: facial recognition system
o Yotel Hotel Singapore: Yobot
o Henn-na Hotel, Japan: robotic room/front office system
Granstrom, Pronk, and Criscione-Naylor, 2023; Kim and Han, 2022; Yee, 2019
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PESTEL ANALYSIS

» Political: country's level of development

» Economic: staff shortage, low wages, competitional environment, and high
emotional labor

» Social: the impact of Covid-19 pandemic

» Technological: use of smart devices and internet in everyday lives

» Environmental: adherence to sustainability

» Legal: data-related regulations (e.g. GDPR) ——

(Bianco, Bernard and Singal, 2023; Ezzaquia and Bulchand:Sidumal, 2020;
Hussain et al,, 2023; Mittra and Khamkar, 2021; Morosan, 2019; Shin and Kang, 2020)
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GUESTS’ RESPONSES ON TECHNOLOGICAL INNOVATION
WITHIN THE INDUSTRY

» Customers perceive technology usage differently

» Openness is correlated with frequency of usage
o Customers' attitudes — predictor of future success or failure
o Technology is not always reliable (e.g. crashes, data breach)

» Guests respond positively to gamified hospitality features (e.g. loyalty,
increased tendency to share and promote)

» Artificial intelligence impact people in various ways, positive or negative

o People may perceive Al as superior to them, resulting in avoidance
intentions

o Hotel should affirm human identity value

(Alsaad, 2023; Bravo, Catalén and Pina, 2023; Huang ef al,, 2019:Kwan et al,, 2017
Morosan and Dursun-Cengizci, 2024); Sunny, Patrick and Rob, 2019;)





