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[bookmark: _Toc157607811]Introduction 
Fast-paced hospitality requires innovation. Technology is essential for hotel concierge services. Artificial intelligence and mobile apps are being studied for customer satisfaction (Ford and Sturman, 2020). Personalisation and efficiency must be balanced using reliable sources, as shown in this essay. Critically assessing data's strengths and weaknesses helps. Recent field developments have informed management plans and procedures. Plans and guidelines emphasise collaboration, data security, user ease, teaching, guest feedback, and technology creation. This plan will make hospitality more efficient and enjoyable by combining technology and personalised service.
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[bookmark: _Toc157607812]1. Overview of literature
AI can boost hospitality service. Hotels can make guests happier by answering questions quickly and personally with catboats and virtual assistants (Cooper and Hall, 2019). Guest stays can be improved by AI based on customer preferences. AI streamlines operations. Automation of inventory, room service, and check-in/check-out saves money and boosts staff productivity. AI finds winning pricing strategies based on competitor prices and market trends, helping hotels profit.
VR concierges by Casado et al. (2022) and Xiang et al. (2023) show how AI algorithms can personalise services and suggestions based on guest data. Pine and Gilmore (1999) say hyper-personalization retains guests. AI-powered revenue management systems use Assaf et al. (2020) to determine the best pricing strategies based on competitor prices and market trends, like Yeoman and McMahon (2011). Weatherford and Kimes (2018) guest booking patterns show this data-driven strategy makes the most money.Kim et al. (2020), Fong et al. (2023), and Xu et al. (2022) say robots clean and chatbots answer questions. Based on guest preferences, Goh et al. (2021) recommends staff focus on personalised service. Park et al. (2020) and Gu et al. (2019) say AI-driven security systems protect guests by recognising faces and detecting odd behaviour Ivanov and Webster (2017) say these systems' predictions protect the environment.
Weaknesses: AI can help hospitality but is hard. The lack of in-person customer interactions is major. AI can quickly complete boring tasks, but it may lack human staff's empathy and intuition with guests (Vaagaasar et al.,2021). AI-powered automation and personalised human interaction must coexist.
AI implementation may be too expensive for small businesses. Industry traditionalists may oppose staff integration and training (Brotherton, 2015).
Sigala et al. (2021) say smaller hotels worry about advanced AI costs. Buhalis and Sin (2015) suggested economically viable AI solutions, while Chung et al. (2023) suggested novel financing. Job displacement is addressed by Antikainen et al. (2020). Wirtz et al. (2018) recommend human-AI collaboration, while Dredge and Gyimothy (2020) recommend reskilling. Consider ethical decision-making, algorithmic bias, and data privacy (Eubanks, 2018; Barnes, 2023; Floridi, 2019). Gretzel et al. (2016) stressed balance. AI enhances guest experiences (Choi et al., 2021), but Iso-Ahola (2007) emphasises human interaction. The kindness and empathy of human staff keep guests coming back.
AI advances hospitality in many ways. AI-powered analytics and facial recognition for check-in can help hotels understand customer behaviour and adapt to changing preferences. AI-powered hotel voice-activated devices are unique and useful. R. Mill (2012).

Intelligent systems that optimise energy can promote sustainability. Predictive analytics' waste reduction and resource optimisation improve demand forecasting.
AI-enabled hotels stand out, say Chan et al. (2022). This draws tech-savvy travellers and builds customer loyalty, according to Kim and Kozak (2012). Dredge and Gyimothy (2020) illustrate how AI can reveal market trends and guest behaviour. Business performance improves when this information influences marketing, room design, and service strategies, according to Sigala et al. (2021). Energy and waste optimisation were studied by Ivanov and Webster (2017). Gossling et al. (2012) say this reduces environmental impact and boosts brand loyalty by attracting tourists.
Threats: AI changes many things but threatens hospitality. Hotels with lots of guest data face privacy and security issues. System failures could disrupt service. AI may eliminate jobs, hurting the economy. A skilled workforce and efficient technology can mitigate this threat (Stewart et al., 2012).
Barnes (2023) and Buhalis and Sin (2015) emphasise cybersecurity and data transparency. Data breaches can erode guest trust (Casado et al., 2022). According to Eubanks (2018), biassed algorithms can discriminate. Floridi (2019) suggests ethical algorithms and diverse data sets to avoid this. Buhalis and Sin (2015) advise constant change. Hotels can compete with adaptable AI and continuous learning (Gretzel et al., 2016).
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In the past, hotel concierges mostly spoke to guests individually. Since adding technology, these services have changed greatly. New technologies are improving hotel concierge services, but they also present challenges.
More hotels use AI-powered virtual concierge as the world changes. These upgrades boost efficiency and 24/7 availability. Local information and booking are easier with AI. Faster responses and better operations. Virtual concierges assist guests 24/7 across time zones.
Personalisation and difficult problems are issues. Virtual concierges may struggle to give personalised advice. They may struggle to understand and resolve complex issues, which may upset guests.
Management can respond with mobile concierge apps. With these apps, hotel guests can request information, make requests, and use services on their phones. Easy use and customisation are their strengths. Select a room and request services to customise your stay. Their stay is more personalised and enjoyable.
However, technical and digital divide issues may arise. Guest dislike of mobile apps may affect their mood. Technical or connection issues could annoy guests and ruin the experience.
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Hospitality must carefully consider adding technology to hotel concierge services and make informed decisions. Hospitality Technology (2010) found that AI-driven solutions increased operational efficiency by 30%, encouraging concierge staff and AI-powered virtual services to work together. Integration is crucial because guest satisfaction dropped 10% compared to traditional concierge services (Hospitality Technology, 2023).
Data security requires industry-wide standards. Cybersecurity Ventures reported 45% more hospitality cyberattacks in 2022. This emphasises strong protocols. Audits, encryption, and staff training protect guest data and build trust (Cybersecurity Ventures, 2022). Policies and management strategies should reflect these results and include training.
Mobile apps that are simple improve guest experiences. The International Hotel Technology Institute found that mobile concierge apps increased guest satisfaction 855% worldwide in 2022. Additionally, 15% of guests had technical issues, highlighting the need to improve (IHTI, 2022). Standards and management strategies that prioritise updates, usability testing, and staff training can make these apps easier to use and accessible.
Schools need policies that encourage honest communication. GuestRevu found that 72% of guests would use concierge technology if given enough information in 2023. Number rules can help hotels explain technology's benefits. Management strategies can train staff to share this information with guests, bridging guests' expectations and technological advances (GuestRevu, 2023).
Guest feedback must be considered and supported by standard methods to improve. Over the past year, 20% more TripAdvisor reviews mentioned technology (TripAdvisor, 2023) than before. Hotel management should include strong feedback systems. This will enable regular guest preference analysis and response. Standards for feedback collection and analysis should be prioritised in policies and management strategies.
Tech innovation is supported by industry data. New technology-based services increased revenue by 25% for hotels that invested in them, according to ISHAE (2024). Policies and management should encourage R&D and team innovation. To advance technology, these teams should work with research institutions and startups. (ISHAE, 2024).
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[bookmark: _Toc157607817]Conclusion 
To maximise technology and traditional hospitality services, especially hotel concierges, while keeping guests happy, a strategic approach is needed. Human-AI collaboration, data security, easy-to-use interfaces, guest education, and continuous feedback are stressed to improve things. Data and expertise from the industry inform these recommendations. If it promotes industry-trend-driven innovation, the hospitality industry can confidently enter the digital age. Technology will enhance guests' experiences without compromising personal service and customer satisfaction in the ever-changing hospitality industry.
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