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Personalization – Greeting guests by name upon arrival and providing customized room settings
Introduction
Customisation has been a significant concern in the hotel and hospitality industry, as it plays a vital role in enhancing client satisfaction and loyalty as showing a remarkable ability to recognise guests by name when they arrive and customising room settings to suit their individual preferences showcases a commitment to delivering exceptional service. This personalised approach not only boosts the value for guests but also distinguishes a business in a highly competitive market. (Revfine, 2022)

The importance of personalisation is heightened by the increasing expectations of travellers for tailored experiences that are specifically created for them and hotels can effectively gather and analyse customer data using cutting-edge technology, like CRM systems. This enables the staff to personally greet customers by their names and tailor the rooms to their specific preferences and this level of personalisation improves the overall satisfaction of guests, encouraging them to come back and receive positive reviews, which are important in today's digital age as it was highlighted by Mews, (2019)

Implementing personalisation tactics reflects a broader trend in the hotel industry of offering more guest-focused services while the that leverage data to offer personalised experiences are reaping the benefits in terms of guest satisfaction and operational efficiency as the industry moves forward. The importance of this topic is particularly clear in the luxury sector, where personalised service is often expected and can have a significant impact on customer loyalty and brand reputation, thus, personalisation is not just a passing trend but a significant shift in how hospitality services are delivered. (Altexoft, 2020)

Literature Overview
This aspect of personalisation involves adjusting room attributes, such as temperature, lighting, and entertainment options, based on the guest's previous preferences and the preferences are collected and analysed using data management systems. These settings are crafted to create a unique and memorable experience for each guest, aiming to enhance their comfort and relaxation throughout their stay. (Phocuswire, (2021)

Researches by WebRezPro, (2023), suggests that customising hotel settings to suit individual preferences significantly enhances guest satisfaction and in, hotels that implemented smart room technologies experienced a significant increase of 15% in guest satisfaction ratings. These technologies allow visitors to conveniently control room amenities such as lighting, temperature, and entertainment systems using their mobile devices and this is in line with their desire for ease and efficiency. This level of personalisation instantly appeals to the modern traveler's desire for a unique and tailored hospitality experience. 

In addition, personalised room setups have been shown to increase guest loyalty and ccording to EHL Hospitality Insights, (2022), clients are more likely to return to a hotel when their preferences are remembered and taken into account so, this approach not only creates a feeling of familiarity and ease but also encourages positive word-of-mouth, which is crucial in today's digital age. Hotels that excel at remembering client preferences have the opportunity to build a loyal customer base that values attention to detail. 

Hotels that create a more personalised environment have observed an increase in revenue per available room (RevPAR). The increase in revenue can be attributed to the guests' willingness to pay a higher price for enhanced customisation and the opportunity to offer additional services that are specifically tailored to their preferences and also, customised marketing strategies help boost the hotel's profitability by encouraging guests to spend more. (Hospitality Net, 2024)

The enhancement of operational efficiencies and hotels can optimise their operations by incorporating automated room settings, allowing staff to focus on more important service areas that elevate the overall guest experience. This transition not only improves the delivery of services but also reduces operating expenses in the long term, making operations more efficient and potentially strengthening the ability to expand personalisation initiatives. (Canary Technologies, 2021)

Also, hotels must maintain between personalisation and privacy. Guests appreciate personalised services, but they are becoming increasingly concerned about how their data is being used and stored so, trust is something that can only be upheld by putting into action privacy policies that are effective and by engaging in open and honest communication. Hotels must navigate these challenges with caution to ensure the safety and satisfaction of their guests. (GuestCentric Blog, 2023)

While customised room settings provide clear benefits in terms of guest satisfaction, repeat business, and operational effectiveness, hotels must navigate the complexities of data management and privacy issues with caution and these elements play a vital role in assessing the success of personalisation initiatives in the hotel industry. To fully harness the potential of personalised hospitality services, it is crucial to consistently adapt and ethically manage visitor data and as technology advances, it's important to create approaches that prioritise customisation while still honouring the privacy and preferences of guests. (StayApp, 2020)

Application in the Hospitality Industry
PESTEL Framework
	POLITICAL:
Data protection and privacy regulations have an impact on how hotels collect and use guest information and as an example, within the European Union, the General Data Protection Regulation (GDPR) necessitates the use of strict protocols for data management. Complying with regulations is crucial to tailor services while staying within legal boundaries and respecting privacy rights. (AxisRooms, 2019)
	EVONOMICAL: 
The economic aspect involves assessing the financial implications of personalised room configurations as while the upfront costs of implementing technology and data systems may be significant, the potential to increase revenue by improving guest satisfaction and loyalty could justify these expenditures so, the stability of the economy and the purchasing capacity of consumers play a crucial role in determining the willingness of guests to invest in enhanced experiences. (Ciobanu et al., 2023)
	SOCIAL: 
Current social trends suggest a growing desire for personalised services, particularly among younger generations like millennials and Gen Z, who place a high value on customisation so, the hotels that meet these expectations can boost their market reputation and customer loyalty by leveraging positive experiences shared on social media to attract a greater number of guests. (Userguest, 2021)

	TECHNOLOGICAL: 
The heart of personalised room settings lies in the advancements of IoT, AI, and machine learning, which allow for efficient customisation and data analysis so, staying up-to-date with technological advancements is essential for hotels to provide cutting-edge personalised services. (Oaky, 2019)
	ENVIRONMENTAL: 
The integration of sustainable practices with personalised technology takes into account ecological factors while intelligent technologies that optimise energy use not only meet the need for customisation but also align with guests' increasing interest in environmentally friendly activities. (Hotel Management, 2022)
	LEGAL: 
Ensuring adherence to data security and privacy legislation and following regional and international standards are important legal factors to consider in data utilisation and this is done to maintain the trust of our guests and avoid any possible legal issues. To successfully implement personalised room settings, hotels need to consider various factors such as market competition, innovation, compliance, and cost management. (Qloapps, 2020)



Examples from the hotel industry
The introduction of personalised room layouts in the hospitality industry is a direct response to the growing demand for unique guest experiences so, hotels like Marriott have utilised guest data to customise room settings, leading to a notable enhancement in customer satisfaction and loyalty. This approach aligns with consumer preferences for personalised services, but it requires substantial investment in data gathering and technology and while implementing these technologies enhances the guest experience, the high cost involved can pose financial challenges, particularly in terms of maintaining up-to-date systems and training the staff. (Moco360 Media, (2017)

Hilton's incorporation of digital keys and room selection via their app allows customers to tailor their experience by personalising their check-in process and room choices and this technology not only enhances client convenience but also improves operational efficiency, as staff can allocate resources more effectively. However, it also highlights the significance of cybersecurity and data privacy, emphasising the need for robust security measures to protect vital visitor information and this thing, adds another layer of operational complexity and substantial costs. (Skift, 2023)

Hyatt's approach focuses on implementing personalised marketing communications through data analytics while this allows them to offer customised incentives and experiences to their guests. This approach has enhanced customer connections and increased direct bookings, showcasing the power of leveraging personal data in marketing but also, there is a potential downside to heavily relying on digital contacts, as it could potentially diminish the personal connection that has traditionally been highly valued in the hospitality industry as this could potentially discourage customers who prefer in-person interactions with staff. (AVIXA, 2021)

The Ritz-Carlton goes above and beyond to create a personalised and unique experience for each guest by using customised greetings and room setups based on their previous visits and the high level of personalisation enhances visitor loyalty and enhances brand reputation. However, these personalised services can require a substantial amount of resources, which could pose challenges for growth and result in increased operational costs and this may not be practical for smaller or financially fragile properties. (CRM.org, 2020) 

Accor Hotels has seamlessly integrated sustainability and personalisation by offering a range of eco-friendly options for guests to customise their rooms and this thoughtful approach appeals to travellers who place a high value on environmental consciousness. This project has not only improved guest satisfaction but also strengthened Accor's commitment to environmental responsibility while the challenge in this situation is the possible increase in costs related to sustainable technologies and materials, which may impact profitability in the near future. (Accord Group, 2023)

Independent boutique hotels often provide unique, locally-inspired amenities that are tailored to cater to the preferences of their guests, enhancing the authentic local experience and while guests greatly appreciate this feature, smaller properties may face financial challenges in implementing it due to the higher costs associated with personalised facilities and services. Furthermore, the availability of handmade items may be inconsistent, potentially affecting the level of service and the overall satisfaction of guests. (Press Reader Blog, 2019)

In the realm of budget-friendly hotels, companies like Ibis have been incorporating customised elements while still prioritising affordability and by allowing guests to customise their breakfast choices and offering flexible check-in hours, you can effectively meet their basic expectations without incurring significant expenses. However, the level of personalisation is naturally limited, which could lead to a decrease in visitor satisfaction when compared to more luxurious choices and this could have a significant impact on the brand's ability to attract discerning customers who are seeking more sophisticated experiences, potentially affecting its competitive advantage. (Medallia, 2022)

Overall, the industry's response to the demand for personalised services highlights the potential for increased customer satisfaction, while also acknowledging the challenges of cost management, privacy concerns, and operational changes so, as personalisation certainly has its benefits in terms of enhancing guest loyalty and setting a brand apart, it's important to recognise that there are limitations. (Press Reader Blog, 2019). This means that a strategic approach is crucial to ensure that personalisation initiatives in the hospitality industry are both practical and effective and maintaining this balance is crucial for attaining lasting success and preserving a competitive edge in an increasingly demanding market. (NFCI Hospitality, 2020)

Management Options and Guture Policy 
In the ever-evolving hospitality industry, the incorporation of personalised room setups continues to be a significant and necessary focusas in order to effectively navigate the competitive environment and meet the increasing demands of guests, hotels need to enhance their approach by implementing strategic policies and management advice. The goal should be to enhance guest experiences and ensure the long-term success and growth of hotel operations. (Hotel Technology News, 2024)

Hotels should place a high importance on implementing robust data security measures in order to safeguard data privacy and ensure adequate protection and this involves adhering to strict data protection requirements, such as the General Data Protection Regulation (GDPR) in Europe, and preparing for any future legislation worldwide. Hotels should prioritise the implementation of advanced security measures, such as end-to-end encryption, to ensure the protection of visitor data as also, it is important for organisations to conduct regular security audits in order to proactively prevent breaches. (Turneo, 2023)

 In addition, it is crucial to have transparent and honest communication about how visitor data is used and protected and this helps build trust and gives guests peace of mind about their privacy. The technique ensures that personalisation efforts are carefully balanced with a high level of data protection, which is crucial for maintaining guest trust and loyalty. (Bastenburgh Capital, 2022) 

In addition, integrating sustainability into personalisation efforts presents a significant opportunity for hotels that can significantly reduce their impact on the environment and enhance guest comfort by implementing energy-efficient technologies that adjust room settings based on real-time data. These technologies include occupancy sensors and smart thermostats as the measures not only fulfil the growing customer desire for eco-friendly activities, but also help reduce costs in the long run, showcasing the benefits of both visitor satisfaction and sustainable business practices. (Smart Pricing, 2019)

Investing in cutting-edge technology is essential for efficient management so, the hotels nowadays should consider adopting artificial intelligence (AI) and Internet of Things (IoT) technologies to improve their data analysis capabilities and provide personalised visitor experiences in real-time. Management should prioritise the smooth integration of new technologies into hotel operations to improve the guest experience without causing any disruptions. (Hospitality Net, 2023)

Just as important is the continuous training of hotel staff on effectively utilising these technologies, ensuring that the human touch in guest service remains strong and genuinely personalised and in addition, it is crucial to recognise the significance of improving the skills and abilities of the workforce. Effective personalisation goes beyond digital interactions and also includes real guest contact. (Phocuswire, 2021)

Hotels should prioritise investing in ongoing training programmes that enhance the skills of their employees, enabling them to deliver personalised services so, these programmes should focus on the ethical use of visitor data and ways to create a customised guest experience that respects guest privacy while providing a genuinely personalised stay. (Mews, 2019)

Having effective feedback mechanisms in place is crucial. Hotels should actively seek feedback from guests through various channels and use this information to improve and customise services to better meet individual preferences as effective management ensures that feedback is promptly integrated into operational processes, leading to continuous improvement in personalisation methods and visitor satisfaction. (Hospitality Net, 2024)

It is crucial to have rules that can easily adjust to the constantly evolving nature of the hospitality sector and for this reason, hotels need to regularly evaluate and adjust their personalisation techniques to keep up with shifts in consumer behaviour, advancements in technology, and updates in the law. A flexible policy framework allows for quick adaptation to new challenges and opportunities, ensuring that personalisation initiatives remain effective and relevant so, the hotels can significantly improve their ability to offer personalised experiences that meet the demands of modern travellers and, in turn, increase customer satisfaction and gain a competitive edge in the hospitality industry by implementing these academic recommendations. (Hotel Technology News, 2024)

Conclusion 
The current trend of personalised room arrangements in hotels reflects a significant advancement in enhancing visitor satisfaction and loyalty in the hospitality industry and thanks to advanced data management and technological integration, hotels can now efficiently customise experiences based on individual preferences. However, careful consideration must be given to data privacy, security, and operating expenses when implementing such customisation while also, it is essential to integrate sustainable practices and maintain robust security measures to meet consumer expectations and adhere to regulatory requirements. 

Industry reactions to this topic have shown that while customised services can greatly improve guest satisfaction, they also present challenges in terms of scalability and cost control and future proposals emphasise the importance of consistently investing in technology, developing staff, and adopting flexible management practices to stay ahead of industry advancements and meet consumer preferences. By addressing these challenges and continuously enhancing personalisation strategies, hotels can exceed guest expectations and maintain a competitive edge in the market as this strategic focus is essential for driving the industry forward in an increasingly personalised society.
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