Student: Cornel Iurea
Student ID: 1817181



[image: ]
[image: ][image: ]
[image: ]
[image: ]
[image: ][image: ]
[image: ][image: ][image: ]
[image: ]
[image: ]
[image: ]



References


Alrawadieh, Z., Alrawadieh, Z. and Cetin, G., (2021). Digital transformation and revenue management: Evidence from the hotel industry. Tourism Economics, 27(2), pp.328-345. 
Alsaad, A., (2023). The dual effect of anthropomorphism on customers’ decisions to use artificial intelligence devices in hotel services. Journal of Hospitality Marketing & Management, 32(8), pp.1048-1076. 
Bharwani, S. and Mathews, D., (2021). Techno-business strategies for enhancing guest experience in luxury hotels: a managerial perspective. Worldwide Hospitality and Tourism Themes, 13(2), pp.168-185. 
Bianco, S., Bernard, S. and Singal, M., (2023). The impact of sustainability certifications on performance and competitive action in hotels. International Journal of Hospitality Management, 108, p.103379. 
Bigne, E., and Maturana, P. (2023). Does Virtual Reality Trigger Visits and Booking Holiday Travel Packages? Cornell Hospitality Quarterly, 64(2), 226–245 
Bravo, R., Catalán, S. and Pina, J.M., (2023). The impact of gamified loyalty programmes on customer engagement behaviours. A hotel industry application. Journal of Hospitality and Tourism Technology, 14(5), pp.925-940. 
Buhalis, D. and Moldavska, I., (2021). In-room voice-based AI digital assistants transforming on-site hotel services and guests’ experiences. In Information and Communication Technologies in Tourism 2021: Proceedings of the ENTER 2021 eTourism Conference, January 19–22, 2021 (pp. 30-44). Springer International Publishing.
Erdem, A. and Barakazı, M., (2023). Innovative Technology Applications in Hotel Businesses. In Digital Transformation of the Hotel Industry: Theories, Practices, and Global Challenges (pp. 17-36). Cham: Springer International Publishing.  
Ezzaouia, I. and Bulchand-Gidumal, J., (2020). The impact of information technology adoption on hotel performance: Evidence from a developing country. Journal of Quality Assurance in Hospitality & Tourism, 24(5), pp.688-710.  
Granström, D.E.A.S., Pronk, A.M. and Criscione-Naylor, N., (2023). Robotic Services in the Hotel Industry: An Examination of Henn Na Hotels. International Journal of Gaming, Hospitality and Tourism, 3(1).  
Huang, Y.C., Chang, L.L., Yu, C.P. and Chen, J., (2019). Examining an extended technology acceptance model with experience construct on hotel consumers’ adoption of mobile applications. Journal of Hospitality Marketing & Management, 28(8), pp.957-980.  
Hussain, S., Singh, A.M., Mohanty, P. and Gavinolla, M.R., (2023). Next generation employability and career sustainability in the hospitality industry 5.0. Worldwide Hospitality and Tourism Themes, 15(3), pp.308-321.  
Ivanov, S., and Webster, C. (2023). Restaurants and robots: Public preferences for robot food and beverage services. Journal of Tourism Futures, 9(2), 229–239.    
Kim, J.J. and Han, H., (2022). Hotel service innovation with smart technologies: exploring consumers’ readiness and behaviors. Sustainability, 14(10), p.5746. 
Kwan, L.H., Chia, S.J., Khor, R., Wong, T.H., Xulin, Y. and Zhao, C.X., (2017). Factors Affecting Hotel Visitors' Usage of Guest Empowerment Technology (GET). In Handbook of Research on Leveraging Consumer Psychology for Effective Customer Engagement (pp. 138-153). IGI Global. 
Law, R., Sun, S. and Chan, I.C.C., (2020). Hotel technology: A perspective article. Tourism Review, 75(1), pp.286-289.
Mittra, S. and Khamkar, P.R., (2021). To Understand Customers Perception towards Hotel Amenities, Services Quality and Online Reviews while Booking Hotels. ANWESH: International Journal of Management & Information Technology, 6(1). 
Morosan, C., (2019). Disclosing facial images to create a consumer’s profile: A privacy calculus perspective of hotel facial recognition systems. International Journal of Contemporary Hospitality Management, 31(8), pp.3149-3172. 
Morosan, C., and Dursun-Cengizci, A. (2024). Letting AI make decisions for me: an empirical examination of hotel guests’ acceptance of technology agency. International Journal of Contemporary Hospitality Management, 36(3), 946-974. 
Parapanos, D. and Michopoulou, E. (2023) ‘Innovative Mobile Technology in Hotels and the Use of Gamification’, Tourism Planning & Development, 20(2), pp. 162–187. 
Ruan, W.Q., Zhang, S.N., Liu, C.H. and Li, Y.Q., (2020). A new path for building hotel brand equity: the impacts of technological competence and service innovation implementation through perceived value and trust. Journal of Hospitality Marketing & Management, 29(8), pp.911-933. 
Selem, K.M., Khalid, R., Raza, M. and Islam, M.S., (2023). We need digital inquiries before arrival! Key drivers of hotel customers’ willingness to pay premium. Journal of Quality Assurance in Hospitality & Tourism, pp.1-23. 
Shin, H. and Kang, J., (2020). Reducing perceived health risk to attract hotel customers in the COVID-19 pandemic era: Focused on technology innovation for social distancing and cleanliness. International Journal of Hospitality Management, 91, p.102664.
Shin, H., Perdue, R.R. and Kang, J., (2019). Front desk technology innovation in hotels: A managerial perspective. Tourism Management, 74, pp.310-318. 
Slow Travel Stockholm (2014) Stockholm sounds app, Slow Travel Stockholm. Available at: https://www.slowtravelstockholm.com/resources-practicalities/stockholm-soundrome/ (Accessed: 08 May 2024). 
Sunny, S., Patrick, L. and Rob, L., (2019). Impact of cultural values on technology acceptance and technology readiness. International Journal of Hospitality Management, 77, pp.89-96. 
Swacha, J. (2019). Architecture of a dispersed gamification system for tourist attractions. Information (Basel), 10(1), p. 33. 
Verma, V. and Thakur, S., (2022). The rise of the era of technological amenities and their adoption in the hotel industry. World Review of Science, Technology and Sustainable Development, 18(3-4), pp.379-397. 
Yee, Y.W. (2019) Robots at your service: Your face is the room key in Alibaba’s Futuristic Flyzoo Hotel, The Straits Times. Available at: https://www.straitstimes.com/tech/your-face-is-the-room-key-in-this-hotel-hangzhous-futuristic-flyzoo-hotel-and-other-smart (Accessed: 07 May 2024). 
Wu, H.C. and Cheng, C.C., (2018). Relationships between technology attachment, experiential relationship quality, experiential risk and experiential sharing intentions in a smart hotel. Journal of Hospitality and Tourism Management, 37, pp.42-58.


imageb.png
REFERENCES

Erdem, A. and Barakaz, M., (2023). Innovative Technology Applications in Hotel Businesses. In Digital Transformation of the Hotel
Industry: Theories, Practices, and Global Challenges (pp. 17-36). Cham: Springer International Publishing.

Ezzaouia, 1. and Bulchand-Gidumal, 1., (2020). The impact of information technology adoption on hotel performance: Evidence from a
developing country. Journal of Quality Assurance in Hospitality & Tourism, 24(5), pp.688-710.

Gransteém, D.EAS., Pronk, AM. and Criscione-Naylor, N., (2023). Robotic Services in the Hotel Industry: An Examination of Henn Na
Hotels. International Journal of Gaming, Hospitality and Tourism, 3(1).

Huang, Y.C., Chang, L., Yu, C.P. and Chen, 1., (2019). Examining an extended technology acceptance model with experience construct on
hotel consumers’ adoption of mobile applications. Journal of Hospitality Marketing & Management, 28(8), pp.957-980.

Hussain, S., Singh, A.M., Mohanty, P. and Gavinlla, M.R., (2023). Next generation employability and career sustainability i
hospitality industry 5.0. Worldwide Hospitality and Tourism Themes, 15(3), pp.308-321.

Ivanov, 5., and Webster, C. (2023). Restaurants and robots: Public preferences for robot food and beverage services. Journal
Futures, 9(2), 229-239.

Kim, 1J. and Han, H., (2022). Hotel service innovation with smart technologies: exploring consumers’ readiness/dnd Behaviors.
Sustainability, 14(10), p.5746.

Kwan, LH., Chia, 5.1, Khor, R., Wong, T-H., Xulin, Y. and Zhao, C.X., (2017). Factors Affecting Hotel Visitors' Usage 6f Guest Empowerment
Technology (GET). In Handbook of Research on Leveraging Consumer Psychology for Effective Customer Engagement (pp. 138-153). IGI
Global.

Law, R., Sun, S. and Chan, 1.C.C., (2020). Hotel technology: A perspective article. Tourism Review, 75(1), pp.286-289.




image9.png




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
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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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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;)
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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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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)
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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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