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WHAT IS THE INTERNET OF THINGS?

* network of physical objects (devices, vehicles, appliances, etc.) that are
embedded with sensors, software, and other technologies to connect and
exchange data with other devices and systems over the internet.

* "Third Wave of Innovation.” — General Electric




IMPACTS ON HOTEL AND
HOSPITALITY INDUSTRY

| Security and safety

prioritisation

* insight into guest preferences, behaviours, and

operational metrics

» Consistent personalised service

* advanced surveillance
* e.g.facial recognition technology, smart locks,

connected smoke alarms




IMPACTS ON HOTEL AND
HOSPITALITY INDUSTRY

Smart hotel

solutions

* real-time data collection and analysis
* Location-Based Information

| .predictive maintenance
2.CSR goals

3.Asset tracking
4.Inventory management




APPLICATIONS OF IOT

Customer

Relationship
Management (CRM)

Innovation theory

Total Quality
Management (TQM)

Service quality

* understanding and
meeting customer
needs

* (Idzikowski et al.,
2019).

any new policy that
reduces the overall
cost of production
or increases the
demand for
products.

(Kabangire and
Korir, 2023).

* continuous
improvement and
customer
satisfaction

* (Talha, 2004).

* the gap between a
customer's
expectation of a
service and the
actual service
received

* (Gronroos, 1988)




EXAMPLES OF INDUSTRY RESPONSES
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J Smart room technology: mobile and voice activated room
controls, intuitive lighting, etc.

* Marriott teamed up with Samsung and Legrand to launch the "Internet of Things Hotel Room”
(Price, 2017)

J Operational efficiency: predictive maintenance systems.
* The Wynn LasVegas Hotel uses loT for hotel maintenance .(Hertzfeld, 2016).

J Guest engagement: gathers data on guest preferences and
behaviour for personalised services and targeted marketing.

* Accor Hotels

) Smart hotel solutions: asset tracking and supporting CSR
goals.

* The InterContinental Hotels Group smart energy management systems to contribute to
sustainability efforts




Limitations

investment

| Strengths

Sustainability

I Personalisation

! I Streamlined

Operations
\\—’ —



FUTURE
MANAGEMENT
POLICIES AND

OPTIONS

prioritising
cybersecurity




CONCLUSION

* benefits, such as energy savings, personalised guest interactions, and
operational efficiencies.

* Profound impacts on guest satisfaction, cost reduction, and productivity
enhancement, underlining its alignment with service quality and innovation
theory.

* loT presents challenges like data security and initial investment costs.

* future policy and management options must prioritise data privacy,
cybersecurity, and strategic loT implementation

* loT offers a promising pathway to unparalleled guest experiences, improved
operational efficiency, and sustainable growth in the hotel and hospitality
industry.
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