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Introduction

Contemporary Theme: Artificial Intelligence (Al) and Intelligent
Automation in Hotels

« Adoption of technologies like chatbots

 Increased usage of voice assistants

« Enhancing the capabilities of Robotics

 Increased efficiency of data analytics

* Enhance experiences and operations (Ma & Pearce, 2019)

Importance for the Hotel Sector

« Meeting changing guest expectations for personalization and digital conveniences
* Improving operational efficiency

« Enhanced customer sevices

* Reducing costs through process automation (Kim & Kim, 2016)



Introduction

Relevance and Background

« The hotel industry is known for constant innovation
* The goal is to delight customers and streamline processes

 Al/automation provides unique capabilities to differentiate and compete (Kim & Kim,
2016)

Case Study: The Hoxton, Shoreditch London

« Early adopters of implementing Al chatbots
« smart room controls, analytics, contactless systems

 Real-world examples analyzing the impact on guest satisfaction and hotel operations
(Jang & Namkung, 2015)



Literature Review

Guest Experience Enhancement (Chen & Zhang, 2015)

» Al chatbots and voice assistants provide quick personalized service
* Intelligent room controls allow guests to customize their comfort
* Increased guest satisfaction and personalization

Personalization through Data Analytics (Choudhury & Harrigan,
2016)

» Using guest data to provide tailored recommendations and services
* Enhances satisfaction, loyalty and revenue
* Improved operational efficiency and cost savings



Literature Review

Data Security and Privacy Concerns (Liu, Li, & Jin, 2019)
* Risks around securing guest data and potential breaches
* Need for robust cybersecurity measures
Maintaining Human Touch (Della Corte & Aria, 2017)
» Balancing technology with warm, personal hospitality interactions

» Arguably the system increases the unemployment rate
* Over-reliance on automation may diminish the personal touch



Literature Review

Operational Efficiencies (Xie & Zhang, 2019)
* Process automation increases productivity and reduces labor costs
» Contactless tech like mobile check-in enhances safety
* Al can be leveraged to achieve sustainability goals

Revenue Generation (Guillet & Sangwan, 2019)

* New services, partnerships with technology providers
* Increasing the overall profitability



Literature Review
High Investment Costs (Radojevic & Stanisic, 2016)

» Al systems, robotics, and Infrastructure upgrades require major
spending
* Ongoing training and maintenance expenses

Disruption and Job Displacements (Nguyen & Nguyen, 2022)
* Automation potentially reduces human workforce needs

» Afftcts the livelihood of individuals with limited income
» Hotels that are slow to adopt Al and automation may lose ground



Application to the Hotel and hospitality sector

Ll'.|_ Political % Economic

* Regulations and policies « Al/lautomation may shift
can facilitate or hinder consumer spending habits
adoption of hotel tech and create new revenue

innovations (Jang & streams for hotels (Li &
Namkung, 2015) Hua, 2017)

@ Environmental

» utilizing Al/automation for
sustainability initiatives
like energy reduction
(Chen & Chen, 2018)



Application to the Hotel and hospitality sector
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- considerations around job * ensuring integration,
displacement, scalability and staff are
accessibility, and cultural trained to maximize
attitudes towards hotel technology benefits (Ma &
tech (Kim & Kim, 2016) Pearce, 2019)

Legal
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- complying with data
protection laws and
cybersecurity
requirements (Del
Chiappa & Baggio, 2017)



Industry Response

Strength

1.Enhanced guest experiences through
personalization, convenience (Al
chatbots, room controls)

2.0perational efficiency gains via
automation of routine tasks
(contactless check-in, robotic
services)

3.Differentiation and competitive edge
by being an early adopter of
iInnovative technologies (Jang &
Namkung, 2015)

Limitation

1.Significant invesﬁnent costs in Al
systems, infrastructure upgrades and
ongoing maintenance

2.Technological challenges like
Integration issues across different
systems and data security risks

3.Reduced human interaction and
personal touch, which is core to
warm hospitality experiences (LI &
Hua, 2017)



EVALUATE FUTURE POLICY AND MANAGEMENT OPTIONS

Continued Investment in Cutting-Edge Al Personalization Through Data-Driven
Insights

 Staying updated with the latest Leverage guest data to personalize

advancements in Al and automation experiences beyond demographics

* Investing In research and Implement Al-powered
development to explore new recommendation engines for

applications amenities and activities

 Partnering with technology Create targeted marketing
companies for expertise and campaigns based on guest prefer

resources (Ma & Pearce, 2019) (L1 & Hua, 2017)




EVALUATE FUTURE POLICY AND MANAGEMENT OPTIONS

Balancing Automation with Human Prioritizing Sustainability Alongside
Connection Automation

« Human interaction remains crucial « Utilize Al to optimize energy usage
for guest satisfaction and resource management

 Train staff to leverage Al for  Implement eco-friendly practices in
enhanced guest service conjunction with automation

* Focus on human-centric roles like * Promote sustainable practices to
emotional intelligence and empathy environmentally conscious guests

(Kim & Kim, 2016) (Jang & Namkung, 2015)



* The Hoxton Hotel serves as a prime example of how Al can
be successfully implemented to enhance guest satisfaction
and gain a competitive edge.

* By embracing Al and automation, the hospitality industry can
create a future of personalized experiences, operational
excellence, and environmental responsibility.
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