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Robot Staff
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In recent years, the phrase "robot staff" has come to be used in the hospitality industry with increasing frequency. As a direct consequence of this, hoteliers all over the world are taking note of the technology and quickly embracing it in order to provide superior service to their customers. In the hospitality industry, robot workers are machines that can do duties that were previously carried out by humans. In addition to front desk and room service, complimentary concierge service is also available (Davenport & Ronanki, 2018).

In the hospitality industry, which is a significant employer on a global scale, a significant number of people are concerned that robots will eventually replace human workers. The integration of robots into the hospitality sector has resulted in several positive changes, which have benefited both customers and businesses (Kiron et al., 2018).

On the other hand, as the hospitality industry has experienced an increase in technological advancements, resulting in the development of robots capable of meeting the needs of guests. The utilization of robotic workers in the hospitality industry has gained momentum due to its ability to augment the overall guest experience and concomitantly reduce labour costs. Robotic technology exhibits versatility in performing a diverse range of tasks, including but not limited to, welcoming visitors at the front desk and transporting consumables to lodgings. Furthermore, they possess the capability to perform a diverse range of additional tasks (Raj & Deery, 2002).

The robots are equipped with state-of-the-art technology that endows them with sophisticated artificial intelligence, allowing them to interact with visitors and acquire insights from their interactions to enhance their overall functionality. An innovative approach to addressing the constantly changing demands of global hotel clientele is to employ robotic personnel in hotel operations. This approach exhibits innovation. The current trend presents hotels with a distinctive prospect to offer their clientele an exceptional and inventive encounter, while simultaneously reconsidering the obligations of their labour force in the hospitality sector. This opportunity has arisen due to the prevailing trend (Lee et al., 2016).


[bookmark: _Toc134834268]Literature Overview 

In recent years, there has been an increase in scientific advancements that have resulted in the widespread adoption of robotic technology. This technology is becoming increasingly popular across various sectors. This trend is expected to persist in the coming years. Recently, there has been a growing application of technology in the hospitality industry, especially in the hotel sector. Robots in the hotel industry have the potential to bring about a period of rapid transformation by increasing output and providing guests with an amazing experience (Altinay & Wandel, 2011).

Academics Nakamura and Ishiguro conducted one of the earliest studies on the use of robots in hospitality settings in 2009. The Japanese hotel utilized Hugvie, a robot they had developed, to welcome and interact with guests. The designers created a robot that resembles a large teddy bear and equipped it with the capability to engage in basic conversations with visitors. The design was intended to be ironic. Upon check-in, guests were instructed to embrace the bear, who would then provide them with a briefing on the hotel's facilities. Based on the findings, the robot received favorable responses from the visitors, as a significant number of them expressed feeling at ease and appreciated due to their interaction with the robot (Xiang et al., 2017).

In 2014, Kim, Lee, and Lee conducted a study to explore the feasibility of using robots in hotel dining rooms. Cornell University researchers developed a robot named CERO to automate the task of serving food and drinks to restaurant patrons. According to the study, the robot received positive feedback from visitors. Many visitors appreciated the robot's ability to hold their attention and provide entertainment, which enhanced their overall experience (Guraoy et al., 2013).

Japan's Henn-na Hotel is perhaps the most well-known establishment that uses robots instead of humans. Since its debut in 2015, the hotel has garnered global recognition for its groundbreaking implementation of robots to provide a diverse array of services, such as receptionist and room attendant duties. The hotel has trained its robots to engage in friendly conversations with customers, with the aim of making them feel comfortable and ensuring that they have a memorable stay (Jiang et al, 2018).
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In the hospitality sector, employing a robot as a worker can provide several benefits, the most notable of which being the robot's speed and precision. In the hospitality business, robots have the potential to take over a wide variety of repetitive tasks previously performed by humans. These tasks include guest check-in and check-out, room service delivery, and housekeeping. Because they work continuously, robots may provide service to customers at any time of the day or night, whether it be day or night. In addition, robots are able to work without stopping for long stretches of time without the need for breaks or shift changes, which may result in lower labor expenses for hotels (Scott et al., 2016).


Acknowledging the manifold advantages that robots may offer to hotels is imperative. One of the advantages is their ability to operate continuously for a duration of twenty-four hours without necessitating breaks or vacation time. The utilization of robots in hotels has the potential to mitigate staffing challenges during peak periods and obviate the necessity for overtime compensation. Robots have the potential to expedite various processes, including check-ins, checkouts, and room services, due to their exceptional productivity and capacity to significantly reduce service times. Ultimately, this enhances the guest experience. Robotic technology enables the provision of services with a higher degree of precision compared to human labour, thereby minimizing the likelihood of errors and ensuring consistent service delivery. Consequently, this results in elevated levels of customer satisfaction (Dokkaew & Koch, 2018).

Furthermore, empirical data suggests that hotels that have implemented robotic employees have observed a rise in both their revenue and their profitability. The expenses related to the recruitment of staff have been persistently escalating, leading to a challenge for hotels to sustain their profit margins. The implementation of robots in a business has the potential to significantly reduce costs, thereby potentially enhancing profits. The implementation of robotic technology within the hospitality industry holds promise for creating a sustained impression on clientele, resulting in repeat patronage and favorable online feedback on various platforms (Buhalis & Amaranggana, 2015).

Additionally, with the help of robot workers, hotel operations can become more automated, freeing human personnel to concentrate on offering customized service to guests. When the staff of a hotel goes above and beyond for its customers, they receive the appreciation of those customers and the loyalty of those customers, which ultimately results in an increase in income for the hotel. The overwhelming majority of guests have indicated that they are willing to make use of robot services while they are on property, and many of them have provided favorable feedback about the prospect. This has led to an improved overall guest experience (Neuhofer et al, 2014).

It is more likely that guests will have a pleasant time if there are robot workers all about. There is a growing trend among hotels to install programmable robots that guests may interact with in order to create a one-of-a-kind environment that will leave guests with vivid memories of their stay. It's possible that the robots at the hotel will be able to carry out several activities, such as reading bedtime stories to children, guiding guests on tours of the premises, and providing wacky forms of entertainment. Having these robots around can give guests the impression that they are more at home, which will improve their overall experience (Gray & Birkinshaw, 2014).

The cost of labour is typically one of the greatest operational expenses for hotels, thus having robot labour could help these establishments cut down on those costs and save money. Even though the initial investment in robotic labour may be significant, it will be advantageous in the long term because of the money that will be saved on salaries. Robot employees, in contrast to their human counterparts, do not require additional compensation for working overtime or taking time off due to illness. Utilizing the technology that is provided by these robots allows operators to reduce the amount of money spent on staff while also improving the overall quality of service (Wallace, 2014).

There are several challenges that need to be addressed, even though using robots to help with guest services provides a number of potential benefits. Because of the potentially high cost of the initial investment in the necessary technology for these devices, certain hotels find them to be less appealing. Additionally, there is a possibility that guests will be unwilling to use the automated systems, which may result in missed opportunities for guests to submit comments or request services such as housekeeping. An operator who lacks ethical standards could potentially cause injury, steal information for surveillance purposes, or infringe the privacy of other individuals (Buhalis & Law, 2008).

Additionally, the robots require regular maintenance as well as software updates, both of which can eat up a significant amount of time and financial resources. As a final point of consideration, it is essential to consider the societal influence that robots will have on the hotel industry. The creation of robots that have the appearance and voice of people is an exciting idea; yet, it may have unexpected repercussions, such as the displacement of human labour and the consequent rise in unemployment (Xu et al, 2015).
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Although hotels could potentially improve their bottom lines by implementing robots, there are still challenges that need to be addressed. One potential obstacle is the concern that robots may eventually be able to perform tasks that have traditionally been done by humans, potentially resulting in job loss. Due to the gravity of this issue, hotels should implement measures to avoid a significant decrease in job opportunities resulting from the introduction of robots in the workplace (Han et al, 2014).

Ensuring the safety and reliability of robots adds an extra level of complexity. To guarantee the safety of visitors, it is essential to design and program robots with safety in mind. Additionally, it is crucial to have a backup plan in place in case of any malfunction (Kim et al, 2011).

The possibility of employing robots in the hospitality industry is being discussed. Robots have the potential to perform numerous jobs that are currently carried out by humans. In the future, robots have the potential to enhance business efficiency and create a distinctive and unforgettable customer experience, despite being a nascent technology. Hotels need to address the concerns of their guests regarding automation and take measures to ensure that the robots they use are reliable and secure. As robotics and AI continue to advance, it will be intriguing to observe how hotels incorporate robot staff to improve the customer experience and boost efficiency (Sigala, 2004).

Several policy measures could be implemented, including the mandate that companies maintain at least one human employee on their payroll continuously. Implementing this step is crucial to maintain a personalized approach in business operations, which is essential to meet customer expectations and ensure their satisfaction. Moreover, integrating robots into the workforce could potentially offer a level of job security for human workers. This is because human workers would be required to work alongside automated machines rather than being fully replaced by them. However, it would result in a rise in labor costs (Neuhofer, 2016).

Furthermore, it is possible to establish a code of ethics that governs the utilization of robotic employees. This is an additional action that could be executed. The code should establish clear guidelines for how robots should interact with clients. The directives should incorporate the use of language that is clear and easy to understand. Additionally, it is important to show empathy and provide emotional support in situations that require it. Establishing a moral code can prevent machines from replicating human qualities such as warmth and hospitality soon (Hu et al, 2012).

The code should include guidelines for mitigating the impact of robots on human employment and ensuring that they do not entirely replace human labour. It is important to ensure that robots do not fully replace human labor (Lee et al, 2017).

Furthermore, policymakers are advised to allocate resources towards the implementation of retraining initiatives for individuals. The purpose of these initiatives is to equip human workers with the necessary skills to effectively work alongside their robotic counterparts. Professionals in the hospitality industry must receive adequate training in the operation, maintenance, and repair of the numerous robots that are becoming more common in the sector. Taking this action would ensure that employees have ongoing employment opportunities in the market. Firms can gain a competitive advantage by investing in the retraining of their employees (Carlton, 2018).

Furthermore, policymakers are advised to provide incentives to organizations to explore the potential applications of robotic technology in tasks that are hazardous to human safety or require repetitive movements. It is recommended that policymakers incentivize organizations to explore the potential application of robotic technology. This recommendation is based on the belief that such exploration can be beneficial. The implementation of this measure is expected to decrease the chances of harm to individuals and enhance the safety of the work environment. Furthermore, it is anticipated that this will lead to the creation of more specialized job opportunities for individuals who possess the required skills and experience to operate and maintain such equipment (Chuah et al., 2016).

Successfully negotiating this shift is crucial to ensure mutual benefits for both employers and employees in the hospitality sector. The integration of robotic personnel in the hospitality industry is an inevitable trend. While robots do provide numerous advantages, such as improved efficiency and reduced expenses, they also present potential risks to human employment and the quality of customer service that can be delivered. Despite the risks, robots provide numerous benefits. Legislators and management must establish legal frameworks and policies that promote ethical use of robotic workers in the hospitality industry. This is crucial for ensuring responsible deployment of these machines. The proposed actions include combining human laborers with robots, establishing ethical criteria for robot deployment, allocating resources to retrain human workers, and promoting the use of robots for menial tasks in various institutions. It is crucial to integrate robots into the hospitality industry in a responsible and ethical manner, considering their potential impact (Ziaei, 2014).
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In conclusion, the use of robot labour in hotels is a significant step forward that is beneficial not only to hotel owners but also to the customers of those hotels. When it comes to using robots in their businesses, owners of hotels need to find a way to cut expenses while simultaneously increasing the experience of their guests and avoiding any ethical ambiguities that may arise. In the not-too-distant future, the hospitality industry will require a combination of technological breakthroughs and human connection in order to provide the highest level of service that is now available to its consumers.
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