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Intoday's world, the hospitality industry is undergoing significant transformations driven by innovative technologies
that open new horizons for enhancing customer service. Hotel management increasingly relies on digital solutions
that improve the quality of services, personalize guest interactions, and refine internal business processes. Among
the key technologies transforming the hotel sector, artificial intelligence, the Internet of Things, automation, and big
data stand out. Their implementation fosters the effective development of hotels and enhances their competitiveness
in the global market. In this context, studying contemporary innovations in hotel management, their impact on the
customer experience, and analyzing the challenges associated with implementing cutting-edge technologies is a
particularly relevant task for the academic community. This article aims to explore how innovative technologies
transform the approach to customer service in hotels, specifically through the examples of hotel chains such as
Hilton and Marriott International.
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Y cy4acHOMy CBITi iHAYCTPIiA FOCTUHHOCTI 3a3HA€E 3HAYHVX TpaHcopmaw,ii Mig BNAMBOM IHHOBALIMHUX TEXHOMOTIR,
AKi BIZKPUBAIOTb HOBI TOPU3OHTM A1 NIABULLEHHS PIBHSA 06C/TyroByBaHHS KMIEHTIB. YNpaB/iHHA roTeNsMu1 Bce YacTi-
LLe CMMPAETbLCS Ha LUMAIPOBI PILLEHHS, LLIO A03BO/SOTb HE SINLLIE NOKpaLLlyBaTh AKICTb NOC/YT, a i1 NepCoHasi3yBaTtu
B3ae|v|o,u,iro 3 TOCTSIMM Ta BAOCKOHA/THOBATW BHYTPILLHI 6i3HEC- npovecw. Cepef, KN4YoBMX TEXHOJONIN, o 3MIHIOKOTb
roTeNIbHWiA CekTop, 0Co6MBY yBary npueepTaioTh LUTYYHWIA IHTENEKT, iHTepHeT peqem (IoT), aBTOMATV3AL|ist TA BE/NKI
faHi. IXHE BNPOBAYKEHHS HE TifIbKN CNpUSIE e(peKTBHOMY PO3BUTKY TOTENIB, asle i MifiBHLLYE KOHKYPEHTOCTPOMOX-
HICTb Ha IN06a/IbHOMY PUHKY. Y 3B'A3KY 3 LM AOCIMKEHHS CyYacHMX IHHOBALi B ynpasiHHI rOTeNsMu, iXHbOro
BM/IMBY Ha KNIEHTCbKWIA [OCBIL Ta aHani3 BUKVKIB, MOB'A3aHMX i3 BNPOBAKEHHSIM HOBITHIX TEXHOOTIA, € 0CO6/U-
BO aKTyasIbHUM 3aBAAHHSIM HAyKOBOI CMifIbHOTK. LIS cTaTTa cnpsiMoBaHa Ha aHauli3 TOro, SK IHHOBaLiiHI TEXHOOTT
TpaHchopMytoThb Niaxig 40 06C/yroByBaHHS KNIEHTIB Y roTensx, 30KpemMa Ha npukiagi Takux mepex, sik Hilton ta
Marriott International. 3a pe3ynstatamu JOCNIMKEHHA [OBEEHO, Lo iHHOBaLl B YNpaBiHHi ToTENsSMU € HeBIAAiNb-
HOO YaCTMHOK CYYaCHOI iHAYCTPIT rOCTUHHOCTI. Cepef, OCHOBHUX HaNpAMIB, Yepes siki HOBITHI TEXHO/OTT BN/INBAOTb
Ha roTenbHWiA Gi3HEC, MU BULINNIN: aBTOMATM3aL,it0 MPOLECIB | LUTYYHWIA IHTENEKT, MOBI/IbHI 40AATKN Ta LgIPOBI K/THo-
4i, IHTEPHET peyeil, XMapHi pilleHHS Ta BeWKi AaHi, 6e3KOHTaKTHI naaTexi, CUCTEMU KepyBaHHA €HEepProcrnoXuBaH-
HAM TOLLO. 3aBASAKM HOBMM TEXHOMONISAIM roTesli MOXYTb MiABULLMTK SIKICTb 0GCNYroBYBaHHS K/IEHTIB, ONTUMI3yBaTK
onepaviiiHi npoLecn Ta 3Ha4YHO MiABULLMTIA CBOK KOHKYPEHTOCTPOMOXHICTb Ha PUHKY. 3MICT OKpeC/IeHUX NOIOXKEHb
MiATBEPMAKYIOTb HACTYMHI BUCHOBKM: TEXHOMOTIT [03BONAOTL rOTENAM HaJaBaTu GinbL NepcoHanizoBaHuii Ta edoek-
TVBHWIA CepBiC; MigBMLLYBaTW PiBEHb 3a[0BOSIEHOCTI FOCTEN, ki YacTille NOBEPTAKTLCA Ta PEKOMEHAYThb roTesb
CBOIM ApYy35IM; aBTOMaTW3yBaTl OCHOBHI NMPOLECK 06C/TyroByBaHHS rocTeli Ta ONTUMI3yBaTu €HEPrOCMOXUBAHHS, L0
[l03BOJISIE 3HU3UTW BUTPATW roTento. MNepcnekTney nofjanblunx LOCAILKEHb NONSraloTb B ifeHTUdikalii cTparerii,
yepes SAKi pi3Hi TEXHOMOTIT ByAyTb IHTErPYBaTUCA MiXX COO0H, CTBOPIOKUN EMHY EKOCUCTEMY.

KniouoBi cnoBa: aBToMaTtu3allis, BENUKI faHi, LUTYYHWIA iIHTENEKT, iHTepHeT peyeit (10T), MoGiNbHI goaaTku, Lud-
POBI K/tOui.
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Problem statement. In the modern world,
the hospitality industry is undergoing significant
transformations under the influence of innovative
technologies, opening new horizons for enhanc-
ing customer service levels. Hotel management
increasingly relies on digital solutions, which
improve the quality of services provided, person-
alize guest interactions, and enhance internal
business processes. Among the key technolo-
gies transforming the hotel sector, special atten-
tion is drawn to artificial intelligence, the Internet
of Things (loT), automation, and big data. Their
implementation promotes the effective develop-
ment of hotels and enhances their competitive-
ness in the global market. In this context, the
study of modern innovations in hotel manage-
ment, their impact on the customer experience,
and the analysis of challenges associated with
new technology adoption is a patrticularly rele-
vant task for the scientific community.

The analysis of recent researches and
publications. Although the theoretical aspects
of using innovations in hotel management have
been well studied (Hirnyak L., Hlahola V., Zava-
dynska V.O., Osidach 0., Kozhukhivska R.,
Lysiuk T., Tereshchuk O., Pasichnyk M., and oth-
ers), the practical aspects of their application to
improve customer service require more detailed
analysis.

It is important to identify technologies that are
most effective in enhancing guest satisfaction
and how they can be successfully implemented
in the hotel industry.

Purpose of the article. This article aims to
analyze how innovative technologies are trans-
forming the approach to hotel customer service.
It will specifically use examples from networks
such as Hilton and Marriott International.

The paper main body with full reasoning of
academic results. The research highlights that
innovations in hotel management play a crucial
role in enhancing the quality of customer service
and improving operational efficiency. Thanks to
new technologies, hotel operators can provide
a more personalized, efficient, and convenient
service for guests, which positively impacts the
overall experience of their stay at the accom-
modation. Among the main areas through which
emerging technologies impact the hotel busi-
ness, we identify [1-2; 4; 6]:

1. Process automation and artificial intelli-
gence (Al) use software and algorithms to auto-
mate routine tasks in hotels and make decisions
based on extensive data analysis.

2. Mobile apps and digital keys are mobile
applications that allow guests to book rooms,

make payments, access information about the
hotel and its services, and use a digital key to
enter their rooms.

3. The Internet of Things (loT) is a physical
device network interconnected and exchanging
data with one another.

4. Cloud solutions and Big Data refer to stor-
ing hotel data on remote servers and using
analytical tools to identify patterns and make
informed decisions.

4. Contactless payments are a way to pay for
goods and services without using cash or plastic
cards. It is a way to pay for smartphones, smart-
watches, or other devices using.

5. Energy management systems are a set of
technical solutions that automate and optimize
energy consumption processes within a building.

The impact of these technologies is quite broad
and complex, making it a subject for further study.
In particular, it is important to examine the eco-
nomic, technical, and social consequences of
implementation through specific practical exam-
ples. In this study, we examined the experiences
of Hilton and Marriott International, two of the
world's largest and most renowned hotel chains.
They own thousands of hotels worldwide (under
various brands) and continuously invest signifi-
cant resources in the development and implemen-
tation of new technologies to provide guests with
the most comfortable and personalized service.

Automation of processes and artificial intel-
ligence (Al) help to streamline core aspects of
hotel operations through chatbots and virtual
assistants that handle customer inquiries in real-
time, as well as Al systems for personalizing the
guest experience [4]. In particular, chatbots and
virtual assistants assist guests with bookings,
respond to inquiries about services, and provide
recommendations for local attractions. Artificial
intelligence can analyze guest behavior, previous
bookings, and preferences to offer personalized
suggestions and recommendations [1; 4]. One
successful example of using process automa-
tion and Al in the hospitality industry is the expe-
rience of Hilton Hotels with the implementation
of an Al-based virtual assistant named Connie.
This chain operates on IBM Watson technology,
leveraging Al capabilities to interact with guests
in real-time. Specifically, Connie assists guests
by responding to customer inquiries in real-time,
providing personalized recommendations, ana-
lyzing guest behavior, and optimizing interactions
based on the specifics outlined in Table 1.

Another example of the successful use of
process automation and artificial intelligence in
the hospitality industry is Marriott International,
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Table 1

The impact of process automation and artificial intelligence (Al)
on improving customer service in the Hilton hotel chain

Applications of Connie

Features of using Connie in the operations
of the Hilton hotel chain

Real-time_resp_o_nse to
customer inquiries

Connie can answer questions about hotel services (such as restaurant
hours, pool access, and accommodation policies), assist with room
bookings, and provide information about available services.

Personalized
recommendations

Connie offers guests recommendations for local attractions and
interesting places based on their previous preferences and vacation
type data.*

Guest behavior analysis

The Al-based system learns from guests' past behavior and inquiries,
allowing for a personalized experience for each client.**

Interaction optimization

By automating booking and information provision processes, Connie
helps reduce staff workload, enhancing service levels and customer

satisfaction.

Note

* For example, if a guest previously inquired about vegetarian restaurants, Connie can provide up-to-date

recommendations for new places.

** For instance, if a guest regularly books rooms with an ocean view, the system automatically suggests

options with those features for future bookings.

Source: formulated by the author based on [4: 6]

which employs chatbots and Al systems to
enhance the level of service for its customers [4;
6]. Specifically, Marriott's mobile chatbot allows
guests to submit requests at any time (such as
requests for extra towels or spa bookings [4; 6])
through the hotel app. The personalization Al
system at Marriott helps analyze previous guest
reviews and preferences to make the next visit
more tailored —such as automatically suggesting
a room with specific features (like pillow type or
air conditioning) or other services based on past
experiences.

Based on the above points, it is clear that
through artificial intelligence, these technologies
not only enhance guest comfort and satisfaction
but also enable hotels to better adapt to the needs
of each customer by offering personalized solu-
tions based on large datasets. Thus, their impact
includes improving staff efficiency, reducing errors,
personalizing service, and optimizing costs.

Mobile apps and digital keys are transforming
guests' interaction with hotels [1]. Specifically,
booking, check-in, and stay management apps
enable guests to independently perform many
operations, including online check-in, room
selection, service ordering, and payment [3-4].
Digital keys on smartphones allow guests to use
their phones to access their rooms, reducing the
need for physical keys or cards. For example, a
notable implementation of digital keys on smart-
phones is the Marriott International hotel chain,
which launched the Mobile Key feature. It allows

guests to access their rooms using only their
smartphones, as detailed in Table 2.

It is worth noting that the Hilton hotel chain also
offers a similar feature called Digital Key. Guests
can use their phones to access their rooms and
common areas of the hotel, such as gyms or
pools. This not only enhances guest convenience
but also reduces the workload on staff [1].

These examples also demonstrate that digital
key technologies are transforming processes in
the hospitality industry, making them more effi-
cient and convenient for customers. Thus, the
impact of mobile apps and digital keys is focused
on increasing guest autonomy, simplifying the
booking and check-in processes, and enhancing
customer satisfaction.

0T technologies integrate devices and sys-
tems within hotels to provide guests with a more
comfortable and tailored experience [2-3]. Spe-
cifically, this enables the creation and offering of
smart rooms with automatic adjustments for light-
ing, temperature, and other parameters based
on guest preferences, as well as voice control
for interacting with household devices (such as
Amazon Alexa or Google Assistant), providing
greater convenience [2]. A notable example of
implementing Internet of Things (IoT) technol-
ogies in the hotel business is Marriott Interna-
tional. They actively use smart technologies to
enhance the guest's experience, as detailed in
Table 3. Itis also worth mentioning that the Hilton
hotel chain is implementing 10T technologies

TOTE/NbHO-PECTOPAHHA CIPABA
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Table 2

The impact of mobile apps and digital keys on improving customer service
in the Marriott International hotel chain

Features of using Mobile Key

Applications . . : Advantages of using mobile
. in the operations of the Marriott <

of Mobile Key Inte?national hotel chain apps and digital keys

Booking and | A guest books a room through the Marriott Guests do not need to carry

check-in

room access.

mobile app. After the booking is confirmed, the
system automatically generates a digital key for

physical keys or cards, reducing
the likelihood of loss or
forgetfulness.

Receiving the

On the day of check-in, the guest receives a

The check-in process and
access to the room become

key notification on their phone that the digital key is :

activated, allowing them to go directly to their  |faster and more convenient,

room, bypassing traditional front desk check-in. | €nhancing the overall stay
Using the The guest opens the Marriott app, presses the experience. -
digital key “"Unlock" button, and holds their phone near the gt'%';e;) Ereny:tﬁ?gu%% ?ﬁgcgglgted

door lock. It unlocks the door via Bluetooth. providing an additional layer of

security.
Source: formulated by the author based on [1; 3-4]
Table 3
The impact of loT technology on improving customer service
in the Marriott International hotel chain
Applications | Features of using Mobile Key in the operations Advantages of using loT
of loT of the Marriott International hotel chain and digital keys

Automatic In some Marriott hotels, guests can adjust the Adaptation to seasonal
adjustment of |lighting and temperature through a mobile app or |fluctuations
parameters a control panel in the room* Implementation of new services

Voice control

other devices**

Marriott has integrated Amazon Alexa into its
smart rooms. Guests can use voice commands to
control the lighting, televisions, thermostats, and

Rapid recovery after disruptions
Automation of core processes
Adaptation to seasonal
fluctuations

Implementation of new services

Interactive Guests can also ask questions about the hotel, . . .
experience request local recommendations, or even order iﬁg?n;etﬁ)%vg%gger %i;“spstfsns
services using voice commands. This creates a P
more interactive and convenient stay experience.
Note

* For example, a guest can set a comfortable temperature in the room before arrival or adjust the lighting to

their preference.

** For instance, a guest might say, "Alexa, turn on the TV" or "Alexa, set the temperature to 22 degrees."

Source: formulated by the author based on [2-3]

through its Connected Room project. Thus, loT
technologies enable guests at this hotel chain
to control all aspects of their rooms through a
mobile app, including using voice commands to
perform various tasks. Therefore, the integration
of loT technologies in the hotel business signif-
icantly enhances the guest experience, making
it more comfortable and tailored to their needs.
Cloud solutions and Big Data provide hotels
with unique opportunities to optimize opera-
tions, increase efficiency, and, most importantly,
enhance the guest experience [2]. Specifically,
these technologies transform the hotel business

through centralized management, flexibility and
scalability, and process automation [2-3]. For
example, most major hotel chains worldwide,
including Marriott International and Hilton, now
use a unified data platform, resulting in informa-
tion about bookings, finances, room service, and
marketing being consolidated in a single cloud
system. It allows hotel staff to access the neces-
sary information anytime and from any device,
significantly simplifying operations and improv-
ing coordination. In such conditions, if a guest
requests a room change or additional services,
staff can quickly find the necessary information
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in the system and fulfill the request. Additionally,
cloud solutions ensure transparency in all opera-
tions, allowing hotel management to monitor the
performance of each department [6].
Contactless payments simplify the payment
process for guests and open new opportunities
for hotels [1-2]. Specifically, with these technol-
ogies, guests can instantly settle their bills using
smartphones, smartwatches, or other mobile
devices. Moreover, contactless payments easily
integrate with other hotel systems, such as reve-
nue management and loyalty programs. So, the
Hilton hotel chain, through the use of contactless
payments, ensures quick check-in and check-
out for guests (for instance, guests can settle
their bills right at the front desk by simply tapping
their bank card or smartphone on the terminal),
pay for minibar services (where guests can pay
for drinks and snacks from the minibar using
a contactless bracelet or smartphone without
leaving their room), as well as make payments
at restaurants and bars. In the Marriott Interna-
tional hotel chain, in addition to the mentioned
payments, guests can also pay for additional
services such as spa access, bike rentals, or
gym visits without using cash. Many hotels now
offer their guests mobile apps that allow them
to book rooms, order room service, and make
all payments without cash. At the same time,
information about all transactions is automati-

cally recorded in the hotel management system,
allowing services to analyze guest behavior and
offer personalized proposals. Thus, the impact
of contactless payments focused on optimizing
energy consumption, enhancing guest comfort,
creating smart rooms, and providing proactive
service [6].

Energy management systems (EMS) are
popular in the hotel business [5-6]. Overall, EMS
is a set of technical solutions that automate
and optimize energy consumption processes
in a building, leading to reduced energy costs,
increased guest comfort, decreased negative
environmental impact, and improved staff effi-
ciency. For example, the Hilton hotel chain uses
automatic brightness adjustment, zonal lighting,
and optimization of heating, ventilation, and air
conditioning systems, as detailed in Table 4.

Marriott International utilizes energy manage-
ment systems to manage hot water. Specifically,
these systems allow for temperature regula-
tion of hot water based on the time of day and
demand, and they can detect leaks and auto-
matically shut off the water supply, preventing
potential damage.

Additionally, starting in 2023, the outlined
entities are working on implementing real-time
energy consumption monitoring systems, which
will provide detailed information about energy
usage in various areas of the hotel. This will allow

Table 4

The impact of energy management systems on improving customer service

in the Marriott International hotel chain

Directions for the
use of lighting
management systems

Features of lighting management systems
in the operations of the Hilton hotel chain

Advantages of using
energy management
systems (EMS)
and digital keys

Automatic brightness
adjustment in common
areas

The system detects the level of natural light

and automatically adjusts the brightness of
artificial lighting, allowing for energy savings and
creating a comfortable environment for guests.

Zonal lighting for guest
rooms and common
areas

The system allows for the creation of various
lighting scenarios for different areas of the hotel
(lobby, restaurants, corridors), optimizing energy
consumption and creating an atmosphere that
suits the time of day and the purpose of each
space.

Individu_al climate
control in guest rooms

Guests can adjust the temperature in their
rooms themselves, but the system automatically
turns off heating or air conditioning when the
room is unoccupied

Zonal regulation

The system allows for the creation of different
temperature zones within the hotel building,
which helps save energy and provides
comfortable conditions for guests.

Reduction in energy
costs

Increased guest
comfort

Decreased negative
environmental impact
Improved staff
efficiency

Enhanced hotel image

Source: formulated by the author based on [1; 4-6]
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them to identify inefficiencies and take measures
to optimize them.

Energy management systems are an invest-
ment in the future of the hospitality industry [4-5].
Therefore, the impact of these systems is aimed
at reducing energy costs, minimizing environ-
mental impact, and enhancing guest comfort.

Based on the outlined points, it is evident that
the advantages of using technology in the hos-
pitality industry include enhanced service qual-
ity, increased guest loyalty, reduced costs, and
improved competitiveness.

Conclusions from this study and pros-
pects for further exploration in this direction.
The research findings demonstrate that innova-
tions in hotel management are an integral part of
the modern world. The key areas through which
new technologies impact the hospitality busi-
ness include process automation and artificial
intelligence (Al), mobile applications and digital
keys, the Internet of Things (IoT), cloud solutions

and Big Data, contactless payments, and energy
management systems, among others.

Thanks to new technologies, hotels can
enhance the quality of customer service, opti-
mize operational processes, and achieve greater
success in the market. The content of the out-
lined points supports the following conclusions:

e Technologies enable hotels to provide a
more personalized and efficient service.

e Technologies increase guest satisfaction,
leading to more frequent returns and recommen-
dations to friends.

e Technologies facilitate the automation
of core guest service processes and optimize
energy consumption, which can reduce hotel
expenses.

In general, hotels that adopt new technologies
have a greater chance of success in the market.
Future research prospects lie in exploring strat-
egies for integrating various technologies into a
cohesive ecosystem.
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