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The leisure and hospitality industry is one of the driving forces of the global economy. The widespread adoption of
new technologies in this industry over recent years has fundamentally reshaped the way in which services are provided
and received. In this paper, some of the state-of-the-art technologies are explored that are currently employed in the
hospitality industry and how they are improving guest experiences and changing the hospitality service platform. We
also envision some potential future hospitality services we can expect as the Internet of things (loT) technology keeps
growing. The subject of the research is the activity of hotel enterprises. The purpose of the research is the penetration of
IT in the management of the hotel business. As a result the current state of IT use in hotel complexes has been
investigated and practical experience in using IT in the hospitality industry has been considered.

According to the World Tourism Organization (WTQ), today there are more than 16 million hotels in the world, with
20% of them belong to hotel chains. The largest number of hotel enterprises is concentrated in the countries of Europe
and North America, which accounts for 72% of the total hotel base.

An interesting note that over the last 10 years other types of businesses have begin to recognize the unique
combination of skills which hospitality students possess - the combination of sound business and management along
with a service orientation. Therefore, other industries have begun to recruit hospitality graduates including health care
and retail.

This is particularly exciting time to be associated with the industry given the ample career opportunities, the
economy, new developments, emerging markets, internationalization of companies ad concepts, etc.

The prevailing philosophy in hospitality education is that the best way to the top is through a strategic combination of
education and experience.

The outlook for the industry is very positive but there are several trends/factors that are affecting how the industry
operates and the products and services that are offered to the customers.
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hotel technologies

Problem formulation. The intense competition in
today's business environment means that tourism and
hospitality businesses have to work hard to maintain
and develop their competitiveness. The success of a
business, to certain extent, depends on its ability to
acquire and utilize updated information to assist its
management and marketing processes.

Tourism and hospitality are social phenomena,
and the industries associated with them are largely
application oriented. Therefore, the hotel business
should be equipped with numbers of information
technologies which have recently drawn the attention
of tourism and hospitality researchers worldwide, who
have disseminated their findings in research journals.

Unfortunately, this field of research has recently
faced the difficulty of following the modern direction
into an area connected with recent IT trends. What is
more, such a situation causes troubles with financial
ground and the leaders of hotel companies might lose
their money without proper knowledge.

It is advantageous for hospitality managers to be
aware of the recent changes in IT and their
relationship with customer service.

Analysis of recent studies and published works.
The study of IT in hospitable sphere is becoming
increasingly prominent with the expansion of service
sector worldwide. At present, there is no standard list
of research journals in the field. The list of 57 journals
in the article of Arendt, Ravichandran, and Brown,
Hospitality and tourism journal matrix Journal of
Hospitality & Tourism Education, appears to be the
most up-to-date and comprehensive.

The basic ideas. Once long ago, hotels, motels and
other hospitality businesses occupied a fairly simple
space in people's lives — they were a place for guests
to lay their heads away from home. But anyone who's
spent time in the hospitality industry in the last
several years knows that the role of technology in
hospitality businesses has drastically expanded.

In many cases, they're becoming hubs of activity
unto themselves. Most of this activity relies directly or
indirectly on technology, making IT more important
to hotel operations and the guest experience than
ever before.

Domestic and
several years of

international tourism has seen
steady growth. The revenue
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generated from accommodation, food and beverage,
and other services provided to this large flux of
travelers, has propelled the leisure and hospitality
industry to become a key driver of the global
economy. For sustained growth of this industry,
experts in the field argue for major improvements in
the type and quality of hospitality services to adapt to
the changing consumption and travel behaviors of the
evolving customer base. The hospitality industry is
adopting technology at breakneck speed.

The hotel business is facing cutthroat competition.
Thus, Information technology in the Hotel industry is
more important than ever today.

Each of the Hotel brands has to come up with a
unique pitch and specialized services which can cater
and appeal to customers in a range of ways.

In the eyes of most consumers, most services
offered by hotels are relatively the same so hotels
must strive to find a competitive edge as a way of
standing out from the crowd. As a means of attracting
repeat business, a key weapon in most hotels' arsenal
is technology.
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Hotels can attract a new breed of customers by
integrating technology in all aspects. However,
technology is in an invariable state of flux and is
constantly unlocking new opportunities aimed at
improving customer satisfaction and boosting internal
efficiency.

As such, although the technology is there, the
hotels themselves have their task cut out when it
comes to leveraging technology to beat the
competition.

So how does technology make a difference when it
comes to beating the competition? Simply put,
technology makes life easier for many guests, and
here is how.

As the Internet system grows and spreads into
different parts of everyday life, we can expect a future
where every physical device that we use analyzes our
data and automatically provides us services. The
hospitality industry is inclined to follow this growing
trend to offer new types of services to its quests as
well as to enact cost saving measures. Figure 1 shows
examples of Internet of things devices the different
service categories they can be employed for.

Digital Signage

Repair and
Maintenence

BUILDING AUTOMATION
AND MONITORING

AUGMENTED REALITY AND
BEACON TECHNOLOGY

Fig.1. A variety of future services in the hotel industry
Source: Created by the author according to the data [7, p.1-15]

1. Body Area Sensors

Sales of devices such as smartphones,
smartwatches , etc., are soaring and smart technology
is beginning to be included in other wearable forms
like smart clothing, smart shoes, etc. These devices
gather user data like body temperature, heart rate,
location, fitness activities, etc. Wireless medical
sensor technology further expands the scope of data
collection by providing detailed data about organs
and systems within the body. With proper analysis of
data gathered through body area sensor networks,
Hospitality Service Providers (HSP) can offer a host of
198 |

new services to their guests such as, automatic
adjustment of in-room temperature based on body
temperature, adjustment in-room lighting based on a
guest's sleep-cycle, etc. [6, pp.135-136].

2. Energy Management

HSP can admit several cost-saving measures in the
management of on-property energy consumption by
leveraging technology. These measures are particular
beneficial in achieving "green” operation of on-
property systems. Some hotel properties include
smart lighting and temperature control systems as
well as use of low power devices like LED lights
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[8, pp.1-13] [12]. IoT technologies can significantly
expand the scope of energy-saving systems.

3. Building Automation and Monitoring

Both guests and service providers benefit from
building automation and monitoring. New hospitality
services such as keyless entry services, digital
concierge, etc. which will be brought about by
developments in IoT - enabled systems will greatly
improve guest satisfaction. These services are not only
appealing for technophile users ,but, they can be
specially helpful for guests with disabilities. Building
automation and monitoring also leads to better
operational and managerial efficiency for HSP [5].

4. Augmented Reality and Beacon Technology

HSP are coming up with new ways to incorporate
augmented reality and beacon technology into their
on-property systems [6, pp.135-136; 2]. This
technology can be used to provide guests with
services such as digitally guided tours, previews of in-
room environment (e.g., décor, facilities and
amenities, etc.), immediate translation services for
signs and other written materials, interactive
restaurant menus with dish previews. These services
can be bundled as part in-house loyalty applications
[1, pp.133-135].

5. Smart room keys

It's fascinating that a function as simple as a door
key could undergo so much evolution. But the tool
that once started as a carefully shaped piece of metal
quickly turned into electronic key cards, and is set to
shed its physical form altogether [3].

The next evolution of the hotel key transforms it
into data on a guest's mobile device. Hotels will
increasingly install smart room access systems that
allow guests to unlock their doors by simply swiping
their phones across a keyless pad on the door.
Another innovative way to offer a keyless experience
is through fingerprint-activated room entry systems
and retina scanning devices. Retina scanning is even
more accurate and secure than fingerprint scans [9].

6. Guest Apps

The vision of the connected guest entails nearly
every aspect of the guest experience. Something as
complex as that needs a single hub from which to
operate-and guest apps for personal mobile devices
are the natural place to host all of these functions. A
smartly designed guest app combines everything from
deal notifications to hotel services to loyalty
programs. If you see a guest used the group rate for a
conference, you could use the app to electronically
send your guest the event itinerary, complete with a
map of meeting spaces where sessions will be held.

Most major hotels have some element of this
picture in play already, and they're adding
capabilities every day. Some of the major flags are
closer, but much of the technology and integration is
still in development [10].

7. Battle For Bandwidth

A smart phone.A laptop.A tablet.An e-reader. It
seems like hospitality guests bring every Internet
bandwidth-sucking device they own when they travel.

And whether they're travelling for business or
pleasure, you can bet you're going to hear about it if
they can't connect as quickly and reliably as they're
used to at home.

But a hotel is not a home. You have to multiply
those data needs by dozens, if not hundreds, of
guests—possibly thousands if you land a big
conference. It's a huge strain and one that many of the
best hospitality brands are working on. Whatever
your solution, rest assured, the demand for bandwidth
at hotels is only going to grow [10].

8. Location Based Services

Much of this technology is in its infancy, but the
implications are huge. Being able to understand
where hotel staff and guests are located at any given
time creates all kinds of opportunities to improve the
guest experience—f{rom being able to deliver services
to guests while freeing them from their rooms to
helping event staff operate more efficiently to turning
over rooms more quickly and beyond.

Some employee location-based features are
already available using SIP-DECT, but this is just the
beginning. This is a category to keep an eye on [10].

9. SIP-DECT

Already popular in the hospitality space and other
industries in Europe, SIP-DECT is a mobility-enabling
alternative to VOWLAN and radio-based networks
that are starting to get attention in North America.

Many SIP-DECT setups bring the kind of features
usually found on a fixed network to mobile workers all
over your hotel or campus without tethering them
down to specific locations. Since hotel service staff,
like housekeeping, valet, concierge, and event staff
are often on the go, SIP-DECTa natural fit for hoteliers
[10].

With relatively low cost compared to the
alternatives, ease of deployment and quality,
predictable voice quality, SIP-DECT is poised to take
off in a big way.

10. Check-in via guests' smartphones

It'll make life easier for everybody. Guests can
check into their room on their phones, grab the keys
from the check-in counter, and head straight to their
room without having to stand there with their bags,
staring off into space while the receptionist taps away
at a keyboard.

Mobile check-in is also a good way to get
customers using your app, which allows you to
promote your hotel and make it easier for your
customers to connect with you when they want [3].

The technology certainly exists, and people seem
to really want it:data firm Zebra Technologies
published a study that found that 68% of guests want
to speed up the check-in process using their
smartphones.

11. Trecking of loyal guests

The Zebra Technologies study also found that 74%
of hotel guests would like some sort of customized
offer or a loyalty program.

Through information technology, it is possible to
keep track of hotel's guest preferences and log special
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requests, room service orders, and other data so that
when they check-in again down the line, they can be
surprised with a thoughtful gesture, such as a fresh
cup of their favorite brand of coffee [3].

"As competition for travelers’ mindshare
intensifies, hospitality managers have sharpened their
focus on differentiating the guest stay via unique and
personalized experiences in a bid to strengthen
loyalty and encourage repeat visits," the report states.
"For guests, feeling catered to nowadays means not
only hassle-free booking, but also service and offers
that reflect individualized messaging and marketing
based on their personal profile, activities and
preferences.”

12. Artificial Intelligence

Take Hilton Worldwide, for example, which
unveiled an Al-based concierge that they dubbed

“Connie" in 2016. The robot uses the power of IBM's
supercomputer Watson, and it is able to help guests
with tourist attractions, dining recommendations, and
hotel features (Fig.2).

«Currently stationed near reception at the Hilton
McLean in Virginia, Connie is learning to interact
with guests and respond to their questions in a
friendly and informative manner». Hilton, the general
manager of the hotel, says that the more guests

interact with Connie, the more it learns, adapts, and
improves its recommendations.

This kind of technology can remain too costly for
some years/. But as hotel chains start to use it more
frequently, the cost will come down, and these Al
options will be available to independent and boutique
hotels in the coming years [11].

Fig. 2.Connie, via Hilton Worldwide

13. NFC Technology

Near field communication (NFC) technology is the
next-generation short-range high frequency wireless
communication technology that gives users the ability
to exchange data between devices. Communication
between NFC devices can transfer data at up to 424
kbits/second and the communication is enabled when
two devices touch each other, which makes mobile
payments (by touching the smart phone to a credit
card) an instant, secure process [9].

Besides payments and an easier way to gain entry
to hotel rooms, NFC technology can also be used to
personalize a guest's experience at a hotel or resort.
For example, advertising can be targeted based on
gender and age (so if a child walks by a digital sign in
the lobby, the advertisement can change to promote a
local theme park or the hotel's kids club) and this
technology could also be used to track loyalty points
from a guest's use of the conference facilities or room
service. This opens many doors for hotels who want to
offer a more personalized experience at their
establishment.

200 |

14. Robots and infrared sensors

Some hotels are already offering more futuristic
experiences, with robots delivering any items ordered
through room service to a guest's door. A boutique
hotel that is nestled between Apple's headquarters
and other tech companies, called Aloft Cupertino, has
a robot butler called Botlr that is able to move
between the various floors of the hotel in order to take
items such as toothbrushes, chargers and snacks to
guests. These types of digital systems not only make it
easy for hotel staff to deliver items to guests, but it
also offers a forward-facing digital experience to
people who stay at the hotel.

Infrared scanners are now also used to minimize
disruptions relating to housekeeping (which is a
common complaint from customers). Instead of
hanging a ‘Do Not Disturb' sign on doors or having
cleaning staff wake up traveling guests with knocks
and phone calls, hotel staff can take a more innovative
approach by using infrared scanners that will detect
body heat within a room and tell cleaning staff that
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they should rather come back later if the room is
currently occupied [9].

15. Predictive Analytic

The use of predictive analytics is one of the most
important ways to increase hotel revenue.

Wouldn't it be great if tailor-made updates could
be sent via emails, SMSs to customers based on their
preferences? For e.g.: A spa coupon can be targeted
particularly for guests who have used this service in
your hotel earlier. It empowers hoteliers to make
informed decisions by understanding what kind of
problems they may face tomorrow.

Investing in the right kind of technology in
hospitality industry will help you to be prepared and
improve a hotel's management in all aspects. For e.g.
any hotel that includes multiple POS outlets needs to
focus on providing a personalized service to their
guests. This will ensure hoteliers have a higher chance

understand a guests' preference is considered to be
the best use of data. Guests are interested in knowing
about the choices relevant to them rather than
looking at a plethora of choices [4].

Technology will be helpful to suggest which guest
is suitable for any specific promotion, offers, and
discounts. Usage of this information gives a holistic
view into the customer's requirements

Conclusion. Tourism and hospitality are social
phenomena, and the industries associated with them
are largely application oriented. Researchers in this
field have conducted, and will continue to conduct,
research that generates innovative knowledge that
will benefit these industries and ultimately society. As
investment in and the adoption of IT are now
indispensable components of the tourism and
hospitality business, IT serves as a tool for both
enabling and inducing change.

of getting repeat customers. Any data that helps to
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IHAYCTpis [03BINMAS Ta FOCTUHHOCTI € OOHIEK 3 PYLUINHUX CUN CBITOBOI eKOHOMIkW. LLInpoke 3acTocyBaHHSA HOBMX TEXHOIOFIN y Ui
ranysi BNpOAOBX OCTaHHiIX POKiB KapAMHAaNbHO 3MiHWNO cnocib HagaHHA Ta OTPMMaHHS Nocnyr. Y AaHin poboTi po3rnagalTbes CyvacHi
TEeXHOMOTrii, SIKi B JaHWIN Yac BUKOPUCTOBYHOTLCH B iHOYCTPIi FOCTUHHOCTI Ta Ik BOHW BOOCKOHAIOTb BPaXEHHS Bi roCTS Ta 3MiHIOTb
nnaTtdopmy obcnyroByBaHHs y rotensix. Takox nepegdadeHi gesiki MOXnNuBi ManbyTHI Cryx6u roCTUHHOCTI, sSiki MU MOXEMO OYikyBaTH,
ocKinbku TexHonoria IHTepHeT pevent ( IP ) npopoBxye 3pocTtaTtu. MNpegmeTom AoCNiOXKEHHS € AiSNbHICTb rOTeNbHUX NiGNPUEMCTB.
MeToto focniaKeHHs € NPOHUKHEHHS IT B ynpaBniHHA rotenbHum b6isHecom. B pesynbTaTi AOCNiAXKEHO NOTOYHUIA CTaH BUKOpUCTaHHSA | T
B rOTENbHUX KOMMEKcax i po3rnsHyTO NPaKTUYHUI JOCBIL BUKOPUCTAHHSA IT B iHOYCTPIi FOCTUHHOCTI.

3a paHumun BceecBiTHLOT TypucTudHoiopraHisadii (BTO), cborogHi B cBiTi gitoTb 6inbwe 16 mnH rotenis, npudomy 20% 3 HuX
BiHOCATLCA [0 roTeNbHUX Mepex. Hanbinblie Yncno rotenbHUX NignpuemMcTB 30cepeskeHo B KpaiHax €sponu Ta lMiBHIYHOT AMepuKM,
Ha YacTKy Skux npvnapae 72% Bciei rotenbHoi 6a3u. LlikaBo 3a3HaumnTy, Wwo npoTaroMm octaHHix 10 pokis iHWI BUAK BisHecy noynHaoTb
BM3HABATM YHiKanbHy KOMOIHaLil0 HaBUYOK, SIKMMW BOMOAIIOTb Y4YHi FOCTMHHOCTI, - NOEAHaHHA 340pOoBOro Gi3Hecy Ta ynpaBmiHHA, a
TakoX cepBicHOT opieHTauii. Lie ocobnmeo xBuntoroumii Yac Ans acoujiauii 3 rany3sio 3 ornsiay Ha LUMPOKI MOXIIMBOCTI Kap'eépHOro pocTy,
EKOHOMIKY, HOBi pO3pO0KM, PMHKM, L0 PO3BMBAIOTLCS, IHTEPHALiOHani3aLis KOHUEnNLih KoMnaHin Ta iH.

MepeBaxHa dinocodpisi B OCBITi TOCTUHHOCTI MOMsArae B TOMy, LIO HAWKpaliMi LWNSX OO BEPLUMHU — Lie CTpaTeriyHe MoeaHaHHs
OCBITU Ta gocsigy. NepcnekTuBM PoO3BUTKY ranysi € Ayxe MOo3UTUBHUMW, ane iCHye Kinbka TeHAeHUin / akTopiB, siki BNNMBaOTb Ha
po6oTy ranysi Ta NPOAYKTU Ta NOCYrK, SKi NPOMOHYTECS KMiEHTaM.

KniouyoBi cnoBa: |HOyCTpis roCTUMHHOCTI, iHOpMaLiHi TEXHONOTrI, roTEeNbHUIA MEeHeIKMEHT, iHpopmaLiiHi cucTemu, iHHOBaUT,
roTernbHi TEXHONOrii, CBITOBa €KOHOMIKA, roTenbHi NignpuemcTaa.

COBPEMEHHBIE TEHOELMU FOCTUHUYHBIX TEXHONOIMMM Ana UHAYCTPUU FOCTENPUMMCTBA

Mepenenuua AHHa CepreeBHa, CTapluii npenogaBaTenlb, XapbKOBCKMM HaUMOHamnbHbIN yHMBepcuTeT mmenn B. H. KapaswuHa,
nn. Ceobogpl, 6, r. XapbkoB, YkpauHa, 61022, e-mail: anna.perepelytsia@karazin.ua, ORCID: https://orcid.org/0000-0002-2306-7975
lOpuyeHko HOnus AHaTonbeBHa, CTy[AeHT, XapbKOBCKUWA HauuoHanbHbIA yHMBepcuTeT umenn B. H. Kapasuna, nn. CsobGogbl, 6,
r. XapbkoB, YkpauHa, 61022, e-mail:julia22410@gmail.com, ORCID : https://orcid.org/0000-0001-9435-9716

MHOycTpysa oTAbIXa M rocTenpuMMmcTBa SIBMSIETCS OAHOW U3 ABWXYLUMX CUIT MUPOBOW 3KOHOMMKW. LLipokoe BHedpeHWe HOBbIX
TEXHOMNOrui B JaHHOW OTpacnu 3a NocneaHue rogbl U3MeHUno cnocob npefocTaBneHns u nonyyeHns yenyr. B aTon paboTe nsyvatorcs
HEKOTOpble U3 COBPEMEHHBbIX TEXHOSOMMI, KOTOpble B HACTOSILLEe BPEMS MCMONb3yTCH B MHOYCTPUM FOCTENPUMMCTBA , U KaK OHU
ynyyLwalT OnbIT, NPUOBPETEHHbIN TOCTAMM, U MeHsT nnatdopMmy ob6CnyXvMBaHUA B rocTwHuMUax. bonee Toro, paccMoTpeHbl
noTeHuManbHble ycnyrn cdepbl rocTenpuUMMCTBa , KOTOpble Mbl MOXEM OXWAATb, MOCKOMbKY TexHomornsa WHTepHeTa npopormkaeT
yBenuumusatbcs. [peameTom nccnefoBaHus SBMAETCS AeATeNbHOCTb FOCTMHUYHBIX MpeanpusTuid. Llenbio nccnepoBanvsa sBnseTcs
BHegpeHune UT B ynpaBneHune roCTMHWYHbIM Gu3HecoMm. B pesynbTaTe mccnegoBaHO Tekyllee COCTosiHue wucnonb3oBaHvus UT B
FOCTMHUYHBIX KOMMNMEKCaxX 1 PacCMOTPEH MPaKTUYeCKU OnbIT ncrnonb3osaHus T B MHAYCTPUK rocTenpumnMcTBa.

Mo aaHHbIM BcemupHol TypucTuyeckoi opraHusaummn (BTO), cerogHs B mupe gercTBytoT 6onee 16 mnH roctuHuu, npudem 20% 13
HUX OTHOCATCS K FOCTUHUYHBIM CeTAM. HanbonbLluee YnMcrno rocTUHWYHBIX NPeanpuATU cocpeaoTodeHo B cTpaHax EBponbl n CeBepHon
AmMepuKM, Ha AOMI0 KOTOPbIX NpUXoanTca 72% Bcew roCcTMHUYHOM 6a3sbl. IHTepecHbI dakT, 4To B TedeHne nocnegHux 10 net gpyrue
TMNbI NPEeanpuATUA Hayanu OCO3HaBaTb YHWKAnNbHOE COYeTaHWe HaBbIKOB, KOTOpbIMM 06nadaloT CTyAeHTbl rocTenpuumcTsa, -
coyeTaHue pasyMHOro 6usHeca v ynpaBneHus BMecTe C opveHTaumen Ha obcnyxusaHue. 3T0 0COBEHHO MHTepecHOe BpeMms, YTOoObI
ObITb CBA3a@HHBIM C OTPacnbio, YYMTbIBas LUMPOKME BO3MOXHOCTM AN KapbepHOro pocTa, 3KOHOMWKY, HOBble pa3paboTku,
pa3BuBalOLLMECS PbIHKW, UHTEPHALMOHANU3aLMIO PEKNaMHbIX KOHLENLMA KOMNaHWii 1 ap.

Mpeobnagatowas dunocodunss B TrOCTUHUYHOM 06pa3oBaHMM 3akMioYaeTcss B TOM, YTO MyuWMA NyTb K BeplUMHE - 3TO
cTpaTternyeckoe coyetaHne obpas3oBaHUa M onbiTa. [epcnekTuBbl A4S OTPACN OYeHb NMO3UTMBHBI, HO €CTb HECKOSIbKO TeHAeHUMNn /
aKTopoB, KOTOPbIE BMUSIOT Ha paboTy oTpacnu, a Takke Ha NPOAYKTLI U YCIyrv, NpeanaraeMble KneHTam.

KntoueBble cnoBa: MHAYCTPUA rocTENPUMMCTBA, MHAOPMALMOHHBIE TEXHOMOMUW, FTOCTUHUYHBLIA MEHEAXKMEHT, NHAPOPMAaLIMOHHbIE
CUCTEMbI, MHHOBALIMW, FOCTUHNYHbIE TEXHOMOrMN, MUPOBas 9KOHOMUKA, FOCTUHUYHbIE NPEANPUATHSA.
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