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ABSTRACT

More than ever before, technologi t6day is haviiig'a - . Technology already is an intrinsic and invaluable

)stantial impact on business- spheres, ind the hotel . elernent of the tciial travel lifecycle, ranging from

industr.y is o exception. It has- tr]rned out. to be 2 " travellers using .an assortment of devices to book

critical element with regards to gue.st satisfaction. The hotels to connecting to Wi'Fi instantly upon anival in

purpose of this stutly wis dual: to understand,the most ' the hotel'

comnron reasons for choosing a hotel to stay in and

measure and document th" d;;.1"'r,;;1^_-:,jh,: [*.f;-T'i,lffirffi]' fl ,1i'."i1"'*!""i'J*i
existing technologies oflered lt l:11 tltl]llil_l li.o.ri.n... ourstanding hotel experiences are
random sample or lndian travetlers was raken rnto : il;;;-;*l;;i'ili.& grlr,, r.,upiy during their
consideration for the studv; ^:^J::'ji"-':::,:1: lL i,- ,t 

" 
premises of the hotel, but also to influence

developed lor hotel guests' generating a sarnple of 
il.,"ir behurio* post-sray as well. comments on social

158 valid responses' I i rn"ii. r." r"* il;..rd uro *" ,o..ty bound to rise,

The results of the istudy revealed that Seamless especiallywith the millennial ffavellers accounting for

unlimited Wi-Fi was the most:important technology:. .1 grgaler share of travel activify'

for both leisure and business.travellers:l!:-T:J"jlY 
Business gui:sis and leisure travellers are on the

ol respondents would preler 
.lo . 

t'ptll:l:-t- nt* ."*i""il.ir. 
"r, 

l"r r"* *p-iences. As a mauer of
'^chnologies in order to improve their experience ;;i;.;..i.if"". 

"1 
fr""iri access to thc newesr

Keywords: guestroom technology, 7,sbtt6;lsigical ' tecJ,nology in hotels continue to increase' The

anienities, gttist experience, i,,"affL;"n,a,g, " : ::ffi'ff?j';:lro|1":[i",.t:f;?: [:i3:'[i:lfii;]
INTRODUCTION ' :breates a major challenge for hotels. In the past, hotel

Techlology has had a big impact on society all guestrooms provided access to varied experiences

around and its importance has grown substantially with technology that potential hotel guests could not

during the past few decades. Keeping this view in get in their homes a few years earlier. At the present

mind, hotels need to follow the evolution of time, this has changed completely wherein, in most

techrrologytoattractguestsandprovidethemwith-acases,whatguestshaveintheirhomestodayisat
unique 

"experier.". -So-" 
technology trends in times fat more superior to any'thing that is available

industry aie leading to great improvements and in hotel rooms (Horner ' 2012)' Therefore' it is

.uuingJ ro. the hospltality industry; while some. are necessary to provide in-room technology that reflects

"t 
unfrng how hotel establishments plan their what is on the market now and what people are

builcingi, infrastructure, management structure and currently experiencing' Hotel guests expect to have

staffing requirements. access to the intemet seamlessly and without any
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llte|r.rptious, leading hotels to invest in better, faster saving devices in their properties. This paper as also
Wi-Fi infrastructure so that guests can conduct provides a better understanding on the technologies
business and use their technology devices with ease adopted by hoteliers that have a-positive impact orithe
during their stay. environment without compromiiing the service level

In ord,er to meet the rising demand of hotel guests, 
they deliver'

hotels today have incorporated modem technological
trends in guestrooms such as Food tray trackers, Dash
buttons, Video phones in rooms, In room interactive
television, iPad, LCD Miror television, Smaft
showers and Keyless room entry, to name a few.

The purpose of this study was:

l. To identi$r the main reasons for guests

3. Cihan Cobanoglu (201 1) states that technology is a
vital determinant with regards to satisfaction of hotel
guests. Hotels often make use of technolo gy as a
value-added amenity to help promote a sense of
uniqueness and enhance guest satisfaction. This study
to measures the level of guest satisfaction with the
existing technology-based amenities in hotels, and
examines the scope of impact of these amenities on

importance of hotel operators recognise in-room
1n technology trends and as an effect the impact of in-

room technology on business performance, The
study also determines that setting up particular in-
room technologies that have a significant effect on
enhancing the customer experience and increasing
hotel revenue. The study also mentions the most
commonly installed in-room technologies that

Data Analysis and Interpretation

Age of the respondents

Age of Respondents

730/.

s 18-25

s 26-40

* 41-59

* 60 and above

Figure I

The above data is categorised by age of the
respondents who travel. The data reflects that 37%
of the respondents were between the age of l8-25
years, 32%o respondents were between the age of
26-40 years A few. respondents,l Sol0, were
between the age of41-59 and only 13% were older
than 60 years.

choosing a hotel to stay in .,. ovqrall hotel guest satisfaction.

2. To analyse the importance of technology with 4. SoYeon Jung (2014).This paper mentions therespect to guest experiences in hotels.
3. To ascertain whether the latest technologies

expefl9nce.

2. Chee Wah Peter Too (2010) in his research paper
mentions the various types of technology and facility
enhancement devices adopted by hoteliers for their
gueshooms in order to meet the constantly increasing
demand and expectation from the guests. The author
also explores the technologies and devices that hotel
operation heads use to influence business
sustainability for daily operations. As a part of the
corporate social responsibility, hotel owners are

exploring the opporlunities to increase certain
activities through the use of modem technology to
reduce damage to the environment by using energy

,;iIITqRD I Available Onlne @ www.ijtsrd.com I Volume-2 | Issue-4 lMay-Jun 2018 Page:294

hoteliers plan to install in the near future
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GenCer of Respondents

f Femsle

ll MaE

* Prete. no{ to saf

Figure 2

The questionnaire was distributed among 1 5 8 :"'

respondents out of which 51.7%o were Female and
48.3% werc Male.

Marital Status of Respondents

Marital Status

,r Married with
children

Educational qualification of Respondents

Figure 3 . r,.
l

In tems of marital statlrs, almost hdlf 1ip:l"6i6 ',

spondents were sittgle 1460/o). and 36Vo wete
rnanied or were cohabitating. The remairider of the.

respondents were married with children, 16% andjuir'
1%o were in a relationshiP.

O [-llldorgra duate

a 8.ad$ale

& Post Gra{tuaie

I Dodolate

a HsC gass€d

{E} PhD

lPtrB
& giploma in Nadical sciences

'r Figure 4

': 
With respect to the Educational Qualification of the

': respondents who filled out the questionnaire,the
results show that 42.7oh were had Post Graduate

, Degree, while 24.7Yo were Under Graduates and

23.60/o were Graduates .The remaining respondents
' were varied such as,Doctorates, Ph.D holders, and

from the Nautical Sciences background to name
.... afew.

P of Travel

;( Leisure

/a IrrqnD I Available Online @ www.ijtsrd.com I Volume-2 I Issue - 4 lMay-Jun 2018 Page:295

r Single

Purpose of Travel

Figure 5
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When examining the purpose of travel of the

respondents', the vast majority of respondents 790lo

were leisure guests, while l3o/o were travelling for
both,Business and Loisure. A small portion of the

sample 77o were travelling for Business. Almost
1% of the respondents said they travelled as a

Student.

Another finding of this shrdy indicates that almost

5470 of respondents that stayed in hotels had travelled
witlr Family.Whlle 260/o of the respondents travelled '

with Friends and 12"/o travelled as a couple. Jlust 7o/o

travelled Alone and 1%o with co-workers for the '
purpose of attending meetings or conferences.

Vital Reasons fo1 9!t99sing I !tg! l !C s ly iq.

Reasons for choosing a

' ' hotelto staY in

DISCOUNT VOUCHERS

CHOSEN BY CON4PANY

WEBS{TE REVtEt4/s

LOG ENIT'ES

Figure 7

Apart from just travelling with their smartphones

and laptops, more and more guests today travel

"',.': 'with devices such as iPod,iPad,Tablets and other

. :'i streaming devices. Of late many guests are bringing

. 
". 

their own content when they stay in a hotel, which
,they can access through Smart Televisions in the

I guestrooms. The adata collected states that 44% of
;'hotel guests travel with atleast two devices, 260/o

. tend to travel with three or more devices whereas

28Yo with one device and a relatively low amount

ofhotel guests,2Yo ttavel with no device.

Tlpically the most common reason fot guests to
choose a hotel would be the location of the

property,but the data collected suggests that
Location comes a close second,( 47o/o),whereby

making Technological Amenities prevailing in
hotels(52%) the top choice of hotel guests. The

price and quality of the hotel room (30%) and other
guest room service and amenities(l9%),and
choosing a hotel on the basis of website reviews is
24%o. Discount vouchers and Chosen by company is
rated by 6%. and 3Yo ofhotel guests.

Number of devices that a Hotel Guest travels
with.

Figure 8

Guests acknowledgement of Hotel Technological
Amenities

How do you most

Figure 6
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Would a hotel's technology offerings
make a difference in whether you

stayed there?

Do you think that technology amenity
preferences of guest's should be

based on the purpose oftravel and

age?

Are you willing to pay extra for a

guestroom which has the latest
technology?

:NO

a Yes

0 20 40 60 80 100

Jata collected to understand the acknowledg"XiTtli n"r", guest with respect to certain aspects of
technology in hotel rooms, displyed the following results. 80% of of mentioned that they are satisfied with
the various technologies available in hotels across the globe while 18% state that it could be better
improved or newer technologies introduced. 46% guests say that they are willing to pay extra for a hotel
room which provides them with the latest technology. 7 8"/o agree that technoloical amenity prefernces of
guests should be based on the purpose of travel and age of the potential traveller as compared to 22%o who
did not agree with the above.63%o ofhotel guests mention that there would be a definite difference in the
choice of hotel to reside in, depending upon the hotels technology offerings, while 3'l%o state that
technology offerings ofa hotel would not make a difference while choosing a hotel to reside in.

Technologicat amenities in hotel rooms that guest would prefer while visiting a.hotel.

r^Lr^ nnrine @ www.ijtsrd.com I Volume - 2 | Issue'-4 lMay-Jun2018 Page:.297

Are you satisfied with the technology
available in hotels across the globe?
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Empty food tray tracker 3. 1.

Automated Minibars with Radio Frequency ..

Artificial lntelligence(Robots for laundry..

Voice command TechnologY

smart showers

6

.74

3.9

Dash Buttons: Example of Amazon Dash... 1

RoomCast

Video phones in rooms

Power strips with international plugs

Seamless unlimited wifi

Kindles on loan

Bedside headphone jacks

4

6

30

4

Mobile apps which allows guests to request... 8

ln-room check-out system through TV

Smart Thermostats

Keyless rooms(Room Lock Access via guests',,.

ln-room lnteractive TV.(Giant fl at-screens,.'-

ln-room lnteractive mirror/ wall

ln-room Tablet or iPad and table touch screens

ln-room Xbox 360 Console with kinect sensor

0.00 0.50 1.00 1.50 2.00 2.50 3.00 3.50 4.00 4.50 5.00

amenities
=strongly

a hotel.

amenity in Hotel Guest roomsTechnological
Sr.
No

1 In-room Xbox 360 Console with kinect ieriSor

2 In-room Tablet or iPad and table touch screens.

J In-room lnteractive mirror/ wall

4 In-room Interactive TV.(Giant flat-screens, HD, 3D and 4K TV)

Keyless rooms (Room Lock Access via guests' mobile phone)

6
Smart Thermostats (technology that will allow guests to adjust the temperature in their
rooms with a smartphone, even if they areD't on the premises)

7 In-room check-out system through TV

Mobile apps which allows guests to request every.thing from fresh towels to a tumdown
servlce

8

9 Bedside headphone jacks

r^Lr- 
^rline 6) www.ijtsrd.com I Volume -"2 | Issue - 4 | May-Jun 2018 Page'. 29
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The study revealed that Seamlpss Unlimited Wi-Fi Conclusion
(lntemet access) was the most important technology
fbr hotel trarellers with the highest Mean of +.ii. with technotogy progressing 

.in such a fast pace, the

This reflects that as most guesis' today favel with key 'requirement for. e]:ry hqtel in enhancing the

multiple devices, having a high speed inieriei oi Wi-. , guest experience and increasing repeat business, is

Fi connection is vital. Poweritrips with intemational l,lVlrt {ea{ _of_ 
changes' The .challenge here is in

plugs (4.30) ranks a close second, and Mobile apps keepingup with the guest, who are already tech sawy
which allows guests to request everything from.fresh aod,.d9|ire technqlogy, at .every step of the

towels to a iun down service (+.tS; ranks third way,especially while they travel to keep them connect

primarily due to the need for guests wanting 1o 6. - with Bqsiness and acquaintances'

empowered when they stay- in hotels. Smafi Incidentaliy, tephnology is being taken out of the

Thirlrostats (rechnology that will atlow guests to hands of the hoteliel and put into the hands of the

adjust the temperanrie in tlreir rooms ,with . a fl9.L, allowing 'them greater control over their

smartphone, 
"u", 

if th"y aren't on .the premises). has a ' individual 
.expe1en99 . 

by. also empowering them to

Mearof 4.09 and ranks fourtli in the technoiogiial ..rlll4te decisions that directly concem them during their

arrenities dcsired by hotel guests. Keyless rooms yy
(Room Lock Access via guesti, mobile pirone) with u The study also states that most of the travellers today

mean of 4.04 was also considered to be important. who stay in hotels are millennials who travel with' family for leisure purposes and who have a tendency
Technological amenities that have been rated lower to choose a hotel for the type and amount of
on tl.re overall spectrum include In-room Xbox 360 Technological amenities it provides, inespective ifthe
Corrsole with kinect sensor 3.l3,Artificial Intelligence amenity is charged or complimentary. Among all the
(Robots for laundry valet, newspaper delivery etc.) Technological amenities provided to the hotel guest

3.16, In-room Interactive mirror/ wall is 3.35, Dash the most favoured is Seamless Unlimited Wi-Fi
Buttons: Example of Amazon Dash button,3.61, (Intemet access), due to the number of devices they
Empty food tray tracker 3.61, Automated Minibars travel with and the need to have access to products
with Radio Frequency Identification (RFID) rated at and services at the touch ofa button.
3.65 Mean.

11 Seamless unlimited Wi-Fi

12 Power strips with intemational plugs

13 Video phones in rooms

14

Room Cast (a mobile streaming service for the hospitality industry from TeleAdapt)
allows guests to watch their own content on the hotel TV from thousands of Cast-
enabled apps, including Netflix, YouTube, HBO and Spotify

Dash Buttons: Example of Amazon Dash button. Push to order new toilette paper

t6
Smart showers: Smart showers automatically control the temperature and power of your
water with pre-set preferences. Shower stalls that turn the glass from clear to frosted
with the touch of a button

17
Voice Command Technology (placed
rurderstand voice commands) .

by the bedside console and equipped to

18 Artificial Intelligence (Robots for laundry valet, n paper. delivery etc.)ews

l9 Automaled M inibars with Radio Frequency Identification (RFID)

20 Empty food tray tracker

" r-'^ rr6ri11e 6.l wr,wv.ijtsld.oom I Volume-2 | Issue -4 lMay-Jun 2018 Page:299

Kindles on loan

l5



Intemational Joumal of Trend in Scientific Itesearch antl Development (IJTSRD) ISSN: 24)b-o+ rv

Bibliography and References

4)

5)

6) Homer,T (2012)TOP Hotel Technology Trends in
2012, Hotel Business Review. Retrieved from
http://hotelexecutive.com/business-revie 2888/t
op-hotel-technology-trends-in-20 1 2.

7) https://www.fodors.com./newsi 10-techsawy-hotel-
irmovations-6750

8) http://www.hotel-online.cor/archive/archive-
4914

" I r^ ^-ti'i,'6 wr,vw.iitsld.com I Vohune-2 | lssue-4 lMay-Jun2018 Page: 300

i) Ana carina freire margarido (2015) the impact of
technological amenities on customer experience in
upscale hotels September, 2015

2) Chee Wah Peter Too (2010), Technology
enhancement in hotel guestroom.

3) http://dieitalscholarship.unlv.edu/thesesdissertatio
ns


