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Deloitte Research:

European Hotel Industry and Investment
Survey 2024

TECHNOLOGY

B 2024 [ 2023
% of respondents

89% 85% 87%
9% | | 77%

organisations are currently implementing Al
solutions and 1in 5 are at the piloting stage

However: only
one in four

of respondents see GenAl
as a solution to support
operational efficiency
such as detecting fraudulent

56%

of respondents agree
GenAl can support

marketing activities
such as targeted and

Rising costs/ Labour/ Interest rates Political Managing

personalised marketing activities or generating new
input workforce tension profitability campaigns financial models
Inflation challenges

Source: Deloitte European Hotel Industry and Investment Survey 2024




JLL Research: P REPHom < | HOSPITALITY
Hotel Operators’ Sentiment Survey 2024-2025

Technology

Where are your priorities in Capital Expenditure for 2025? (please rank your responses from first response being the top priority to the last
response being the least)

Technology upgrades

Mechanical, Electrical and Plant

Keeping up with brand standards

Sustainability enhancement

Product innovation and new concepts

Major refurbishment program

Others

Source: JLL Hotel Operators’ Sentiment Survey 2024/2025
Base: All Asia Pacific respondents (1,075)
Base: All Asia Pacific respondents (L,0(5)
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Hospitality Solutions Centre

Learning - Industry Collaboration - Proof-of-Concept

Our main motivation at HSC is to seek beneficial collaborative relationships with partners to help
raise levels of productivity and operational efficiency through our following core capabilities:

s*Hospitality technology & digitalisation solutioning such as intelligent automation, Chatbot
integration, service robotics, digital wayfinding, integration of room smart controls;

s Prototyping of hospitality solutions and leveraging our polytechnic training facilities for proof-
of-concept testing and solutioning;

s*Operational process planning and improvement management using methodologies like
LEAN, service blueprint.

**Event & MICE planning and management through concept design, planning and, immersive
experience design.

ss»Customer Analytics and Customer Experience Design with the use of tools such as Customer
Journey Map, touchpoint analysis, Customer Satisfaction (CSAT) and Net Promoter Score
analysis to develop actionable insights for Customer experience management;

**Food & Beverage Innovation through research and development in areas of new recipes and
food products, alternative meats, menu planning, service design; and

**New industry insights such as best practices in the industry, new developments, industry
sensing, positioning of the industry; d
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Problem Statement

Gen Al & Digital
implementation
in the
Hospitality
Industry

Multiple
Workflow Platforms
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Technology is one outcome of
iInnovation, not a necessary ingredient
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Innovation in
Process

o-¢

can deliver new ways of J
doing things that have B0
Process

nothing to do with technology

find ways to LEAN ( oxononer
& improve Process WL
before automating them |
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find ways to LEAN
& improve Process
before automating them

o-¢

{
H<®

Process
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People

enable and empower them
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Intelligent Automation

\ [

o Automation
A

RPA Al

Simulate human action Simulate humanintelligence
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Feasibility of deploying intelligent automation in
hotel administrative departments

~

* Develop Test Cases

e Streamlining the Inquiries
Handling Process

¢ Creating a Knowledge Base

¢ |Intelligent automation inquiries
handling process

-

\

.

* Test the developed solution

« Commence small-scale pilot trial

* Adjust and fine tune prompt
engineering and processes.

-

* Do proof of value testing with
collaborators.

» Complete data analysis and report.

-
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Contact Details

Direct Number: +65 6697 4056
Mobile Number: +65 9763 3687
Email Address: celine _quek@rp.edu.sg

REPUBLIC | SCHOOL OF
POLYHECHN% HOSPITALITY

——

Celine Quek

Senior Lecturer, School of
Hospitality at Republic Polytechnic

Linked [T}
®e_0_0_.0

WEI;..
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Thank you
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