Table 4.33 Proposed Customer Experience Solutions
	Dimension
	Guest Expectation
	Staff Innovation Focus
	CX Outcome

	Access
	Frictionless entry
	Biometrics/RFID baggage
	Zero-touch journey

	Control
	Personalization
	IoT room presets
	Hyper-comfort

	Communication
	Accuracy
	Real-time visual tracking
	Assurance

	Recovery
	Speed
	Dedicated digital support desk
	Resilience

	Sustainability
	Implicit
	Smart energy management
	Responsible luxury


Source: SPSS Staff respondents’ data

