Table 4.32 Contactless Customer Experience Solutions
	Guest Valued Outcome
	Current Enabler
	Staff Proposed Solution
	Gap Addressed

	Speed (Check-in)
	Mobile key
	Biometric authentication
	Eliminates app/Bluetooth dependency; removes device reliance

	Convenience (Dining)
	QR Code menu
	AI meal recommendations
	Passive scanning → Active personalization; reduces decision effort

	Control (Housekeeping)
	Digital request form
	Real-time cleaning status updates
	Request submission → End-to-end visibility; eliminates uncertainty

	Trust (Service delivery)
	Notifications
	Order tracking (Uber-style)
	Completion notification → Real-time progress visibility; expectation alignment

	Technology Perception
	Current systems
	Cross-device connectivity (cast)
	Hotel-controlled environment → Bring-your-own-ecosystem (BYOE); personal device integration
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