Table 4.30 Staff Suggestions for Contactless Service Improvement
	S/N
	In your opinion, how can the hotel improve its digital and contactless service delivery?

	1
	The front office could introduce biometric authentication, like facial or fingerprint recognition, to accelerate identity verification and reduce physical document handling, offering a seamless arrival experience

	2
	The department could consolidate lighting, curtains, temperature, and TV controls into a single mobile interface, enabling guests to operate all room functions through their smartphones

	3
	Implementing RFID-based luggage tagging would allow guests to track their bags digitally from arrival to room delivery, reducing uncertainty and enhancing transparency

	4
	F&B could adopt an AI system that analyzes guest preferences and past orders to recommend personalized meal options through the app, improving digital ordering engagement

	5
	F&B could show real-time restaurant occupancy levels on the app, allowing guests to avoid crowded periods and make informed dining choices

	6
	The front office could implement a queue ticket system where guests request assistance digitally and are notified when an agent is available, minimizing physical waiting

	7
	The hotel could designate a digital support desk or hotline for employees to receive immediate assistance with system-related challenges, strengthening digital readiness and reducing service disruptions

	8
	Housekeeping staff could use a mobile app to update room cleaning status in real time, reducing delays between cleaning completion and front office room assignment

	9
	Allowing guests to select their desired turn-down time digitally would support operational planning and improve convenience for guests with irregular schedules

	10
	The hotel could introduce a digital tracking feature enabling guests to see real-time order progress for example, ‘preparing,’ ‘on the way,’ or ‘delivered,’ which is similar to modern food delivery platforms

	11
	Engineering could automatically optimize energy use in vacant rooms by remotely adjusting lighting and AC, enhancing environmental efficiency without compromising comfort

	12
	Management could develop a structured digital training curriculum for all staff, ensuring every department gain competency in handling contactless technologies

	13
	A cross-functional task force could be established to lead digital projects, monitor adoption, and provide internal feedback on technological enhancements

	14
	Guests have expressed that the coordination between departments in handling digital requests reflects a high level of organizational preparedness for contactless operations

	15
	Allowing guests to seamlessly connect their personal devices (like phones, tablets and laptops) to in-room entertainment systems would improve the tech experience and reflect modern guest expectations


Source: Staff respondents’ data, 2025

