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The implementation of a People Experience focused
on employee happiness and satisfaction results in a
positive impact for both the guest and the overall
sustainability of the hotel.
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NEUROSCIENCE FOR THE
GUEST EXPERIENCE

THE USE OF NEUROSCIENCE IN THE HOTEL INDUSTRY
REVEALS CONSIDERABLE POTENTIAL IN ENHANCING
THE GUEST EXPERIENCE.

This discipline offers a scientific approach to In addition, the use of neuroscience makes it

better understand and meet the cognitive and possible to personalize services by tailoring staff

emotional needs of guests. interactions to the sensory preferences of
customers. This targeted approach, based on

Through the analysis of neurological responses, the understanding of neural responses,

hotels can adapt the environment and services Improves guest satisfaction, positively

to create a more engaging and memorable influencing loyalty and the overall success of the

experience. The optimization of spaces, choice hotel.

of colors, smells, and tactile sensations are
influenced by understanding neural reactions,
allowing them to create a welcoming and
comfortable environment.
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The integration of technology, in particular predictive maintenance, and machine learning, revolutionizes
the operational efficiency of hotels. Predictive maintenance, through sensors and constant monitoring,
makes it possible to predict and prevent failures or problems in hotel equipment.

This proactive approach reduces downtime and maintenance costs, and significantly improves overall

efficiency.
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Technology in Hotels
and Guest Experience

Nowadays, technology in hospitality is a fundamental
requirement for hotels to survive in a highly competitive
and ever-changing market.

It constitutes an advantage that is increasingly sought
after and demanded by travellers around the world and
enables them to offer high levels of personalization during
the guest experience.

The survey involved people responsible for the
management of a hotel or hotel chain and those
responsible for the installation of technological systems
and equipment within a property, with the aim of
obtaining a complete overview and understanding of the
new requirements of tourism.

Do you believe that proper technological functionality in
hotels influences the guest experience?

B Yes

B No
" Not particularly

B Idon'tknow

94%

94% of the participants agreed that technology in hotels
makes a significant contribution to the guest experience.
Technology directly influences this experience by
simplifying check-in, check-out, and room access via
digital keys or mobile devices, as well as the
personalization of services. It also indirectly enhances the
guest experience by optimizing the operational efficiency
of staff, allowing them to devote more time and attention
to guests.

Access to services such as high-speed Wi-Fi, smart
devices in rooms and the use of apps to request local

services further contribute to comfort and personalization
of the guest experience.
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Technology to
Improve
Sustainability and
Comfort in Hotels

B Yes

B No
| Not particularly

B Idon'tknow

If you could have a technology that provides you with
real-time information on the
status/functioning/malfunctioning of devices, would you
recognize the advantage?

95%

95% of the respondents expressed high appreciation for technology in hotels that provides real-time
iInformation on the status, operation, and potential malfunctions of devices. This figure underlines the
importance of transparency and efficiency in the hospitality sector.

The ability to instantly monitor facilities, equipment and rooms allows hotels to promptly address any
problems, preventing breakdowns during guests' stays. This approach not only increases safety and comfort,
but also facilitates efficient resource management and predictive maintenance, contributing to environmental
sustainability.
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It is important to
recognize guests'
preferences to

impl‘ove the service How important do you think it is to recognize guest
preferences to improve the overall hotel experience?
offered

94%

94% of the participants emphasized the importance of recognizing and respecting guest preferences to
Improve the overall hotel experience.

This underlines the increasing focus on personalization of services, seen as a tool for guest loyalty and
differentiation fromm market competitors.
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959 How are guests'
preferences detected?

72%

Customer feedback Surveys

Staff intuition
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How are guests'
preferences
detected?

Would you find it useful to have a database that allows
you to recognize and monitor guest preferences, improve
operational efficiency and generally the hotel
sustainability?

90%

90% of operators in the hotel industry recognize the benefit of having a database to monitor key points of their
business: guest preferences, operational efficiency and generally improving the sustainability of the hotel,
reducing waste and optimizing resources. In an experience-oriented industry, a solid data base becomes
crucial for long-term success.
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Does monitoring the

guest's surroundings

enhance the in-room
experience?

In your opinion, how important is to be able to detect the
Sleep Quality Index for guest comfort within a hotel
room??

85%

The Sleep Quality Index is fundamental to the comfort of the guest and is closely linked to his or her well-
being. This measurement goes beyond simply providing comfortable beds; it is about personalizing the sleep
experience. By monitoring guests' sleep, the environment can be optimized according to their preferences by
adjusting temperature, lighting, and noise.

This approach not only improves the comfort of the stay but can also contribute to customer loyalty and

I Notvery important
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positive reviews. In an industry where customer experience is crucial, sleep quality assessment is a significant -

step towards meeting guest expectations. ‘;‘_
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Does monitoring the

guest's surroundings

enhance the in-room
experience?

In your opinion, how important is It to be able to detect
the environmental comfort in the hotel room is for the
guest's experience?

95%

95% of respondents agree that noting the environmental comfort in the hotel room is important for the guest
experience. Creating an environment in which guests feel comfortable, relaxed, and satisfied during their stay
Is Key to ensuring a good experience.

Environmental comfort refers to all those elements that contribute to guest well-being, including temperature,
lighting, sound insulation, air quality, design and furnishings, beds and linen, amenities, safety, cleanliness, and
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Does monitoring the
guest's surroundings

enhance the in-room

experience? In your opinion, how important is It to be able to detect
the hotel room air quality for the guest experience?

92%

The ability to detect and maintain air quality in the hotel room is extremely important to the guest experience
from the perspective of comfort and well-being, health, sleep, productivity and concentration, hotel image,
reviews, and loyalty.

For these reasons, many hotels invest in air quality management through high quality heating, ventilation, and
air conditioning (HVAC) systems as well as regular cleaning and maintenance of the systemes.
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Optimizing Guest
Experience:

The Power of
Neuroscience

B Yes

B No
. ldon'tknow

Are you aware that today there is a science capable of
objectifying emotions and defining KPIs to evaluate the
guest experience in hotels?

67%

It is certain that the guest experience remains among the main objectives of hotels (heads in beds theory), but
how do you evaluate it? 67% are unaware of the existence of the scientific discipline of neuroscience, which is
capable of objectifying guest emotions and making them measurable through key performance indicators
(KPlIs).

Using such indicators, it is possible to obtain quantitative data that immediately communicates the value of
the experience to the accommodation facility, allowing it to act accordingly. Lack of knowledge may result
from poor information dissemination, lack of awareness, complexity of the issue and ineffective
communication.
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Optimizing Guest
Experience:

The Power of
Neuroscience

Have you already implemented or considered
implementing Neuroscience and Technology to improve
the people experience?

27%

Although neuroscience-based technology can improve the guest experience, only 27% of the respondents are
considering the implementation of these solutions.

This could be related to several factors: complexity of the topic, cost, limited awareness, resistance to change,
specificity of the sector. Nevertheless, around 90% of respondents say they find it useful to have a database
available to recognize and monitor guest preferences.

B Yes, we have already implemented solutions

B Yes, we are considering implementation
| No, we have not considered these technologies
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Optimizing Guest
Experience:

The Power of
Neuroscience

70% A

60% A

50% A

40% A

30% A

20% A

10% A

0% -

62%
66%
63%
30%

Customization of services
Operational efficiency

Safety and well-being of guests
Human resources management
Reception/Check-in/Check-out

In your opinion, what areas do you think could benefit
from neuroscience and technology applications in the
hotel?

In the survey, according to the respondents, the areas that can benefit from neuroscience in hotels are

operational efficiency, guest safety and well-being, and personalization of services. This finding recognizes the
great value of neuroscience-based technology as a tool to improve the experience of the person in the hotel,
not just the guest.

While the personalization of services and wellbeing are central to those working in the sector, equal
Importance is given to operational efficiency which directly influences the lives of those working in the hotel
because it optimizes internal operations and improves productivity.
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