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The smart transformation of hotels, utilizing cutting-edge technologies such as the
Internet of Things (1oT), Artificial Intelligence (Al), and Machine Learning, has
emerged as a strategic priority within the hospitality industry. This study aims to
identify and prioritize key factors of smart transformation essential for enhancing
service quality within the Iranian hospitality sector. Employing a mixed-methods
approach (qualitative-quantitative), the research was conducted in two phases. In
the first phase, eight core factors were extracted through a systematic review of
over 150 studies, benchmarking against the ISO 22483:2020 standard, and
structured interviews utilizing the mastery method. In the second phase, the causal
relationships among these factors were analyzed using the DEMATEL technique,
based on data collected from 20 Iranian hospitality experts. The results indicated
that Customer Satisfaction(R-C=0.532), Safety & Security, (R-C=0.242),
Cleanliness and Housekeeping (R-C=0.241) (causal) factors. Conversely, factors
such as Personnel, Equipments and Facilities and Food & Beverage Services were
identified as the most influential (dependent) factors. The findings suggest that
prioritized investment in causal factors can generate a cascading improvement in
overall service quality. This study provides a scientific framework to support
decision-making for managers and investors of smart hotels, prioritizing criteria
such as customer satisfaction and security when investing in the smart
transformation of hotels in Iran.
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Extended Abstract

Introduction

The global hotel industry is rapidly evolving
under the influence of advanced technologies
such as the Internet of Things (IoT), Artificial
Intelligence (Al), and Machine Learning (ML).
These innovations are no longer optional
luxuries but strategic necessities that enable
hotels to deliver personalized, seamless
experiences, reduce waiting times, enhance
service quality, and boost operational
efficiency.

Despite the growing enthusiasm for “smart
hotels,” most existing studies tend to focus
either on broad digital trends or on individual
technologies in isolation (e.g., only 10T or only
chatbots). Very few offer a holistic framework
that simultaneously considers technology
adoption and the irreplaceable role of human
staff. Moreover, there is limited empirical
evidence showing exactly how these smart
technologies affect the various dimensions of
hotel service quality—especially in emerging
markets like Iran.

This study fills that gap by identifying and
prioritizing the most critical factors for
successful smart hotel transformation in Iran,
while  revealing the
relationships among them. The resulting model
provides hotel managers and investors with a
clear, evidence-based roadmap for allocating
resources effectively.

Methodology
The research adopted a two-phase, mixed-
methods design:
Phase 1 — Factor Identification (Qualitative)
Eight core factors influencing smart hotel
service quality were identified through:
e A systematic literature review of more
than 150 academic articles
e Alignment with the international 1SO
22483:2020 standard for hotel service
quality
e In-depth interviews with industry
experts using the “mastery method”
Phase 2 — Causal Relationship Analysis
(Quantitative) The interrelationships among
the eight factors were analyzed using the
DEMATEL (Decision Making Trial and
Evaluation Laboratory) technique, which
excels at distinguishing “cause” factors (those

cause-and-effect,

that strongly influence others) from “effect”
factors (those that are heavily influenced).
Data were collected from 20 Iranian hospitality
experts (hotel managers, staff, and academics)
with at least five years of experience and
familiarity with smart technologies, selected
through purposive and snowball sampling.

Results

The DEMATEL analysis provided a clear
mapping of the eight factors, categorizing them
based on their influence on the system. The
results indicated that "Customer Satisfaction,"
"Reception Services,"” "Safety & Security,"
and "Cleanliness & Housekeeping" function as
the primary Causal (Driving) Factors.
Conversely, factors such as "Personnel,”
"Equipment & Facilities,” and "Food &
Beverage Services" were identified as Effect
(Dependent) Factors. These findings suggest
that excellence in foundational areas—
specifically hygiene, security, and seamless
reception—acts as the primary catalyst for
improving  guest-facing  services  and,

Sultimately, overall satisfaction

Discussion and Conclusion

The findings underscore that smart
transformation in the hospitality sector should
not begin with marketing or flashy interfaces,
but rather with operational infrastructure. The
fact that "Safety & Security” and "Cleanliness
& Housekeeping™ emerged as top causal
factors reflects the heightened expectations of
post-pandemic travelers. Furthermore,
contrary to predictions regarding the decline of
human labor, our results indicate that
"Personnel™ performance is an outcome driven
by the quality of the technological
environment. Therefore, technology should be
viewed as an enabler that empowers
employees rather than a replacement. The
practical implication for Iranian hotel
managers is a three-tiered investment
roadmap: (1) automating  operational
infrastructure (cleaning and security sensors),
(2) optimizing the reception process, and (3)
enhancing secondary guest-facing services.
This study contributes to the literature by
providing an evidence-based framework for
applying the I1SO 22483:2020 standard in a
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smart context, offering a scientific blueprint
for sustainable service excellence in the
Iranian hospitality sector.

In conclusion, the future of hospitality belongs
to hotels that intelligently blend cutting-edge
technology with genuine human care. This
research provides Iranian hoteliers with a
scientifically grounded, prioritized blueprint to
achieve sustainable service excellence in the
digital era.
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