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Research on Influencing Factors of Hotel Service Robot on
Customer Satisfaction Based on Analytic Hierarchy Process

SUN Lei

(Tourism and Aviation Service College, Wuhan Polytechnic, Wuhan Hubei, 430074, China)

Abstract: Under the background of artificial intelligence, more and more hotels begin to use service robots.

On the one hand, the service robot can improve the operation efficiency and reduce the labor cost for the hotel;

on the other hand, it is also to meet the urgent need for hotels to provide contactless services in the epidemic.

However, the service attribute of the hotel industry determines the success of its intelligent transformation, which

ultimately depends on customer satisfaction. Based on literature research and expert investigation, this paper

constructs a customer satisfaction evaluation system for hotel service robot, calculates and ranks the weight of

four dimensions and 12 influencing factors in the system by using analytic hierarchy process, and the result

shows that service robots have the greatest impact on hotel customer satisfaction in personal information security,

service accuracy and operation safety, which can provide some reference value for Hotel R & D and effective use

of robots.

Key word: Analytic Hierarchy Process; Service Robot; Customer Satisfaction
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