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ABSTRACT

With the rapid development of this technology, facial recognition systems have become widely
adopted in recent years. The application of the facial recognition systems by the hotel industry
hasresultedinanovelservicemodel,aswellasinhighexpectations.Thesesystemscanbeused
toimproveconventionalservicesandcanalsoenhancehotelsecurity.Basedontheory,thispaper
employsatechnologyacceptancemodeltogainadeeperunderstandingofhowtravelers’intention
to use facial recognition systems for authentication is formed. This paper employed the survey
methodanduseddatafrom413subjectstodevelopamodelyieldingresultswithboththeoretical
andmanagementimplications.Theseresultshighlighttheadvantagesandpotentialcommercialvalue
offacialrecognitionsystemsandcanprovideusefulanalysisandsuggestionsforthehotelindustry.
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INTRodUCTIoN

AccordingtoareportfromtheWorldTourismOrganization,1.5billiontouriststraveledinternationally
in2019(UNWTO,2020).Thisrevealsthattheconceptsoftourismandleisurehavebeenestablished
onaglobalbasis,whichisalsoreflectedinthegrowingdemandforhotelaccommodation.Thefirst
taskofstayinginthehotelisauthentication,whichcanbeconsideredacriticalservice.Moreover,
fastandeffectiveauthenticationserviceinthehotelcanimproveguests’satisfaction(Liuetal.,2013).
AccordingtodatafromMarriottInternational,ittakesanaverageofthreeminutesforeachguest
tocheckinusingconventionalmethods,whichinvolveauthenticationbythestaffatthefrontdesk
employingtheguest’sphotographandinformationontheguest’sIDcard.Whentherearemanyguests,
however,theymayneedtospendconsiderabletimewaitinginline.Tosolvethisproblem,Marriott
Internationalhasbeguntousenewinformationtechnology,suchasfacialrecognitionsystem(FRS).
ThroughtheuseofFRS,guests’check-intimecanbereducedtolessthanoneminute,andwaiting
timeforcheck-incanbegreatlyshortened(Sickel,2018).

WhenusingFRSfortheguestcheck-in,thesystemwillautomaticallyscantheguest’sfaceand
IDcard,andwillentertheguest’scontactinformation.Afterthesystemhasverifiedthatthepersonal
informationiscorrect,theguestcanpayandhisorherroomcardcanbeassigned.Thereareeven



International Journal of Information Systems in the Service Sector
Volume 14 • Issue 1

2

somehotelsthatdonotuseroomcards,andinsteaddirectlyusetheguest’sfaceasaroomcard,such
asAlibaba’sfuturehotel(FlyZoohotel).Inthesehotels,guestshaveaccesstoallservicesthrough
facial authentication.Comparedwith conventional check-inprocedures,FRSprovides automatic
authentication,andcan improvesecurity (NECCorporation,2018).Thanks to theseadvantages,
FRScannotonlyhelpahotelimproveitsservicequality,butalsogreatlystreamlineitsmanpower.

Facialrecognitionistheuseoffacialimagestoidentifyspecificindividuals.Inotherwords,
themachinecanuseimagesorvideotocapturethefeaturesoftheindividual’sfaceorskintexture
toidentifyindividualsortheirfacialexpressions(Huang&Tai,2012).Currently,usingFRSinthe
hotelisstillinitsinfancy,butinotherfieldshasbeendevelopedandused,suchasself-serviceaircraft
boarding,departure,immigration,surveillance,Internetbanking,andInternetofThings.Inthecase
ofthehospitalityindustry,FRSisafastandeffectivesystemforauthentication,andcanhelpensure
thatguestsreceivesatisfactoryservice.Duetoitsclearbenefits,FRScanbeusedinthehospitality
industryinnewandexcitingways.

Inaddition,thenewtypeofcoronavirus(COVID-19)causedaglobalpandemic.Themainroute
ofinfectionishuman-to-humantransmission.FRScanbeusedtoreplacehumanlabor,andcanreduce
human-to-humancontact.Inthisway,thespreadoftheepidemiccanbeprevented.Butdespitethe
advantagesofFRS,fewhotelsarecurrentlyusingit.Whatfactorsaffectguestsandhavestopped
hotelsfromintroducingFRS?Thisgapwillbeexploredinthisstudy.Inaddition,fewpapershave
investigatedperspectivesontheuseofFRSinhotels.Thisstudythereforeproposesanewmodel
basedonthetechnologyacceptancemodel(TAM)concept toexploretheintentionsof travellers
touseFRSinhotels.Thesurveymethodisusedtocollectempiricaldatafrom413subjects,and
statisticalmethodsareusedtotestthestudy’smodel.Theresultshavetheoreticalandmanagerial
implications,andcanbeusedasareferenceforhotelmanagement.Thisstudyisexpectedtomake
contributionstothehospitalityindustryandhelphoteliersdeterminewhethertheycanuseFRSto
enhanceoperationalefficiency.

LITeRATURe ReVIew

Facial Recognition System (FRS)
Facesplayanimportantroleincommunicationbetweenhumans.Specificindividualscanbeidentified
throughtheirfacialfeatures(suchastextureandshape),andtheseformsofinformationcannotbe
readilyforged.FRSisatechnologythatcanidentifypeoplefromimagesorvideo.FRStypically
comparestheindividuals’facialfeaturesinimagesorvideowiththefacialdataintheirdatabases,
andcanthenlocatetheassociatedinformation.Therefore,itiswidelyutilizedinmanyfields,such
ashuman-computerinteraction,videosurveillance,automaticimageindexing,locationofcriminals,
fraudprevention,andpublicsafety.(NECCorporation,2018).

ThisstudyfocusedontheuseofFRSinhotelservicestoimproveefficiency.Basically,hotel
serviceistosellserviceswithinahoteltoconsumers,andencompassroomservice,restaurants,
swimmingpools,gym,businesscenter,laundryservice,internet,andentertainmentequipment.
Someoftheseservicesrequireapplicationsandpayment,includingspecificservicesfortravellers
(Chathoth et al., 2014).Upon arrival at a hotel, travellersmust not onlypass authentication
procedures,butmustalsocompletepaymentproceduresbeforearoomcardcanbeobtainedand
hotelservicescanbeused.Hotelsrequireauthenticationforproceduresincludingreservation,
check-in,check-out,payment,anduseofhotelequipmentandservice(Murphy&Rottet,2009).
Authenticationis thereforeaveryimportantprocessforbothtravellersandhotels,andif the
time required for authentication is too long, thiswill reduce servicequality and consumers’
satisfaction.Inviewofthissituation,theexistinghotelservicemodelshouldbechange.The
hotelindustryconsequentlyhopestointroduceautomaticinformationsystems,includingFRS,
toimprovethissituation(Sickel,2018).
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