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Abstract : Smart hotels can be defined as the hotel which has an intelligent system, through digitalization and networking
which achieve hotel management and service information. In addition, smart hotels include high-end designs that integrate
information and communication technology with hotel management fulfilling the guests’ needs and improving the quality,
efficiency and satisfaction of hotel management. The purpose of this study is to identify appropriate factors that may influence
guests’ satisfaction and intention to revisit Smart Hotels based on service quality measurement of lodging quality index and
extended UTAUT theory. Unified Theory of Acceptance and Use of Technology (UTAUT) is adopted as a framework to explain
technology acceptance and use. Since smart hotels are technology-based infrastructure hotels, UTATU theory could be as the
theoretical background to examine the guests’ acceptance and use after staying in smart hotels. The UTAUT identifies four key
drivers of the adoption of information systems: performance expectancy, effort expectancy, social influence, and facilitating
conditions. The extended UTAUT modifies the definitions of the seven constructs for consideration; the four previously cited
constructs of the UTAUT model together with three new additional constructs, which including hedonic motivation, price value
and habit. Thus, the seven constructs from the extended UTAUT theory could be adopted to understand their intention to
revisit smart hotels. The service quality model will also be adopted and integrated into the framework to understand the
guests’ intention of smart hotels. There are rare studies to examine the service quality on guests’ satisfaction and intention to
revisit in smart hotels. In this study, Lodging Quality Index (LQI) will be adopted to measure the service quality in smart hotels.
Using integrated UTAUT theory and service quality model because technological applications and services require using more
than one model to understand the complicated situation for customers’ acceptance of new technology. Moreover, an integrated
model could provide more perspective insights to explain the relationships of the constructs that could not be obtained from
only one model. For this research, ten in-depth interviews are planned to recruit this study. In order to confirm the applicability
of the proposed framework and gain an overview of the guest experience of smart hotels from the hospitality industry, in-depth
interviews with the hotel guests and industry practitioners will be accomplished. In terms of the theoretical contribution, it
predicts that the integrated models from the UTAUT theory and the service quality will provide new insights to understand
factors that influence the guests’ satisfaction and intention to revisit smart hotels. After this study identifies influential factors,
smart hotel practitioners could understand which factors may significantly influence smart hotel guests’ satisfaction and
intention to revisit. In addition, smart hotel practitioners could also provide outstanding guests experience by improving their
service quality based on the identified dimensions from the service quality measurement. Thus, it will be beneficial to the
sustainability of the smart hotels business.
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