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Abstract. The tremendous development of information technology and artificial intelligence led to

rapid changes in business. This progress led to the outbreak of industrial revolutions, including the fifth
industrial revolution or Industry 5.0. The most crucial mission of Industry 5.0 is human-robot
collaboration to maximize the benefits of both. Many studies have evaluated the role of robots in the
hotel business and their effectiveness in achieving customer satisfaction and improving service quality.
However, empirical studies regarding human resources are limited. Therefore, this study aims to investigate
hotel employees' perceptions regarding co-working with robots and the effects of robot introduction on
employee well-being. The research depends on semi-structured interviews with workers from upscale
hotels in Yekaterinburg, Russia. The results showed that employees tend to have a positive attitude
toward service robots. In addition, employees were aware of the advantages and disadvantages of service
robots and the aspects that could affect their well-being as a consequence of working with robots. The
study proposes practical implications for hotel management and further research for academics.

Keywords: industry 5.0; employee-robot co-working; hotel business; service robots; employee
well-being.

JEL codes: M12; 131; O33.

Introduction
The emergence of advanced technology has increased in all sectors, which has led to changes

in societies and work structures. Due to this transformation, the pressure increased market
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competition, forcing organizations and business owners to consider keeping up with business
advances (Li et al., 2019). The concept of Industry 5.0 is approached from different angles. Some
research indicates that whereas Industry 4.0 emphasizes smart manufacturing and merging devices,
Industry 5.0 is more concerned with human-robot cooperation in the work area. Consequently,
human-robot engagement will provide several advantages and increase the distinctive human touch
on operations rather than the identical automated output (Ozdemir & Hekim 2018; Demir et al., 2019).

Industry 5.0 brings many benefits to the hotel sector, including personalized service, an
effective supply chain, an intelligent environment, adaptability, and system integration to deliver
current information on customer desires, leading to customer loyalty and perceived value (Alvarez-
Aros & Bernal-Torres, 2021). Every guest is unique and expects personalized service, which hotel
staff should deliver. Therefore, industry 5.0 may reduce the incidence of work-related injuries and
concentrate on value-added tasks that need the participation of human brainpower. While robots take
responsibility for the tedious, routine, and physically demanding tasks, humans can focus on higher-
order cognitive processes, including analysis, decision-making, and creativity, resulting in more
highly personalized services (Pillai et al., 2021; Ghazy & Fedorova, 2021).

Service robots and automation are already employed to provide various front-of-house
activities and back-of-house production jobs in hotels and restaurants. Hotels have started using self-
service terminals so visitors can check in and out independently, reducing the workload for front desk
employees. The robots can undertake various tasks, including providing concierge services, delivering
packages, carrying bags, dishwashing, cooking, giving information, and cleaning (Ivanov et al., 2017,
Zhong et al., 2020). Henn-na Hotel, operating in Nagasaki, was the first hotel where all employees
were robots. A robot called A.L.O. helps deliver amenities like shampoo and soap to guest rooms and
collects used linens for washing at the Aloft Hotel Cupertino. Unlike humans, robots can work at any
time of day or night without getting tired or complaining (Samala et al., 2020; Reis et al., 2020).

The academic community has submitted many studies to meet the needs of companies for more
research on service robots in the tourism and hospitality sectors (Qiu et al., 2020; Kuo et al., 2017;
Collins, 2020; McCartney & McCartney, 2020; Seyitoglu & Ivanov, 2020). Studies have focused on
what the attraction of service robots is and how they impact customers reactions (Park et al., 2021),
the effect of service robot characteristics on guests' hospitality experience (Qiu et al., 2020), customer
perceptions on the implementation of service robots in hotel operations (Ivanov et al., 2018), The
influence of perceptions on robot use intention (Meidute-Kavaliauskiene et al., 2021), customer
interactions with robots (Huang et al., 2021). Most studies concentrated on guest perception and
evaluated aspects of human-robot interactions from the customer's perspective (Chi et al., 2020;
Ivanov et al., 2020). Service robot implementation cannot be effective unless the needs and
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advantages of both customers and staff are considered. Therefore, this study aims to examine the
perception of hotel employees towards collaborating with robots and the impacts of robots’

introduction on employees’ well-being.

1.  Literature Review
1.1. The concept of Industry 5.0

Industry 5.0 is considered a revolution in which humans and machines collaborate to increase
production methods and efficiency. Furthermore, the human elements and technology in the
production process are the main emphasis of Industry 5.0, which is driven by a wide range of industry
technologists and ideologies. In other words, Industry 5.0 supplemented the industrial revolution with
human-centric, resilient, and sustainable values. It will transform global production processes by
eliminating repetitive jobs performed by humans (Javaid et al., 2020; Adel, 2022).

The goal of Industry 4.0 is to increase mass production by using machine learning to provide
intelligence across devices and applications. While Industry 5.0 proposes a strategy for
businesses that extends beyond the views of productivity and efficiency as the primary goals but
enriches the function and value of the industry in society. The industry 5.0 concept sets employee
well-being at the core of the manufacturing operation (Alvarez-Aros & Bernal-Torres, 2021). It
employs innovative technology to provide prosperity beyond employment and development while
respecting the production restrictions of the planet. Industry 5.0 is anticipated to combine high-speed,
sophisticated machines with the cognitive, rational thinking of people. In this framework, the business
may actively address issues such as resource conservation, social stability, and global climate change
(Sindhwani et al., 2022; Xu et al., 2020).

Another significant addition of Industry 5.0 is mass personalization, which enables customers
to get personalized and customized services based on their preferences and requirements (Ozdemir &
Hekim 2018). Industry 5.0 will dramatically boost operational efficiency and develop adaptability
between people and machines, allowing for interaction and ongoing monitoring responsibilities. The
objective of the cooperation between humans and robots is to accelerate operations. By delegating
monotonous and repetitive activities to machines or robots and critical thinking tasks to humans,

Industry 5.0 can improve production quality (Orlova, 2021; Maddikunta et al., 2022).

1.2. Service robots in the hospitality industry

The name “robot” originated from the Czech word “robota”, which refers to forced labor.
Although the term was initially meant to refer to foolish machines that execute minor, routine tasks,
it now refers to intelligent humanoid robots in contemporary society (Meidute-Kavaliauskiene et al.,
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2021). A robot can be defined in a variety of ways. According to the traditional definition, “a robot
is a machine that senses, thinks, and acts” (Bekey, 2005, p.2). According to the International
Federation of Robotics (IFR), “a service robot performs functional tasks for humans or equipment,
excluding industrial automation applications ” (IFR, 2016, p. 9). According to Bowen and Morosan
(2018, p.2), “Service robots are physically embodied artificially intelligent agents that can take
actions that affect the physical world”. By 2030, the McKinsey Global Institute estimates that
between 400 and 800 million of today’s occupations will be automated (Bowen & Morosan, 2018).

Robots have long been improved by artificial intelligence to deliver effective human services.
Consequently, robotic and service automation technologies have impacted several aspects of hotel
operations. This progress includes the emergence of robots that prepare multiple dishes and robots
can serve guests. In the USA, a company in California produced a fast-food robot capable of fulfilling
120 orders in an hour. On the other hand, Café X has developed robot baristas who can produce up
to three drinks in 40 seconds (Bowen & Morosan, 2018; Tuomi et al., 2021). The food technology
industry, particularly restaurant robots, is attracting significant attention and investment in the United
Kingdom. The first hotel in the world to employ humanoid robots to serve guests is Japan's Henn-na
Hotel. The dinosaur robot and the female humanlike robot are two of Henn-na Hotel's most well-
known robots. They assist customers with check-in and respond to questions at the front desk. Other
robots employed by the hotel include robots that deliver baggage to guest rooms, other robots that
operate in the cloakroom, and robots that work as cleaners (Alexis, 2017; Reis et al., 2020). In
addition, the in-room robot assistant responds to voice commands by guests to adjust the temperature,
lighting, television, etc. On the other side, a robot called A.L.O. helps deliver amenities like shampoo
and soap to guest rooms and collects used linens for washing at the Aloft Hotel Cupertino. It seems to be a
staff member wearing a uniform and displaying a name tag (Samala et al., 2020; Cakar, & Aykol, 2020).

The adoption of robots in the hospitality industry would have a notable impact on its operations.
Robots can work for long periods without fatigue or exhaustion and achieve many benefits in the
work environment. Harmonious collaboration between humans and robots makes it possible to
achieve productivity and improve employees' well-being. Robots contribute to overall well-being by
allowing employees to concentrate on more fascinating and satisfying responsibilities. Doing
meaningful work increases job satisfaction and worker well-being (Smids et al., 2020). When
planning tasks between humans and robots, the optimal pairing between workers and robots should
be considered, which leads to achieving efficiency and productivity while reducing workload and
stress on humans. The safety issue is essential in cooperation to protect employees from accidents.
This will affect the state of sustainability by reducing work burden and establishing a meaningful,
healthy, and enjoyable work environment (Tsarouchi et al., 2016; Lin & Lukodono, 2021).
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Despite the global application of artificial intelligence technology in hospitality services,
studies are limited, particularly regarding employees. Ivanov et al. (2018) surveyed Russian
consumers to discover how young Russians perceive the employment of robots in hotels. This
research demonstrated that there are variations in how people evaluate innovative technology.
Humans will either accept or reject the adoption of such technology, and their acceptance or rejection
will differ from one person to another. Based on online reviews from YouTube, Yu (2019) examined
individuals' perceptions of robots working in hotels and found that people are more likely to have
negative impressions of robots. Meidute-Kavaliauskiene et al. (2021) evaluated the degree to which
hotel guests are aware of the benefits and disadvantages of robots and how this affects guests'
intentions to use robots. The results discovered that the awareness of benefits and perceived value
have a positive and significant impact on the willingness to deal with service robots. It has been
shown that the awareness of disadvantages has a negative and significant impact on the intention to
deal with service robots.

As previously mentioned, the majority of studies concentrated on guest perception and
evaluated aspects of human-robot interactions from the customer's perspective. Employees' attitudes
regarding working with robots and their influence on employees' well-being have received little
attention from researchers. Employees are those who will interact directly with robots. If they refuse
to interact with the robots or consider them a risk to their jobs, this will negatively affect the success
of employing robots in hotels (Chi et al., 2020; lvanov et al., 2020).

2.  Methodology
2.1. Sampling techniques

The study employed non-probability purposive sampling, in which the researcher chose a
sample based on individuals' familiarity with the research topic. To ensure transparency while
selecting the interviewers, the participants were fully informed of the research's purposes. Data were
collected through 20 interviews with hotels employees in Ekaterinburg, Russia. The study
concentrated on four- and five-star hotels since luxury hotels are usually the first to employ recent
technologies and innovations in the hospitality industry. Table 1 shows the age, gender, and job status
of the hotel workers who took part in the study. According to the table, around 60% of the participants
were females, while 40% were males. 45% of the participants interviewed were aged 25 or younger.
The proportion of workers interviewed between the ages of 26 and 35 is 45%. The majority of
participants (75%) had a bachelor’s degree. Moreover, 35% of the staff interviewed work in the front
office, and 60% of the interviewees have a work experience ranging from 1 to 5 years.
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2.2. Data collection and analysis

The research employs semi-structured interviews, which provide a more inductive approach
and freedom since respondents were asked to respond with fewer restrictions (Galletta, 2013). An
interview is a valuable qualitative data-gathering approach for obtaining more specific information
or an extensive understanding of a topic or idea. In an in-depth interview, respondents are directed to
provide detailed answers regarding the subject under discussion (Srivastava & Thomson, 2009;
Alshengeeti, 2014). The interview questions used in the study were developed based on relevant
previous literature. Three academics were consulted to review the interview questions. The final
interview form was designed based on the experts' recommendations. Twenty face-to-face, semi-
structured interviews with employees were conducted from September to November 2022.
Each interview lasted between 25 and 37 minutes, and the interviews were recorded with the
participants' permission. All the participants' answers were transcribed and directed to a thematic
analysis since the thematic method allows for more flexibility in data interpretation. After that, the
contents were read and reread, and the main ideas were identified. Then the relevant responses that
fit the research questions were selected. Lastly, the themes were formulated and summarized to

conclude the results according to the study objectives.

Table 1: Participants’ characteristics®

Participant No. Gender Age Education Experience Department
P1 Female 24 Bachelor’s degree 3 Front office
P2 Female 31 High school 6 Housekeeping
P3 Male 26 Bachelor's degree 4 Front office
P4 Female 34 Bachelor’s degree 10 Food & Beverage
P5 Male 30 Bachelor’s degree 9 Food & Beverage
P6 Female 25 Master's degree 4 Marketing
pP7 Female 22 Bachelor’s degree 1 Front office
P8 Male 33 Bachelor’s degree 9 IT
P9 Male 29 Bachelor’s degree 7 Concierge
P10 Female 29 High school 11 Room service
P11 Male 26 Bachelor’s degree 5 Marketing
P12 Female 36 Bachelor’s degree 13 Housekeeping
P13 Male 28 Master's degree 5 Front office
P14 Female 22 Bachelor’s degree 2 Front office
P15 Female 25 Bachelor’s degree 4 Housekeeping
P16 Male 39 High school 14 Security
P17 Male 24 Bachelor’s degree 4 Front office
P18 Female 24 Bachelor’s degree 3 Marketing
P19 Female 21 Bachelor’s degree 1 Front office
P20 Female 25 Bachelor’s degree 4 Food & Beverage

1 Author’s elaboration
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3. Results

Table 2 shows the results obtained according to the thematic analysis of the employees' answers
to the question, "Could you please describe your feelings towards robots?". More than half of the
respondents (55%) have positive feelings towards robots, as they feel that they are enjoyable, good,
and interesting, in addition to the fact that robots are an example of development and innovation that
will have a role in making our lives easier and more comfortable. On the other side, 45% of

respondents have negative feelings towards robots, such as anxiety, boredom, isolation, emotionless,

and fear of the extent of the development of robots in the future.

Table 2: Employees’ attitude towards robots?

lonely, confusing,
scary, isolated,

Evaluation Keywords Quotes

Positive Super interesting, “Thinking about robots feels fun and super interesting for me. ”
enjoyable, good, “We live today in an era of huge technological progress and our lives are full of
fun, innovation, technology we cannot live without it, and robots are a kind of innovation and
excitement, technological development.”
comfort, “Robots are very smart devices that can move and take action, and | think
development, dealing with them will be a good and enjoyable experience. ”
easiness “l am not against robots; | know they will make our lives easier and more

comfortable.”
Negative Boring, wired, feel | “It feels a bit emotionless and isolated.”

“When I think of robots, I imagine an unknown world that invites anxiety and scary.”
“It feels so weird.” “It sounds boring.”

depressing, “It feels really empty, and it lacks warmth.”
anxious, “Imagine 20 years from now and how advanced and improved these robots will
emotionless be. It's scary to think about this life and work situation.”

“I think it looks like such a confusing and depressing environment. It's nice
seeing all the people around me.”

The following findings were obtained according to the thematic analysis of the employees'
answers to the question, "What do you think about the impact of robots' introduction in the hotel
business?". The results identified four levels of impact related to the robots’ introduction. The first
level is the impact of robots' introduction on the hotel. It has different themes, such as enhancing hotel
reputation, increasing productivity, achieving competitive advantage, increasing demand, and
keeping pace with progress. Themes under the impacts of robots' introduction on operation, which is
the second level, are providing standard services, decreasing employees' costs, decreasing errors,
quick services, improving service quality, and enhancing the work environment. In addition, the
themes under the impacts of robots' introduction on human resources, which is the third level, are
reducing workload, partial reduction of staff, requiring new skills, and dominating many jobs. The
last level is the impacts of robots’ introduction on the customers, and it has different themes, such as

providing guests with new experiences and customer satisfaction (see Table 3).

2 Author’s elaboration
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Table 3: The potential impacts of robots' introduction®

Levels Themes Quotes
On the hotel | Enhancing hotel reputation, “Of course, the introduction of robots in our hotel will have effects in
increasing productivity, several directions. For example, it will improve the hotel's reputation
competitive advantage, and create a competitive advantage, which will increase the hotel's
increasing demand, keeping | reservations.”
pace with progress “It is suitable for our business to keep pace with new technology to
satisfy guests.”
“Robots will take over many tasks, allowing us to serve a large
number of guests.”
On the Providing standard services, | “I think they will help us to provide standard and high-quality
operation decreasing employee costs, services in addition to minimizing errors.”
decreasing errors, quick services, | “The introduction of robots can also help reduce employees’ costs, as
improving service quality, they do not require long vacations, daily meals, incentives, overtime,
enhancing work environment | etc.”
On the Partial reduction of staff, “I see that robots will control many positions, but I think that they
human requires new skills, cannot provide the service without the human element, especially in hotels.”
resources dominating a lot of jobs, “I assume that the number of workers in each department will
reducing workload decrease, and we will need more training in dealing with robots.”
“From my point of view, the introduction of robots is a double-edged
sword, on the one hand, they will reduce workloads, and on the other
hand, they will control many jobs.”
On the New experience, customer “Also, this will lead to guest satisfaction by providing a new
customers satisfaction experience.”

As mentioned in Table 4, there are three categories of potential advantages that robots can

deliver, formed by the employees' responses to the question, “What are the potential advantages of

co-working with robots?”. The first category is the work-related advantages of co-working with

robots. It has several themes, such as roles being assigned accurately, working a long time, reducing

workload, reducing errors, increasing efficiency, creating a fun environment, and performing routine

tasks. The themes under "social aspects,” which is the second category regarding the advantages of

co-working with robots, are reducing usual social problems between employees, no mood fluctuation,

and eliminating bad competition. The third category, employee-related advantages of co-working

with robots, includes different themes such as learning new skills, freeing employees up from a lot of

tasks, and working with smart assistants (see Table 4).

Table 4: Potential advantages of co-working with robots*

Category Themes Quotes

Work-related Roles assigned accurately, | “Working with robots will give each of us specific tasks,

advantages working a long time, leading to accurately defining my responsibilities.”’
reducing workload, reducing | “Robots will be able to work for long times with high
errors, increasing efficiency, | efficiency and without errors.”
fun environment, perform “They will handle a lot of routine work...also, working
routine tasks with such robots will make the work environment more fun.”

Social Reducing usual social “Many of the usual social problems between colleagues
problems, no mood will be reduced......... there will also be fewer complaints

from workers against each other.”

3 Author’s elaboration
4 Author’s elaboration

© K. Ghazy

DOI 10.34709/1M.191.21



Kypram «Human Progress»

Towm 9 Brimryck 1 (saBaph-heBpans 2023)

http://progress-human.com/
redactor@progress-human.com

Category

Quotes

fluctuation, eliminating
bad competition

“They do not have mood changes at work......... they do not
get frustrated.” “It's safe to assume that robots will not try
to cause me trouble at work.”

Employee-related
advantages

Learning new skills,
freeing employees up from
a lot of tasks, working with
smart assistants

“Robots could help us ease the burden, freeing us from
many tasks so we could devote more time to other tasks.
“For me.... I think one of the best benefits is that | would
work with smart assistants so I could learn new things.”

”

Table 5 presents the findings from the thematic analysis of the employees' answers to the

question, "What are the potential disadvantages of co-working with robots?". The results identified

five categories of potential disadvantages of co-working with robots. The first category is social

issues, and it has several themes, such as lack of emotions, feeling bored after a long time,

soullessness, and toxic dependency on Al. The themes under "technical issues,” which is the second

category, are malfunctions, software glitches, lags, freezing, and not responding. The third category

IS communication issues related to co-working with robots. The themes under this category are

difficulties in communicating well, difficulties in interaction and engagement, and difficulties in

understanding special requests. Moreover, the themes under unemployment, which is the fourth

category, are loss of jobs, minimizing the number of employees, and robotization. The last category

IS security issues. It has two themes: hackers and data security risks (see Table 5).

Table 5: Potential disadvantages of co-working with robots®

responding

Category Themes Quotes

Social issues Lack of emotions, feeling “They do not have a soul or real emotions......if I spent much
bored after a long time, time with robots, I would feel bored.”
soullessness, toxic “This may seem innovative from a technological aspect, but in
dependency on Al my opinion, it creates a toxic dependency on Al and takes us

away from our peaceful connection with the natural world.”
Technical Malfunctions, software “Despite the technology advancement, devices usually
issues glitches, lags, freezing, not malfunction or do not respond to orders.”

1l

“Often a system glitch may happen at any time.’
“Robots are just programmed devices with many malfunctions
and technological problems.”

Communication

Difficulties in communicating
well, Difficulties in interaction
and engagement, Difficulties
in understanding special
requests

“There will be many communication problems......robots
cannot interact and engage like humans......they cannot
understand special orders.”

“Dealing with them will be according to systematic steps or
specific processes, otherwise, they will not understand.”

Unemployment

Loss of jobs, minimizing the
number of employees,
robotization

“Many jobs will disappear due to robotization, especially jobs
that do not require direct interaction with guests.”

“The number of employees will decrease......the role of
employees will be to supervise and solve problems.”

Security

Hackers, data security risks

s

“Some people might try to hack them and then steal the data.’
“It could be a security risk.”

“Devices that can move and have cameras and are led
through electronic commands that may represent a danger.”

5 Author’s elaboration
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As illustrated in Table 6, there are two categories of rights that robots should have at work,
summarized according to the workers' answers to the question, “What types of occupational rights
will service robots should have?”. The first category is the occupational rights that robots should have
at work. It has several themes, such as maintenance, loading not more than capacity, charging stations,
the right to have a uniform, the right to have daily cleaning, the right to have a union, and the right to
have necessary updates. The second category, the moral rights that robots should have, includes
themes such as robot abuse, not hitting or kicking, not being destroyed, and not being misused (see
Table 6).

Table 6: Robot rights®

Category Themes Quotes

Occupational | Maintenance, loading “Well, robots should be considered an asset. They should be maintained

rights not more than capacity, | periodically and not overloaded with more than their capacity. Charging
charging stations, right | stations should be located in different places in the hotel.”
to have a uniform, right | “They should be provided with the necessary updates whenever
to have daily cleaning, possible.......they should have a special uniform......they should be
right to have a union, cleaned on a daily basis.”
right to have necessary | “With the increasing role of robots at work, we can find a union t0
updates organize their affairs.”

Moral rights Robot abuse, not hitting | “Humans should deal with robots ethically......robots should not be used
or kicking, not being for anything outside the jobs designed for them.”
misused, not being “Robots should be maintained and not destroyed.......they should not be
destroyed hit or kicked if they do not respond.”

The following findings were obtained according to the thematic analysis of the employees'
answers to the question, "How could co-working with robots affect employees' well-being?". The
results revealed that 60% of the respondents believe that robots will have positive impacts on
employees' well-being, while 40% of the respondents believe that robots will have both positive and
negative impacts on the well-being of employees. The positive impacts mentioned by the participants
are: robots will perform routine tasks, allowing employees to perform meaningful tasks. Robots also
taking over dangerous tasks or undesirable working shifts will positively affect employees' moods
and health. In addition, human cooperation with artificial intelligence will increase employees' mental
abilities and improve the work environment. The negative impacts include that, although robots
reduce workload, they will limit social interaction between colleagues and control many jobs (see
Table 7).

6 Author’s elaboration
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Table 7: The possible impacts of robot introduction on employees' well-being’

Evaluation Themes

Quotes

Positive When robots perform routine
tasks, workers perform
meaningful tasks.

Robots taking over dangerous jobs
reflects positively on employees'
health.

Robots taking over undesirable
working shifts positively affect the
employees' health and mood.
Human intelligence cooperation
with Al could improve employees'
mental health.

Enjoyable working environment.

“I think that robots will have positive effects on staff and
will help in serving many guests, especially during peak
periods, so this could reduce work stress.”

“Robots can do dangerous tasks such as cutting meat,
dealing with ovens, or cleaning building fronts. This will
reduce work injuries and employees' health
problems......also, if robots take over the night shifts,
which many workers do not desire, this will positively
affect job satisfaction.”

“Working with robots will improve the work environment
...... they will increase the fun......dealing with smart
devices such as robots will teach me many things.”

Both positive
and negative
impacts are
identified

Reducing workload and job stress.
Learning new skills.

Enhancing working condition.
Reducing social interaction.
Losing a lot of jobs and
minimizing the number of
employees.

“I believe that robots will positively affect employees’
well-being by reducing work stress and improving
working conditions but working with robots will
decrease social communication between employees.”
“I cannot spend most of my time without talking to
colleagues......it will be bad psychologically.”

“On the one hand, robots have positive effects, such as

learning new technological skills and assisting in many
tasks, but on the other hand, they may control many jobs.”

Discussion and conclusions

This study presented several qualitative results regarding the employees' perspective towards
working with service robots. The results showed that employees tend to have a positive attitude
towards service robots because they are fun and interesting, and robots are an example of
development and innovation. These findings are not in the same line with Lu et al. (2020) and Vatan
& Dogan (2021), which found negative attitudes by workers toward robots. The employees pointed
out many advantages and disadvantages of robots’ introduction in hotels. On the one hand, the most
important advantages are that robots will improve the hotel's reputation, enhance the quality of
service, accurately define roles, and improve the work environment, in addition to freeing up
employees from a lot of tasks so they can devote more time to communicating with guests. These
results agreed with Ivanov & Webster (2019) and Berezina et al. (2019) as they confirmed the ability
of robots to operate continuously around the clock, their capacity to complete jobs accurately and on
schedule, their ease of performing many tasks simultaneously, and their ability to provide services
with predictable quality. In addition, robots are immune to fatigue and complaint, never go on strike,
and never get sick. On the other hand, regarding the disadvantages of service robots, the results
revealed that robots do not have real emotions and will control many jobs, causing unemployment.

This finding is consistent with Li et al. (2019), who claimed that workers might feel threatened by

7 Author’s elaboration
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robots and express concern about their future employment. Similarly, many studies predicted that
400-800 million jobs would be automated by 2030 (Bowen & Morosan, 2018). The results indicated
that the robots would have communication and interaction problems along with technical problems.
These aspects depend on the level of progress and modern applications in the robotics industry. The
results demonstrated that robot rights are addressed in maintenance, charging stations, and updating,
as well as moral rights such as not misusing them and not being hit or kicked when they do not
respond. The results showed that cooperation with service robots positively impacts employees' well-
being. As robots reduce work stress, workers will be allowed to perform meaningful tasks, and robots
will perform hazardous duties, which will positively affect employees' health. This result agrees with
Smids et al. (2020), who claimed that doing meaningful work increases job satisfaction and worker
well-being. The study showed that robots would limit the interaction between colleagues and thus
may negatively affect the well-being of workers.

This study enriches the literature on service robots in hotels by providing results regarding the
perceptions of Russian employees. The employees expressed that introducing robots in hotels will
have many advantages, such as working extended periods, improving the hotel image, reducing
workload, and achieving customer satisfaction. In addition, working with robots will positively affect
employees' health and safety and enhance their mental abilities. On the other hand, the workers
indicated that robots would dominate many jobs and reduce social interaction between colleagues.

This study suggests some recommendations for hoteliers and decision-makers to effectively
introduce robots into hotels. Since service robots offer significant advantages for hotels and
personnel, such as improving the hotel's image, enhancing the work environment, increasing service
quality, and assisting workers in performing many tasks, the management should support the adoption
of integrating robots into the hotel operation. Hotel management should provide the necessary
training to enhance workers' skills and create new positions to decrease the unemployment caused by
robots. Robotics manufacturing companies should put more effort into security-related concerns like
hacking or cybercrime. Modern technology and robotics should be included in the new curriculum at
all levels of education in order for individuals to be ready to deal with current challenges in the
workplace. The hotel management should establish awareness instructions placed throughout the
hotel on how to deal with robots and respect their moral rights. Robotics manufacturing companies
should include social programs in robot software in order to mitigate the severity of social isolation
caused by working with robots.

This research has certain limitations that may serve as a basis for future studies. First, this study
relied on data collected from only 20 hotel employees, and future research should use a larger sample
size in order to generalize the findings. Second, this study was conducted in a specific geographical
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area of one country. Thus, it will be significant for future studies to include data from
different countries with a variety of social and economic conditions. Third, this study conducted
interviews as a method of obtaining field data. Future studies should use other methodologies, such
as observation of actual interactions between employees and robots, to evaluate employees' natural
behavior during their daily working activities. Finally, this study was conducted with hotel staff.
Future studies should include other tourism establishments such as restaurants, museums, hostels,
airports, and tour operators to examine employees' attitudes towards working with robots and how it

affects their well-being.
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OTHOWEHUE COTPYJHUKOB OTEJISI K COBMECTHOM
PABOTE YEJIOBEKA U POBOTA HA OCHOBE KOHHUEINIUH
INDUSTRY 5.0: KAMECTBEHHBIU ITIOAXO/

I'azu Xaaexq Moxammen DabTad0ax
Acniupant Ypanbsckoro ¢eaepanbHoro yauBepeuteta umenu nepsoro [Ipesuaenta Poccun b.H.
EJ'IBI_II/IHa, Accucrtenrt IIpernogaBaTeiia (I)aKYJ'ILTeTa Typu3Ma U TOCTUHUYHOI'O MCHC/IPKMCHTA
VYuusepcurera Xenyas, Kanp, Eruner

ExatepunOypr, Poccus

AnHoTanusi. CTpeMuTeNbHOE pa3BUTHE HMH()POPMAIMOHHBIX TEXHOJOTUH M HCKYCCTBEHHOI'O
MHTEJUIEKTa MPHUBEJIO K OBICTPHIM HM3MEHEHHSIM B OHM3Hece. DTOT MPOrpecc MPUBEN K BCITBIIIKE
IIPOMBIIIJIEHHBIX PEBOJIIOLMHI, BKIIIOUYAs MATYIO IPOMBIIUIEHHYIO PEBOJIIOLNIO WM UHIYCTpHIO 5.0.
Baxwueiimeir muccueit Hunyctpum 5.0 sBisercss cOTpyJIHUYECTBO 4YeJIOBEKa W poboTa s
MaKCHUMAaJIbHOT'O HCIIOJIb30BaHMs MpeuMyliecTB o0oux. Bo MHOrMX HccieIoBaHUAX OLIEHUBAIACh
poJib POOOTOB B TOCTUHUYHOM OM3HEcE U UX 3(PPEKTUBHOCTH B TOCTUKEHUHU YJOBIETBOPEHHOCTH
KJIMEHTOB W TIOBBIIIEHWH KadecTBa oOciyxuBaHus. OJHAKO SMIMPUYECKHUE HCCIEA0BaHNUSA,
KacaloIlyuecss 4YelOBEYECKUX pEecypcoB, OrpaHHMYeHbl. TakuMm o0Opa3oM, IeNbl0  JTAHHOTO
MCCIIEIOBAHMS SIBIISETCSl U3yUeHHE MPEICTaBICHUI COTPYAHUKOB OTeJed O COBMECTHOH pabore ¢
poOoTaMu U BIAMSIHUS BHEAPEHUS! poOOTOB Ha OJ1aronoiayyue coTpyIHUKOB. MccneroBaHue OCHOBaHO
Ha TMOJNy-CTPYKTYPUPOBAaHHBIX HHTEPBbIO C pa0OTHUKAMU BBICOKOKJIACCHBIX OTEled B
ExatepunOypre, Poccusi. Pe3ynbraThl mokasanu, 4TO COTPYAHHUKH, KaK MPaBUIIO, MOJOKHUTEIHHO
OTHOCATCS K CEpBUCHBIM poboTam. Kpome Toro, coTpy JHUKHM ObUIA OCBEIOMIIEHBI O IPEUMYILECTBaX
U HEJIOCTAaTKaX CEPBUCHBIX POOOTOB M aCHEKTaX, KOTOPbIE MOTYT MOBJIMSTH Ha UX OJiaronoyydyue B
pesyabTare paboTel ¢ poboTamu. McciepoBaHue mpeanaraeT MPaKTUYECKUE MOCIEICTBUS AJs
yIpaBiIeHUs TOCTUHULIAMU U TaJbHENIINX UCCIEN0BAHUN ISl YUEHBIX.

KiarueBble caoBa: wunayctpus 5.0; coBmMecTHas pa®oTa COTPYJIHHUKOB U POOOTOB;

TOCTUHUYHBIN OM3HEC; CEPBUCHBIE POOOTHI; 0J1aronoiyqre COTPYTHUKOB.

JEL koawl: M12; 131; O33.
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BaaropapHocTu
HccnenoBanue puHaHCUpYETCs 3a CUET CTUIEHAMU B paMKaX COBMECTHOW HCIOIHUTEIIBHON

nporpamMmbl Mexxty Apadckoit Pecniyonukoii Eruner u Poccueid.

Jlutepartypa

1. Anens, A. bynymee unayctpun 5.0 B oOmiecTBe: OpUEHTHPOBAHHBIC HAa YEJIOBEKA DPEILICHMUS,
poOJIEMBI U TIEPCIEKTHBHBIC 00acTH uccnenoBanuii // Xypuan o6maunbix Berancienuii. 2022, 11
(1). C.: 1-15. DOI: 10.1186/s13677-022-00314-5.

2. Anekcuc, II. R-Typusm: 3HaKOMCTBO ¢ TOTEHIUAIBHBIM BO3JCHCTBHEM POOOTOTEXHHUKH U
aBTOMaru3aluu oOcmyxuBaHusi B Typusme // AwuHHanel yHuBepcurera OBuAMs, cepus
"Okonomuyeckue Hayku". 2017. 17 (1).

3. Aupmenkutd, X. VHTepBhIOMpOBaHHME Kak MeTOJ cOOpa JaHHBIX: KpUTHYECKuU 0030p //
Uccnenoanue B obnactu anriuiickoi muarBuctukn. 2014. 3 (1). C.: 39-45.

4. AnbBapec-Apoc, D. JI.; bepnans-Toppec, K. A. TexHnonorunueckass KOHKypeHTOCIIOCOOHOCTh U
HOBBIC TEXHOJIOTHU B MHAycTpud 4.0 u unnyctpun 5.0 // Anauc na Bpasuibckas akaneMusi HayK.
2021.93 (1). C.: 1-20. DOI: 10.1590/0001-3765202120191290.

5. bekeit, '.A. ABTOHOMHBIE POOOTBI: OT OMOJIOIMYECKOT0 BAOXHOBEHHUS IO BHEIPEHUS U KOHTPOJISL.
KemOpumxk, CIIA, nznarensctBo MaccadyceTckoro TexHonornaeckoro nacruryta. 2005.

6. bepesuna K.; Uugptun O.; Kobanoriay C. Po60OTHI, HCKyCCTBEHHBIN MHTEUIEKT U aBTOMATU3ALUS
o0ciry’)kuBaHus B pecTopaHax. B o6iactu poO0TOB, HCKYCCTBEHHOTO MHTEIJIEKTA U aBTOMAaTH3alluu
0OCITy’)KMBaHU B IyTEHIECTBUAX, Typu3me u roctuHrndHOM OnsHece (IlepBas pemaxmus. 2019. C.:
185-219). Dmepansa [Mabaumuar Jlumutea. DOI: 10.1108/978-1-78756-687-320191010.

7. Boysn, Jx.; Mopo3an, C. Ocreperaiitech HHAYCTPHUH TOCTEIPUUMCTBA: pOOOTHI MPUOINKAIOTCS
/Il Tembl rocTempuuMCTBa W TypusmMa 1o Bcemy wmupy. 2018. 10 (6). C.: 726-733. DOIL:
10.1108/WHATT-07-2018-0045.

8. Hakap K.; Aiikon III. [Tonumanue peakuu myTeleCTBEHHUKOB Ha POOOTU3UPOBAHHbBIE YCITYTH:
MOJXOJ K M3YYEHHI0O MHOXKECTBAa MPUMEPOB pOOOTU3UpOBaHHBIX oTeneil // KypHan TexHOmormit
rocrenpunmctBa u typusma. 2020. DOI: 10.1108/JHTT-01-2020-0015.

9. Yu, O. X.; denton, I'.; I'ypcoit, /. Mcnnons30BaHME yCTPONUCTB ¢ UCKYCCTBEHHBIM HMHTEJUIEKTOM
NP MIPEJOCTABICHUH YCIIYT: CUCTEMATHYeCKUil 0030p, 0000IIeHHEe U TporpamMma uccieoBaHuii //
KypHnan mapkeTuHra u MeHekMeHTa roctuHuyHoro ousneca. 2020. 29 (7). C.: 757-786. DOI:
10.1080/19368623.2020.1721394.

© K. Ghazy 18 DOI 10.34709/1M.191.21



Kypuanx «Human Progress» http://progress-human.com/
Tom 9 Bemyck 1 (ssaBaph-heBpans 2023) redactor@progress-human.com

10. Kommuns, I'. P. Yaydmenue B3anMOAEHCTBHS YelOBEKa U poOOTa B YCIOBHAX TOCTHHUYHOTO
ousneca /| MexayHapodHbiii 0030p rocturmuHoro Owmsmeca. 2020. 34 (1). C.: 61-79. DOI:
10.1108/1IHR-09-2019-0019.

11. Jemup, K. A.; leBen, I'.; Cesen, b. Uunyctpust 5.0 u coBMecTHas pabota yenoBeka u podora //
[Mporenypa uadopmatuku. 2019. 158. C.: 688-695. DOI: 10.1016/j.procs.2019.09.104.

12. T'annerra, A. OBnajeHue MOJYCTPYKTYPUPOBAHHBIM MHTEPBBIO M HE TOJIBKO: OT pa3pabOTKH
HCcCIIeI0BaHuMs 10 aHanu3a u nyoimkamun. 2013. 18. TIpecca Hpio-Mopkckoro yHuBepeuTera.

13. Ta3u, K.; ®epopoBa, A. Hnayctpus 4.0 u ynpaBieHHE 4YEIOBEYECKMMH peECypcamMH B
roctuarnYHOM OusHece // Yenoseueckuii mporpecc. 2021. 7 (2). C.: 1-14. DOI: 10.34709/1IM.172.1.
14. Xyan, J.; Yen, K.; Xyan, /{x.; Konr, C.; JIu, 3. BzaumopeiicTBue kiiueHTa u pod0Ta: MOHUMaHNE
KJIMEHTCKOTO OIbITa C CEPBUCHBIMH pobotamu [/ MexIyHApOIHBIH KypHAl TOCTHHUYHOTO
menemkmenta. 2021. 99. 103078. DOI: 10.1016/j.ijhm.2021.103078.

15. Mexnynaponnas ¢enepauust poodororexuuku. [maBa 1.2.1: Ompenenenue «CepBuCHas
POOOTOTEXHHKAY. [Tpu BHEJIPEHUU B CepBUC poOOTOB. 2016. 9. URL.:
https://ifr.org/img/office/Service_Robots 2016 Chapter 1 2.pdf.

16. Banos C.; BeOctep C. KoHuenTtyansHble OCHOBBI UCIOIB30BaHUSI POOOTOB, UCKYCCTBEHHOTO
WHTEJUICKTa W aBTOMATH3alUUA OOCTY)KMBaHUS B KOMIAHUSX, 3aHUMAOIIUXCS ITyTEHICCTBUSIMH,
TypU3MOM U FOCTUHHYHBIM Ou3HecoM. B: MBanos C., Bedctep C. (pexn.) PoOoThl, HCKyCCTBEHHBIM
WHTEJJIEKT U aBTOMAaTH3allsg 00OCTY>KMBaHUS B MyTEUIECTBUAX, TYpPU3ME U TOCTUHUYHOM OU3HEce.
N3narensctBo "DmMepanpa [abmummnar”, buarmu. 2019. C.: 7-37. DOI: 10.1108/978-1-78756-687-
320191001.

17. Banos, C. X.; Bebcrep, C.; bepesuna, K. Buenpenue poO0TOB 1 aBTOMAaTU3aIIUN OOCITYKUBAHUS
TYPUCTHYECKMMU W TOCTHHHYHBIMH KommanusmMu [/ TlepecMoTp Typusma | paclIMpeHHe
BosMmoxkHocteil. 2017. 27 (28). C.. 1501-1517. Hoctymuo mno aapecy SSRN. URL:
https://ssrn.com/abstract=2964308.

18. UBanos, C.; Celturorny, ®.; Mapkosa, M. OTHOIIEHIE MEHEHKEPOB OTEJIECH K UCTIOIB30BAHHIO
pOOOTOB: MOAX0J’ OCHOBaHHBIM Ha CMelIaHHbIX Meronax // MHbopMaloHHBIE TEXHOJIOTUU H
typusm. 2020. 22 (4). C.: 505-535. DOI: 10.1007/s40558-020-00187-x.

19. UBanos, C.; Bebcrep, C.; 'apenko, A. OTHOIIIEHUE POCCUMCKON MOJIOACKH K MOTEHIINATEHOMY
MCIOJIB30BaHuI0 poboToB B orensx // Texuomormst B obmectBe. 2018. 55. C.: 24-32. DOI:
10.1016/j.techsoc.2018.06.004.

20. JxaBaun, M.; Xanum, A.; Cunrx, P. I1.; Xak, M. W. V.; Paitna, A.; Cyman, P. Unnyctpus 5.0:
noreHnuanpHpie npumenenus npu COVID-19 // KypHan NpOMBIIUICHHOW WHTETPAllMd |

menemmkmenTa. 2020. 5 (04). C.: 507-530. DOI: 10.1142/S2424862220500220.

© K. Ghazy 19 DOI 10.34709/1M.191.21



Kypuanx «Human Progress» http://progress-human.com/
Tom 9 Bemyck 1 (ssaBaph-heBpans 2023) redactor@progress-human.com

21. Kyo, K. M.; Yen, JI. C.; Uenr, K. FO. Uccnenyem MHHOBAIIMOHHBIA CEPBUC C MOMOIUIBIO
TOCTUHHYHBIX p0oOOTOB // MexayHApOIHBIH KypHAT COBPEMEHHOIO TOCTHHUYHOTO MEHEIKMEHTA.
2017. DOI: 10.1108/IJCHM-08-2015-0414.

22. JIn, JIx. x.; boun, M. A.; I716, b. X. OcBeoMIIEHHOCTh COTPYTHUKOB OTEJISI 00 HCKYCCTBEHHOM
MHTEIUIEKTE U POOOTOTEXHUKE U €€ BIUSIHHE Ha HAMEPEHHs 110 TEKyUECTH KaJPOB: CACPKUBAIOILASL
pOJIb  BOCIIPUHUMAEMOW OPTraHU3AIMOHHOW MOMJIEPKKU U KOHKYPEHTHOIO MCHUXOJIOTHYECKOro
kiaumara // Yrpasnenue typusmom. 2019. 73. C.: 172-181. DOI: 10.1016/j.tourman.2019.02.006.
23. Jlun, K. [Ix.; Jlykogono, P. I1. YcToiiunBoe COTpyIHUYECTBO YEIOBEKA U POOOTA, OCHOBAHHOE
Ha kiaccudukanuu yenoBeueckux Hamepenuid // YcronumBocts. 2021. 13 (11). 5990 c. DOI:
10.1016/j.tourman.2019.02.006.

24. Jly, B.H.; Buptn, [Ix.; Ky, B.X.; Ilanyx, C.; I'pybep, T.; Maprtunc, A.; [larrepcon, I1.I.
CepBucHble poOOTHI, KIUEHTHl M OOCIY)KMBAIOLIUN MEPCOHAT: Y€MY Mbl MOXKEM HAy4dUThCS W3
aKaJIeMUYeCKOM JTuTepaTypsl U re ecTh mpodesni? // Kypuan treopun u npaktuku cepsuca. 2020. 30
(3). C.: 361-391. DOI: 10.1108/JSTP-04-2019-0088.

25. Mannukynra, [LK.P.; ®am, K.B.; [Ipabanesu, b.; {una, H.; [leB, K.; 'agexanny, T.P.; Pyou, P.;
Jlusnare, M. Unaycrpus 5.0: O630p nepcreKTUBHBIX TEXHOJIOTUHN U MOTEHIIUAIBHBIX PUMEHEHHH
I/l Kypuan mnpomsiiuieHHOW uHpOpManmonHod wuHTerpauuu. 2022. 26. 100257 c. DOI:
10.1016/j.Jii.2021.100257.

26. Makkaptay, [I'.; MaxkkaptHu, A. Bo3BbllleHME MalIMH: HAa IYTH K KOHUENTYyalbHON
HCCIIE/IOBATENIbCKOM 0a3e CEepPBUCHBIX POOOTOB ISl MHAYCTPUH TOCTENPUUMCTBA U Typusma //
MeXIyHapoJHBIH  KYpHAJ COBPEMEHHOTO roctuHWYHOro MeHemkmenta. 2020. DOI:
10.1108/1JCHM-05-2020-0450.

27. Menayre-KaBansyckuene, U.; Curnem, C.; Wwnms, B.; Jasunasuutoc, C. BiusHue Bocipusitus
Ha HAMEPEHHE HKCIOJB30BaHHsI CEPBHCHOTO po0oTa: HcclenoBaHue-onpoc B chepe yciyr //
VYeroitunBocts. 2021. 13 (17). 9655 c. DOI: 10.3390/su13179655.

28. Opnosa E. B. IlpoexTupoBaHHME JIMYHOCTHBIX TPAEKTOPUH MNPO(ECCHOHATHLHOTO Pa3BUTHUS
COTPY/JIHUKOB B 001IecTBe 3HaHUil B pamkax Industry 5.0 // Conmansabie Hayku. 2021, 10 (11). 427
c. DOI: 10.3390/s0csci10110427.

29. Oznemup, B.; Xexum, H. Poxxnenne naayctpun 5.0: OcMmbIciieHre OOTBITNX JAHHBIX C TTOMOIIBIO
HMCKYCCTBEHHOIO MHTEIIEKTa, “‘MHTEPHETA BEIIEH W TEXHOJOTMYECKOM IOJUTUKH CIEAYIOIIETO
nokosienuss // Omics: »xypHan wuHTerparuBHoM Owonormu. 2018. 22 (1). C.: 65-76. DOI:

10.1089/0mi.2017.0194.

© K. Ghazy 20 DOI 10.34709/1M.191.21



Kypuanx «Human Progress» http://progress-human.com/
Tom 9 Bemyck 1 (ssaBaph-heBpans 2023) redactor@progress-human.com

30. ITak X.; [I3sa C.; JIu O. K. I.; Yanr FO. M3yuenne npuBieKkaTeIbHOCTH CEPBUCHBIX POOOTOB B
HHJIyCTPUU TOCTENIPUMMCTBA: aHAJIM3 OHJIAHH-OT3bIBOB // I'paHuIlbl WHPOPMAIIMOHHBIX CHCTEM.
2021. C.: 1-21. DOI: 10.1007/s10796-021-10207-8.

31. MMunnau, C. I'.; Xangopan, K.; Ceo, V. C.; Kum, V. I'. COVID-19 u roctuanuHbIi 6u3Hec 5.0:
[lepeocmbicieHne TOCTHHUYHBIX omeparmid //  MexayHapoaHbld KYpPHaI TOCTHHHYHOTO
menemkmenTa. 2021. 94. 102869 c. DOI: 10.1016/j.ijhm.2021.102869.

32. o, X.; JIu, M.; lly, b.; baii, b. [ToBeImeHne kauecTBa 00CIy>KMBaHUS C TOMOIIBIO CEPBUCHBIX
pOOOTOB: TOCPEIHHYECKAsT POJIb B YCTAHOBJICHHMM B3auMornoHumanus // KypHam MapKeTuHra u
MeHeDKMeHTa roctuaruHoro ousneca. 2020. 29 (3). C.: 247-268.

33. Peiic, [Ix.; Menao, H.; CansBanopunso, JIx.; Coapec, b.; Pozere, A. CepBucHbie poOOTHI B
HHJIyCTPUH TOCTENPUUMCTBA: pumMep otelist Henn-na, Sinonus // TexHosorus B oomiectse. 2020. 63.
101423 c.

34. Camamna, H.; Karkam, b. C.; bemutamkxonnaa, P. C.; Ponpurec, P. B. Biusiaue uckyccrBeHHOTo
HHTEJUICKTa U POOOTOTEXHUKU B CEKTOpe TypusMa: kputuueckuid B3rsia // XKypuan Oymyimero
typusma. 2020. DOI: 10.1108/JTF-07-2019-0065.

35. Ceiiurorny @.; Banos C. KoHuenTtyansHas OCHOBa MPOSKTUPOBAHUS CUCTEMBI TIPEJOCTABICHUS
YCIOyr Ui TOCTUHHYHBIX (GHUpPM B (IIOCT-) BHPYCHOM MHUpE: pOJIb CEPBHCHBIX poOOTOB //
MesxTyHapO HBIH KypHAT rocTuHIYHOT0 MeHepkmenTa. 2020. 91. 102661 c.

36. Cunnxsanu P.; Appumu C.; Kymap A.; banaiituc A.; Jlytpa C.; Cunrx II. JI. Moxer au
uHAyCcTpus 5.0 MPOM3BECTH PEBOJIOIMIO HAa BOJIHE >KU3HECTOMKOCTH M CO3JaHMs COLMAIbHBIX
IeHHOCTeH? MHOTOKpUTepHaIbHas CHCTeMa IS aHau3a (JaKTOPOB, CIIOCOOCTBYIONIMX Pa3BUTHIO //
Texuonorust B oomectse. 2022. 68. 101887 c.

37. Cmunc, Ix.; Haiixonwm, C.; bepkepc, X. Po6oTsl Ha paboueM mecTe: yrpo3a Uil BO3MOXXKHOCTh
amst 3HauuMoi padotel? // dunocodust u rexuomnorus. 2020. 33 (3). C.: 503-522.

38. IlIpuBacraBa, A.; Tomcon, C. b. Pamounsiii ananu3: VccnenoBarenbckas 3amucka // XKypuan
anmuHUCcTpupoBanus U Governance. 2009. 4 (2). C.: 72-79.

39. Hapyuu, I1.; Makpuc, C.; Xpucconypuc, I'. O630p B3auMoaelcTBUs yeloBeka W podoTa U
npoOJIeMbl, CBS3aHHBIC C TUIAHUPOBAHMEM 3a/ady W mporpammupoBanueM // MexTyHapO HbIH
KypHaJ KOMIIBIOTEpHO-UHTETprUpoBaHHOTO pom3BozcTBa. 2016. 29 (8). C.: 916-931.

40. Tyomu, A.; Tyccagua, WU. I1.; ltueameru, [x. [IpuMeHeHne W MOCHEACTBUS CEPBUCHBIX
po6otoB B chepe rocrenpurmctsa // Cornell Hospitality Quarterly. 2021. 62(2). C.: 232-247. DOI:
10.1177/1938965520923961.

41. Baran, A.; Jloran, C. Uto coTpyaHUKHA OTENs TyMarOT O CEPBUCHBIX poOoTax? KadectBeHHOE

uccnenosanue B Typrmu // TlepcniektuBbl ynpasnenus typuszmom. 2021, 37. 100775 c.

© K. Ghazy 21 DOI 10.34709/1M.191.21



Kypuanx «Human Progress» http://progress-human.com/
Tom 9 Bemyck 1 (ssaBaph-heBpans 2023) redactor@progress-human.com

42. Crwoit, X.; Jly, FO.; ®orens-Xoitzep, b.; Ban, JI. Unayctpus 4.0 u Unnyctpus 5.0 — 3apoxaeHue,
koutenuus u Bocupustue // Kypuan npoussoacreennsix cucrem. 2021. 61. C.: 530-535.

43. 10, C. YenoBekonomo0HbIe pOOOTH KaK PAaOOTHUKW TOCTHHUYHOW MHIYCTPHH: TEMATHUYCCKUN
KOHTCHT-aHaJIu3 OHJIalH-0T3bIBOB // JKypHan MapkeTHHra ¥ MEHEPKMEHTAa TOCTUHHYHOTO OM3HEca.
2019. DOI: 10.1080/19368623.2019.1592733.

44. Yxyn, JI.; Yxan, X.; Ponr, JIx.; Yan, X. K.; Cs0, JIxk.; Konr, X. [loctpoenue u sMmoupuieckoe
UCCIICIOBAaHME MOJICIIN MPHHSTHS CEPBUCHBIX POOOTOB, IPUMEHSAEMbIX B TOCTUHHUYHOMN HHIyCcTpuu //
CucTeMbl TPOMBIIIICHHOTO yIpaBieHus u nepenaun aanubix. 2020. 121 (6). C.: 1325-1352. DOI:
10.1108/IMDS-11-2019-0603.

KonTakTbl

I'a3u Xanenq Moxammen Dnbprab0ax

VYpansckuii enepanbHblii yHHBepcUTeT mMeHH mepBoro Ilpesuaenta Poccum B.H. Enpnwnaa,
VYuusepcurer Xenyan, Kaup, Eruner.

19., yn. Mupa, 620102, Exarepun0ypr, Poccus

ghazyfth@gmail.com

© K. Ghazy 22 DOI 10.34709/1M.191.21



