Tourism Management Studies = ATU
Vol(issue), PP. OMd
.atu.ac.ir

DOI:

The role of personalization and customization of
services in the Iranian hotel industry based on the
perspective of managers; Grounded theory model

Assistant Professor, Department of Tourism
and Hospitalit}/lanagement, West Tehran
Branch, Islamic Azad University, Tehran,
Iran.

Mohanna Nikbin* Director of Tourism
Creative

est Tehran

Branch, Is , Tehran,

Iran.

Associate Pro
RICHT, Tehran, Ir

Bahar Beishami ourism  Group,

Abstract

Thiss and customization in Iran’s hospitality
spectives. In today’s competitive market,
these strategieS\enhan er experience, satisfaction, and loyalty,
i ive advantage. However, their implementation
sufficient technology, limited employee skills,
and financial constraints. The underutilization of
agement (CRM) systems and data analytics further

delivery.

faces challenge
resistance to chang
customer relationship
limits personalized serv

Using a constructivist| grounded theory approach, data were collected
through semi-struct interviews with 17 managers and analyzed via
MAXQDA software in three coding stages. Findings indicate that
personalization remains underdeveloped, yet managers recognize its
importance and are making efforts toward implementation.
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For effective adoption, investment in data-driven technologies, staff
training, and customer engagement is essential. This study presents a data-
driven model for personalization in Iran’s hotel industry, offering insights for
managers and policymakers to improve competitiveness and service quality.

Keywords: customization, personalization, hospitality ~services, hotel
managers, grounded theory.

Extended Abstract

1. Introduction )

The hospitality industry has undergone significant tran
evolution of digital technologies and increasing
Personalization and customization have emerged as essential str
guest experiences and fostering customer loy
have successfully adopted these strategies, ustry faces

mations due to the rapid
expectations.
ies for enhancing

inadequate technological infrastructure, a lack of ment systems,
and managerial resistance.

Given the competitive nature of the hospitality market, ting personalization
i omer satisfaction and
managerial perspectives
vercoming industry-specific

contribute to sustainable growth:
and identifying practical solUfibns
challenges. A\

A\
2. Literature Rev&
Personalization tailors sehwi omer preferences, while customization
allows guest§to modify servi enhance service quality and satisfaction in
global hotels. rsonalization fosters exclusivity, increasing

engagement and
tailored experie
cultural barriers, li
most rely on traditiona
research gap by examini
industry, providing a locali
service strategies.

d big data help predict preferences and deliver
r, lranian hotels face technological, financial, and
ption. Unlike global chains using Al-driven analytics,
odels, restricting customization. This study addresses the
personalization and customization in Iran’s hospitality
d framework for effective implementation and improved

3. Methodology

This research employs a qualitative approach based on grounded theory to explore
hotel managers' perceptions regarding personalization and customization. Data were
collected through semi-structured interviews with 17 hotel managers and industry
experts with direct experience in personalized service delivery. Participants were
selected using purposive and theoretical sampling to ensure diversity in perspectives.
Interviews lasted between 45 to 60 minutes and covered themes such as the extent of
personalization and customization practices, challenges in implementation, and
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potential benefits for customer satisfaction and business performance. Data analysis
was conducted using MAXQDA software in three stages: initial coding (identifying
key themes), axial coding (categorizing themes into broader concepts), and selective
coding (developing a conceptual model for service personalization in Iran’s
hospitality industry).

4. Results

Findings reveal that personalization and customization remain underdeveloped in
Iranian hotels due to organizational and systemic barrys. Key challenges include:

Lack of Technological Infrastructure;
Managerial Resistance and Misconceptions;
Rigid Bureaucratic Structures;
Limited Customer Awareness and De
Financial Constraints.

Despite these barriers, some hotels have started integrati lization strategies

through:

e Data-driven service magdels utilizing @

e Employee training progr. !@ i stomization.

e Loyalty and rew@s gra i peat visits.
Hotels that succesﬂlﬁ tion experience increased guest loyalty
and competitiveness, ‘ugh wi ption remains slow due to financial and
manageriai@ations.

Tablel

Key Themes, Rel nd Sample Quotes from Participants

Sample Quotes from

Core Category elated Initial Codes Participants
- sence of customer "We have customer information,
1 Role of d management but no tools to analyze it and

stems (CRM) - Lack of determine what services to offer
customer data analysis next time." (P06)

for service optimization - "We only record basic details like
Weak digital names and phone numbers, but no
infrastructure in hotels  data on preferences.” (P04)

2. Absence of - No record of customer
Customer stay history - Manual and
Information Systems traditional guest data
and CRM management - Lack of an

Technology and Big
Data in
Personalization

"When a returning customer
arrives, we have no record of their
previous stay." (PO7)
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Sample Quotes from

Core Category Related Initial Codes Participants

integrated customer "Most front desk staff only record

database reservations and do not collect
customer preference data.” (P15)
"Some managers see

-Personalization
perceived only as "good
customer service" - Lack

personalization as an unnecessary

expense, whereas it is actually an

3. Managers’ ; . investment in customer loyalty."

Misunderstanding of of strategic planning for (PO?"In advanced markets, hotel
a

Personalization pers_onalization ... ma invest in
Resistance to digital . X
ion systems, but in

transformation and o R
. . et is still missing.
innovation

- Complex
regulations  restricting p
personalization i
Traditional and rigid

ministrative
impossible to
changes in
ices." (P14) "In
¥ organizational
not align with real
needs, making
nalization difficult.”" (P17)

el managers are still
reluctant to invest in CRM systems
0 because they don’t see the direct
tion impact.” (P08) "When given a
smart choice between physical
costs of renovations and digital upgrades,
g CRM and most managers choose
renovations." (P05)

"Some employees don’t
understand the specific needs of
foreign guests and just follow a

4. Organizational
and Bureaucratic
Challenges

Employees lack
icient training for

onalized services -

6. Lack of Employes ¢ desk staff resist generic, formal approach.” (P09)

Training for . - .
. . .~ "If staff were trained to recognize
Personalized C es in  service
; : customer preferences,
Services elivery - Absence of a

personalized  service quality

customer-centric culture ; S J
would improve significantly.

among employees

(P13)
7. Lack of Customer - lIranian travelers are "In developed countries,
Awareness and unfamiliar with customers expect tailored
Demand for personalization - services, but in Iran, this concept
Personalized Customers prioritize is still unfamiliar." (P16) "Most

Services price over service quality customers do not realize that
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Sample Quotes from
Participants

- Lack of customer personalization means receiving

culture in requesting services specifically tailored to

personalized services them.” (PO7) "lranian customers
mainly seek lower prices, and
personalization is not a priority
for them.” (P01)

Core Category Related Initial Codes

5. Discussion )

Findings highlight the importance of personalizatio d customization in
challenges in fully adopting these strategies. i quire strategic
intervention:

- Technological Limitations;
- Managerial Perceptions and Resistance to Chal
- Financial Constraints;
- Organizational and B
- Workforce Readinesg.an

Customer Awareiss dC

6. Conclusion
\“

Personalization arf@customiza the potential to transform Iran’s hotel
industry by i creasing customer retention, and fostering
competitive ccessful implementation requires strategic
investments in t development, and customer engagement.

. ;

[ ]

o ;

o ness Campaigns;

e Collaboration with Technology Providers.
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