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• Context first, welcome to the Netherlands!



Hospitality is of great 
importance to the Dutch 
economy…

...but there are serious 
challenges

● 8th largest sector based on GDP 
contribution

● 500,000 – 800.000 employees 
● 40 million tourists in NL p.a.
● >20mio. hotel nights in Amsterdam p.a.

●Digital disruptions: online delivery 
services, service robots, automation

● Social disruptions: unethical 
behaviour, workforce shifts to other 
industries, staff shortages





MASTERS OF SUSTAINING 
INNOVATION



sustaining innovation


sustainable innovation



DISRUPTIVE

unlock new opportunities

reach new customers

make offerings simpler, more affordable

SUSTAINING

make current business more efficient

focus on current customers

aim for higher margins



NICHE MARKET

MASS MARKET

ESTABLISHED 
BUSINESS MODELS

TECHNOLOGY



HOW DOES 

DISRUPTION 

LOOK LIKE?







BREAKING THE
"REPLICATION TRAP"
IN HOSPITALITY



(Hospitality robots, machines, …)



Restaurant robot
Sea Palace, Amsterdam



Room service robot
Aloft, Dublin



Hybrid setting

No difference in 
Guest Experience

Higher expectations 
towards human host



6/12/2024

Different scenarios

Higher service 
productivity

Worker experience 
negatively impacted



A multi-disciplinary cooperation



HIGH-TECH OBSESSION VS.
LOW-TECH POTENTIAL



(AR, VR, XR, … you name it!)



A lot is happening…









Our industry needs…



No one reads the SOPs, we need to digitalize the SOPs
(HR manager, Amsterdam hotel)

Our foreign housekeepers do not speak English. A more visual 
solution is needed
(Housekeeping manager, Amsterdam hotel)



Low-end immersive 
trainings

Reduction in error 
rates

Higher levels of 
confidence



EMBRACING TECHNOLOGY OR 
LOSING COMPETITIVENESS





🌷



Without AI With AI, but without training With AI and prior training
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 completed 12% more tasks
 were 25% faster 
 achieved 40% better results

…than people without the use of AI.

* Universities: 
Harvard Business School, MIT Sloan, 
Wharton School and Warwick Business 
School

Knowledge workers who use AI 





LET’S CONNECT?

Dr. Alexander Lennart Schmidt
Hotelschool The Hague

a.schmidt@hotelschool.nl
+31 6 18567695


