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Abstract:

This study explores the role of personalized guest experiences in enhancing customer
satisfaction and loyalty in five-star hotels. Relying on a hypothetical analytical model based on previous
research, the study combines quantitative and qualitative methods to assess how service personalization
influences guest perceptions and behaviors. A questionnaire was designed for hotel guests to evaluate
the effectiveness of personalized services, while interviews with staff and managers provided deeper

insights into operational practices.

The results indicate a strong correlation between personalization and increased guest
satisfaction and loyalty. The findings also highlight the importance of balancing technological tools with
human interaction to create unique and emotionally engaging experiences. Moreover, the study

identifies key challenges related to data privacy, staff training, and resource allocation.

The research concludes that strategic investment in personalized experiences can offer a

competitive advantage in the luxury hospitality sector and recommends further studies focusing on real-

world implementation and cultural differences across regions.
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