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A literature review on service failures of intelligent hotel service robots: categories, causes,
and remedies

Shan Xiaoqian

Huagqiao University, China Fujian Quanzhou 362021

Abstract: Various service robots have become crucial equipment for smart hotels to enhance daily operational
efficiency. However, errors committed by robots during service can significantly diminish the service value brought
by intelligent devices. This paper summarizes existing relevant research materials, clarifies the definition and specific
classification of service robots in smart hotels, and categorizes four types of robot service errors: equipment function
issues, human-robot communication issues, security and privacy issues, and system integration issues. It then analyzes
various causes of these errors from four perspectives: equipment technology, product design, hotel operations, and
consumer customers. Subsequently, it outlines solutions such as immediate remedial measures, backend system
upgrades, and hotel operational control after errors occur. It also explains relevant conditions that can affect the
effectiveness of remedial measures. Finally, it summarizes the strengths and weaknesses of existing relevant research,
provides directions for further in-depth research, and offers basic theoretical references for hotel management and
control of robot service work.
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