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This research aims to discover the nature of the impact and correlation
_ between the Internet of Things (IoT) and customer satisfaction. The research
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literature gap between Internet of Things technologies and customer

satisfaction in first-class hotels. This research relies on the descriptive-
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Internet of Things affects customer satisfaction in first-class hotels. Internet of
Things technologies also play an important role in improving customer

'If]‘:g’n‘]’;ogﬁ:hings satisfaction by providing customized services that meet their individual needs.
artificial intelligence, Smart lighting and temperature control applications can enhance the comfort
chat bots, of customers in hotels and increase their feeling of personal attention, as well
Customer satisfaction. as improving the customer's experience of staying at the hotel.
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Central and noncentral distributions Protocol of power analyses
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Type of power analysis
A priori: Compute required sample size — given o, power, and effect size v]
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Gl Jelae dad o) (2) dsax meas ) (Al Khazraje, 2024) Gy aslony!
e S Adle A g (0.827) caly cLi¥) cuipml oY) uiall (Cronbach's Alpha)
e (s (B el ol (ebiie Chid deadd Jle bl 359 e Ju L (0.700)
Sld e s Lo Adle Zas s (0.931) ajliie cildl) alas a5l Liay i) il
(0.919) Lok culS ddle i Jalas dad LY il Jane Cilaasg WS caulil) uiial
oyl el 138 e (e il (1) Jsaad) b dnnga LS

Llawy) iyl (Cronbach's Alpha) clall jlaal m5t (1) Jsas

Average Variance
Extracted (AVE)

Composite
Reliability

Cronbach's
Alpha

Variable

0.748

0.757

0.827

cLud syl

loT

0.821

0.937

0.931

sl ba

CS

0.802

0.801

0.794

2 i)l 53 52l

EQ

0.850

0.940

0.954

< 0l sasal

PQ
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0.919 i) i Jame

SPSS V26 cils it Hraall @l

Al 3 Sllay hasl Juladll e

iad a9 (3.796) sl B cLi¥) copml jund gleall haagl) dad o) (2) Jeaall ela
A e (BB st anie cLaY) o e 134 (3) il Tl et (g ST Algia
Cogl i ahaa o Al Gl K5 Algie s 2y (1.050) (@haddl Calay)
(skewness and kurtosis) mhiilly /sl Jdalas aid o) (2) Jgaadl sedan WS ol
Mad s eLadW) Cupml (ubie i@ o) @) Lxhlly Agdal dgaall e lgnen o
cban¥) dalaill sals Lebaay Lo 1385 Gadiyll uiial

-

(10T) oLy} il aaagl Julail (2) Jpos

ST Mean Kurtosis Skew Min max Variable
1.030 3.942 1.241 -1.235 1.00 5.00 lIoT1
1.136 3.700 -0.112 -0.767 1.00 5.00 10T2
1.059 3.405 -0.338 -0.384 1.00 5.00 10T3
1.124 3.442 -0.264 -0.532 1.00 5.00 loT4
1.023 3.768 0.914 -1.020 1.00 5.00 10T5
1.071 3.779 0.477 -0.933 1.00 5.00 10T6
1.076 3.658 0.233 -0.828 1.00 5.00 10T7
1.143 3.242 -0.859 -0.079 1.00 5.00 10T8
1.082 3.937 1.250 -1.241 1.00 5.00 10T9
0.892 4.421 5291 .0211- 1.00 5.00 10T10
0.963 4.389 1591 .0371- 1.00 5.00 loT11
1.008 3.879 0.947 -1.005 1.00 5.00 loT12
0.351 Std. Error of Kurtosis 0.176 Std. Error of Skewness
1.050 3.796 Total

SPSS V.26 zaliy &ls jaa 1 jradll
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Ugia Ao a5 (4.186) il B ()l Liay juaial luad) Jacsgll Zad o) (3) Jaal) el
fi o B G san dsie SLaY) o G 13y (3) o) gl dad e LS
(sl Loy il alane o Al Gl 2S5 dlghe s 25 (0.986) (gluadd) Calaiy)
gras aiis (skewness and kurtosis) mbiilly ¢/l Jalas ad o (3) Jgaal) jeda WS
Lo l3ag ol Ly cubia Sab i aba¥) i ) (o) Gpmaallly Algiiall 3g0al) (e
.‘._.;1\.44;\2“ Jalall sials Lglaan

(CS) Gl Liay puaial ghasl) sl (3) Jsan

ST Mean | Kurtosis | Skew Min Max Variable
0.931 4.363 1.715 -1.858 1.00 5.00 EQ1 EAPEN]
0.927 4.374 1.414 -1.819 1.00 5.00 EQ2 A
1.015 4311 1.648 -1.729 1.00 5.00 EQ3
0.986 4.274 1.341 -1.811 1.00 5.00 EQ4 =Q
1.034 4.300 1.719 -1.762 1.00 5.00 EQS
0.960 4.305 1.036 -1.733 1.00 5.00 EQG6
1.012 4.053 1.000 -1.128 1.00 5.00 PQ1 33 5al)
1242 | 3726 | -0.491 | -0.687 | 1.00 5.00 PQ2 Al
0.878 4211 1.141 -1.516 1.00 5.00 PQ3
0.991 4.116 1.461 -1.258 1.00 5.00 PQ4 PQ
0.922 4.168 1.438 -1.448 1.00 5.00 PQ5
0.939 4.037 0.879 -0.964 1.00 5.00 PQ6
0.176 Std. Error of Skewness 0.351 Std. Error of Kurtosis
0.986 | 4.186 Total

SPSS V.26 zaliy Gls jas 1 jradll
T 2 O 1Y L jlad) dapdal) Al jlad) Caagy (Al-Khazraje et al., 2023) Ly
sladl aifiy Llad Bydiie bl o) (3) JSal eday Laminal o Aoyl clysiall laaiY)
O gt ¢f oS A el sl Jaai o e Ju 13 5 e Sl au)l e (gl ol

Aoanhall Al ()il 4 Graph PP Plot lassy) # 36
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s @iy Bla) dle aag) o pan Al ) Ll Al Jod (4) sl el

cipiall o BN Ll it (4) Jsas

A< Hadl) 52 gal) a8 giall 33 gal) Os L eLdV s i) Pearson Correlation
PQ EQ CS loT
1 10T iyl syl
1 706** CS sl la,
1 .929** 674** EQ 48 siall 33 52l
1 .668** .896** 611** PQ 4S_adll 3asall
190 N

Correlation is significant at the 0.01 level (2-tailed) **

SPSS V26 s jha i jadll

{00 Ze ) o) o (4) ol el

(EQ) dadgidll sa5all (I0T) sld¥) il G ddlas) Ao b Lls) 4Dl 25 -
Om b b)) 2gag Kal (**0.674) Llo) daig (0.01) Lsies g5ine 2ic
Aadgiall sagally i1 co il
(PQ) A<)ad) sagally (I0T) elLd¥) cujul o ddilas) AVs @l Lala)) 4le a9 -
O b Lalo)) 2gag gl (**0.611) Lls)) daisg (0.01) dsine (g5ine xic
Al Bagally £l )

sl cluad JLal) e

OSar g ¢ il (gluaal) Uadlly Jaadl) R2 5 R2 5 R (5) bl Joaall 8 bl <jeld
R dad ) (5) dsxall miags cunad) Glily e plasi¥) z3gad 38160 (o2 sl Lgaladiial

Ol Ly (A g Ll cagml of et sas dad a9 (0.495) caly 3 Aaad) Square

LS il Aahall b Wplas) 2 o (gal dalse ) adid dkssel) Ll Wy (%49) dausy
Dl Sl Jlasd) ba o) s g Adgaal) Aedl (e LS) dadind (186.357) des o)

379




d by el Ligias Je Ju L (0.05) oo S8 585 (0.000) xie 38 (s5isn g
isle pai ) Al Al daa il Jod
CS Ggiill Liayg IOT clLud¥) iyl gy dilanl AN 53 lag) 8l aag :H2

Gsll Ly b ebad¥) cungl il adle lad) (5) Jsas

Decision |  Sig F Std. Adjusted R R Model
Error of | R Square | Square
the
estimate

Accept | 0.000 | 186.357 | 0.48012 0.495 0.498 .706a H2

SPSS V26 cilajia : jradl

el Al Lucaydll (e Al duepll il il LAY saaid) lasiV) Allee aladial 2
sasall b oLd¥) cuml b pads s (1.435) @il (B) Lw dad o) (6) Jsaal
e S (6.109) Jlakes (1) Lhos) dad caly 25 (0.05) (o 8 disina (gsin 2ic dadgial
Lcydll dumpdll Jin Jally lguginag A0l )k Lol Sloal a3 Ally dsaall Ll
fle ot Al (A

(EQ) dadgiall s35all (I0T) cLad¥) il om aladd (spine 5Bl ang tH2-1

G el cugnl b Gai Al (0.760) il (B) L dad o) (6) Joaall jeda WS
(12.499) Jssas (t) Jlod) dad caaly 385 (0.05) (o JB) Ligina (g5in die ASH0dl) 535al)
ozl Jan (s Wginas A dupla Lad) Sloal a3 (Alls ddgaall daidll (e S
fle ot Al (JoY) dae il

(PQ) A2l 535alls (IOT) eLad¥) i) cp la) (sine il a0 :H2-2

gasall dpmi jlsal (6) dsa

Decision Sig. Standardized Unstandardized Path Hypoth
Coefficients Coefficients Relationships esis
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t- statistics Beta Std. Error B
Accept 0.000 6.109 0.611 0.235 1.435 loT-> EQ H1-2
Accept 0.000 12.499 0.674 0.061 0.760 loT-> PQ H2-2

SPSS V26 s jis i jaadll

ralatinugy .5

Tl sls el (e degane ) Jall Gad) Jag

Gl Laays 10T olad¥) oyl ol gaada ( Jalsiyly i) A8Dke 99

Loy (et b Laga 190 caali L) i) il of Jlall Gand) il gl
lidatl (Ko 3 Bl aglalial o daadie Glas pig DA Ge G
O gy 3l (& Gl Aaly e a3 O Blall dayag selial) 3 ASH Sl
L raddl) alaaYh a8 )5l

Aasinls Gudll Lbadnl 5ol et 8 selay fLdY) o) @l sadiu) o
Jusndrl) CallSsg 28Ul Dlgind Qs b aaled A8 bl 3y dalail Jia il
i) dalles b £SD Aalail slaiely o) Aial Glead aa ASY) ) Aalaily
il e iy Adall AdmaY) e i Aald Chediee e Ciall Cadang
olad) L)l e (Ao blag) (Saing sasalls L3 Guleas) (e iy Aol il
adiall daaal)

O ) AR a3l dupas b Lala Lladd ee oLdV1 i) aladnd) ey
Bea) b S el lariS agilalin) ae delill desyy 2S5 @ilerd an Dl
O g Glaglaa jigg LKA Al Clguln & Caguiall Sgal Jayy Cajrll Jal
Oty G Al uaad el S SN Gaall clindaiy ddaudll Gleadll
sl my Laapll e S JSA
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Ot (B € IS0 agen e seaid) a8 8 oLl cum) bl aladid o) e
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llead 8 5uS Gl 30 oY) Al ol Sa cdaaliall Cilias) )
Adluall Gow (8 Lghndls i

raluagll .6

et Ciliagill (e e game aial (oKas Casgal ) eDladlly Jal) dadl g e 2l

Jal&s lacal Lnglgi€all Agaall Ladl joghaiy Guaad & i) Gudll e oy o
Glaaylly Bead) (@l dakal Guoan oy Jody oldY cogul clail Jlad
dasdll Jualie paen b oLt sl el Aleaaly LSY @kl aeal 403U
Geiatg Ogill Ayt Cpeaty LlailY) sabyl deadl) jedbe L) dalds st
cagadl Ll

Sl aladie) e AaE) agihlee gk cpilaga) vy Alaia¥) adl sla) e e
Gy e IS Laaa s Lagd oKl oda (e ALlS saliiud (lecal cldYI
pd e Oatbasall (Sl dae g el g duanadie dayl Glyed add (Sa LY aa
Adlady Baaall calual) alassalg

UL Dleal haad) el Al Glamlin) 3w, pols Gudl 5 o ay e
Ol Gl et (Ke agdeSll L) Adle Glecay LN dadsl)
Sy Al g bl i) 038 (e e3aS Jldll e CadSH dalaily syl haal)
CGull ek gal Ayl 3ylgall 8y iy LW KA Cinlsgl

382



CDlaady bl Jalanl sl i) Gl lgaaad Al bl pasial oSa e
Lo Jie (A Ly (o a3 duarade ciledd ati b sl o oS 138 L))
(gl aSailly LS selial) phadialy sl Ol Lo ely bl Bha day
iLil dpadd Cluas i & (B3 i) saelad)l cligg )l clexdy
Gils jide aiy dogadll Glhbliill dawmdie GlGE )8 o) Al cleadll
S @by s Al daludl Gilgaglly ae Uadll

gl Jen Bpaicas lliadle pead G Ly uld clpdl aladial 3ol 50 e o
bl cDllaty L Gilaabie (bl aladial (Ko obdY) com) Gl as
DY (ald Gakt eldd (Ko WS Lakd)l Ll 5 Ceedally 56l Ll yas
el dalsill adlge o agiladay (Ll (g5 S8 alaa¥ly s jiaally (gl
oeball Sgie 5T dadkal) deddll Basa auatl Goudll il e agilendi

: JJMAS\

257-240 csial)Part 1 50) 16 sl ly &) ashel

Bypdie p yieale Al (ol Liay i b 085 ALanY) Giseil) (2022) . sikaas ¢(s2lell 2
LGl Ayl daalall sl g 8y)aY) LK

Ahel Eroff, S., & Zhong, R. (2018, January). lot-enabled personalisation for smart
products and services in the context of industry 4.0. In International Conference on
Computers & Industrial Engineering 2018 (CIE48.(

Aheleroff, S., Zhong, R. Y., & Xu, X. (2020). A digital twin reference for mass
personalization in industry 4.0. Procedia Cirp, 93, 228-233.

Ahrholdt, D. C., Gudergan, S. P., & Ringle, C. M. (2019). Enhancing loyalty: When
improving consumer satisfaction and delight matters. Journal of business research,
94, 18-27.

Al Khazraje, M. E. (2024). THE ROLE OF ADOPTING GREEN STRATEGIES IN
THE DEVELOPMENT OF ECO-FRIENDLY PRODUCTS. Management Research
and Practice, 16(3), 71-83.

Al-Khazraje, M. E., Ghafoor, Q. A. A., & Saleh, M. R. (2023). The role of experimental
marketing in enhancing customer confidence: A field study in Zayouna Mall .(3)4.

383



92-72

Almansour, Hussain, Luo Suhuai, Lin, Yuqging. (2024). A review of recent advances in
Internet of Things-based customer relationship management to improve customer
satisfaction and loyalty in the airline industry, International Journal of Advanced and
Applied Sciences, 1(11). 10-19.

Amir, O. A. A,, Al Khazraje, M. E. B., & Ghafoor, Q. A. A. (2024). Trading counterfeit
products via the Internet and its impact on Iragi consumer behavior An exploratory
study of the opinions of a sample of consumer goods users (home appliances).
Calitatea, 25(202), 85-96.

Aytac K and Korgak O (2021). 10T based intelligence for proactive waste management in
quick service restaurants. Journal of Cleaner Production, 284: 125401.
https://doi.org/10.1016/j.jclepro.2020.125401

Bajaj P, Anwar I, and Saleem I (2022). An impact of adoption of Internet of Things (1oT)
on customer relationship management (CRM) in banking sector of India. In:
Gurinder S, Maurya A, and Goel R (Eds.), Integrating new technologies in
international business: Opportunities and challenges. CRC Press, Taylor and
Francis, Abingdon, UK. https://doi.org/10.1201/9781003130352-2

Bhatia M and Ahanger TA (2021). Intelligent decision-making in smart food industry:
Quality  perspective. Pervasive and Mobile Computing, 72: 101304.
https://doi.org/10.1016/j.pmcj.2020.101304

Bresciani, S., Ciampi, F., Meli, F., & Ferraris, A. (2021). Using big data for co-
innovation processes: Mapping the field of data-driven innovation, proposing
theoretical developments and providing a research agenda. International Journal of
Information Management, 60, 102347.

Cabral, A. M., & Marques, J. P. C. (2023). How innovation can influence customer
satisfaction—case study of the Saccharum Hotel in Madeira. International Journal of
Innovation Science, 15(1), 80-93.

Ghafoora, Q. A. A., & Al Khazrajb, M. E. B. (2023). Neuromarketing Practices and Their
Role in Raising the Efficiency of Marketing Performance-An Applied Study in the
General Company for Cars and Machinery Trade/Al-Waziria. International Journal
of Experiential Learning & Case Studies, 8(2), 115-143.

Ginting, Y., Chandra, T., Miran, I., & Yusriadi, Y. (2023). Repurchase intention of e-
commerce customers in Indonesia: An overview of the effect of e-service quality, e-
word of mouth, customer trust, and customer satisfaction mediation. International
Journal of Data and Network Science, 7(1), 329-340.

Ginting, Y., Chandra, T., Miran, I., & Yusriadi, Y. (2023). Repurchase intention of e-
commerce customers in Indonesia: An overview of the effect of e-service quality, e-
word of mouth, customer trust, and customer satisfaction mediation. International
Journal of Data and Network Science, 7(1), 329-340.

Gures, N., Arslan, S., & Tun, S. Y. (2014). Customer expectation, satisfaction and loyalty

384



relationship in Turkish airline industry. International Journal of Marketing Studies,
6(1), 66.

Hair, J.F., Hult, G.T.M., Ringle, C.M., Sarstedt, M. (2022). A Primer on Partial Least
Squares Structural Equation Modeling (PLS-SEM), 3 ed. Sage, Thousand Oaks, CA.

Hair, J.F., Risher, J.J., Sarstedt, M. and Ringle, C.M. (2019), "When to use and how to
report the results of PLS-SEM", European Business Review, Vol. 31 No. 1, pp. 2-
24,

Hao F and Chon KKS (2022). Contactless service in hospitality: Bridging customer
equity, experience, delight, satisfaction, and trust. International Journal of
Contemporary Hospitality Management, 34(2): 113-134.
https://doi.org/10.1108/IJCHM-05-2021-0559

Ho, R. C. (2021). Chatbot for online customer service: Customer engagement in the era
of artificial intelligence. In Impact of globalization and advanced technologies on
online business models (pp. 16-31). 1GI Global.

Huang, J. C., Ko, P. C., Fong, C. M., Lai, S. M., Chen, H. H., & Hsieh, C. T. (2021).
Statistical modeling and simulation of online shopping customer loyalty based on
machine learning and big data analysis. Security and Communication Networks,
2021, 1-12.

Ilieska, K. (2013). Customer satisfaction index—as a base for strategic marketing
management. TEM journal, 2(4), 327-331.

Jenneboer, L., Herrando, C., & Constantinides, E. (2022). The impact of chatbots on
customer loyalty: A systematic literature review. Journal of theoretical and applied
electronic commerce research, 17(1), 212-229.

Kansakar, P., Munir, A., & Shabani, N. (2019). Technology in the hospitality industry:
Prospects and challenges. IEEE Consumer Electronics Magazine, 8(3), 60-65.

Karisma, N., & Hanifah, R. N. (2023). Pengaruh Viral Marketing, Celebrity Endorser,
dan Brand Awerness terhadap Keputusan Pembelian Pada Geprek Bensu Karawang.
J-MAS (Jurnal Manajemen dan Sains), 8(1), 608-617.

Khairawati, S. (2020). Effect of customer loyalty program on customer satisfaction and
its impact on customer loyalty. International Journal of Research in Business and
Social Science (2147-4478), 9(1), 15-23.

Khan, R. U., Salamzadeh, Y., Igbal, Q., & Yang, S. (2022). The impact of customer
relationship management and company reputation on customer loyalty: The
mediating role of customer satisfaction. Journal of Relationship Marketing, 21(1), 1-
26.

Kim, Y. J.,, & Kim, H. S. (2022). The impact of hotel customer experience on customer
satisfaction through online reviews. Sustainability, 14(2), 848.

Kliestik, T., Zvarikova, K., & Lazaroiu, G. (2022). Data-driven machine learning and

385



neural network algorithms in the retailing environment: Consumer engagement,
experience, and purchase behaviors. Economics, Management and Financial
Markets, 17(1), 57-69.

Kurdi, B., Alshurideh, M., & Alnaser, A. (2020). The impact of employee satisfaction on
customer satisfaction: Theoretical and empirical underpinning. Management Science
Letters, 10(15), 3561-3570.

Mangele, M. B. (2021). Using consumer behaviour theories to analyse the relationship
between green technology and customer expectations (Doctoral dissertation.(

Martin, K. D., Kim, J. J., Palmatier, R. W., Steinhoff, L., Stewart, D. W., Walker, B. A.,
... & Weaven, S. K. (2020). Data privacy in retail. Journal of Retailing, 96(4), 474-
4809.

Mgiba, F. M. (2020). Artificial intelligence, marketing management, and ethics: their
effect on customer loyalty intentions: a conceptual study. The Retail and Marketing
Review, 16(2), 18-35.

Moreno Brito, Y. L., Ban, H. J., & Kim, H. S. (2023). Ecological hotels' customer
satisfaction through text mining of online reviews: a case of Ecuador hotels. Journal
of Hospitality and Tourism Insights.

Naini, N. F., Santoso, S., Andriani, T. S., Claudia, U. G., & Nurfadillah, N. (2022). The
effect of product quality, service quality, customer satisfaction on customer loyalty.
Journal of consumer sciences, 7(1), 34-50.

Nasereddin, H. H., & FAQIR, M. (2019). The impact of internet of things on customer
service: A preliminary study. Periodicals of Engineering and Natural Sciences, 7(1),
148-155.

Nurjannah, N., Erwina, E., Basalamah, J., & Syahnur, M. H. (2022). The impact of E-
CRM and customer experience on E-commerce consumer loyalty through
satisfaction in Indonesia. MIX: Jurnal IImiah Manajemen, 12(1), 56-69.

Papademetriou, C., Anastasiadou, S., & Papalexandris, S. (2023). The effect of
sustainable human resource management practices on customer satisfaction, service
quality, and institutional performance in hotel businesses. Sustainability, 15(10),
8251.

Park, K., Kwak, C., Lee, J., & Ahn, J. H. (2018). The effect of platform characteristics on
the adoption of smart speakers: Empirical evidence in South Korea. Telematics and
Informatics, 35(8), 2118-2132.

Park, S., Hahn, S., Lee, T., & Jun, M. (2018). Two factor model of consumer satisfaction:
International tourism research. Tourism Management, 67, 82-88.

Pelet JE, Lick E, and Taieb B (2021). The internet of things in upscale hotels: Its impact
on guests’ sensory experiences and behavior. International Journal of Contemporary
Hospitality Management, 33(11): 4035-4056. https://doi.org/10.1108/IJCHM-02-
2021-0226

386



Prayag, G., Hassibi, S., & Nunkoo, R. (2019). A systematic review of consumer
satisfaction studies in hospitality journals: Conceptual development, research
approaches and future prospects. Journal of Hospitality Marketing & Management,
28(1), 51-80.

Prentice, C., Dominique Lopes, S., & Wang, X. (2020). The impact of artificial
intelligence and employee service quality on customer satisfaction and loyalty.
Journal of Hospitality Marketing & Management, 29(7), 739-756

Qammach, N. I. J. (2021). The Impact of Critical Success Factors for E-Learning on
Strategic Performance An applied study in a sample of the faculties for the
University of Baghdad. Turkish Journal of Computer and Mathematics Education
(TURCOMAT), 12(13), 5212-5222.

Rajesh, S., Abd Algani, Y. M., Al Ansari, M. S., Balachander, B., Raj, R., Muda, I., ... &
Balaji, S. (2022). Detection of features from the internet of things customer attitudes
in the hotel industry using a deep neural network model. Measurement: Sensors, 22,
100384.

Rane, N. (2023). Enhancing customer loyalty through Artificial Intelligence (Al), Internet
of Things (loT), and Big Data technologies: improving customer satisfaction,
engagement, relationship, and experience. Internet of Things (1oT), and Big Data
Technologies: Improving Customer Satisfaction, Engagement, Relationship, and
Experience (October 13, 2023.(

Raouf, R. A., & Iswadi, A. M. (2020). Role of Manufacturing Flexibility in Enhancing
the Customer’s Satisfaction-A Case Study on Al-Karwanji/Kirkuk. TANMIYAT
AL-RAFIDAIN, 39(128), 109-128.

Ratna, V. V. (2020). Conceptualizing Internet of Things (1oT) model for improving
customer experience in the retail industry. International Journal of Management,
11(5.(

Rejeb A, Keogh JG, and Treiblmaier H (2019). Leveraging the Internet of Things and
blockchain technology in supply chain management. Future Internet, 11(7): 161.
https://doi.org/10.3390/fi11070161

Ren, L., Qiu, H., Wang, P., & Lin, P. M. (2016). Exploring customer experience with
budget hotels: Dimensionality and satisfaction. International Journal of Hospitality
Management, 52, 13-23.

Rita, P., Oliveira, T., & Farisa, A. (2019). The impact of e-service quality and customer
satisfaction on customer behavior in online shopping. Heliyon, 5(10.(

Sarstedt, M., Ringle, C. M., & Hair, J. F. (2021). Partial least squares structural equation
modeling. In Handbook of market research (pp. 587-632). Cham: Springer
International Publishing.

Sassanelli, C., & Pacheco, D. A. D. J. (2024). The impact of the internet of things on the
perceived quality and customer involvement of smart product-service systems.
Technological Forecasting and Social Change, 198, 122939.

387



Sharma, S. K. (2022). Assessing The Impact Of Service-Quality On Customer
Satisfaction In The Internet Of Things (lot) Era: Survey-Based Evidence In Indian
Smart Cities. Journal of Positive School Psychology, 6(6.(

Shoukry A and Aldeek F (2020). Attributes prediction from loT consumer reviews in the
hotel sectors using conventional neural network: Deep learning techniques.
Electronic Commerce Research, 20: 223-240. https://doi.org/10.1007/s10660-019-
09373-4

Stergiou C, Psannis KE, Kim BG, and Gupta B (2018). Secure integration of loT and
cloud computing. Future Generation Computer Systems, 78: 964-975.
https://doi.org/10.1016/j.future.2016.11.031

Sun, S,, Jiang, F., Feng, G., Wang, S., & Zhang, C. (2022). The impact of COVID-19 on
hotel customer satisfaction: evidence from Beijing and Shanghai in China.
International Journal of Contemporary Hospitality Management, 34(1), 382-406.

Tien, N. H., Anh, N., Dung, H., On, P., Anh, V., Dat, N., & Tam, B. (2021). Factors
impacting customer satisfaction at Vietcombank in Vietnam. Hmlyan J. Econ. Bus.
Manag, 2, 44-51.

Tripathy, A. K., Tripathy, P. K., Ray, N. K., & Mohanty, S. P. (2018). iTour: The future
of smart tourism: An loT framework for the independent mobility of tourists in
smart cities. IEEE consumer electronics magazine, 7(3), 32-37.

Valentinetti, D., & Mufioz, F. F. (2021). Internet of things: Emerging impacts on digital
reporting. Journal of Business Research, 131, 549-562.

Zamil, A. M. A., Al Adwan, A., & Vasista, T. G. (2020). Enhancing customer loyalty
with market basket analysis using innovative methods: a python implementation
approach. International Journal of Innovation, Creativity and Change, 14(2), 1351-
1368.

Zheng, P., Wang, Z., Chen, C. H., & Khoo, L. P. (2019). A survey of smart product-
service systems: Key aspects, challenges and future perspectives. Advanced
engineering informatics, 42, 100973.

388



