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Research Article The relevance of this study is determined by the growing competition in the hotel and
restaurant market, the intensifying impact of seasonal fluctuations, dependence on

DOI: tourist flows, and human resource challenges. These factors necessitate a transition from
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traditional management models to innovative strategies. It has been demonstrated that
under conditions of global instability, digitalization, the implementation of flexible
methodologies, and the development of customer-centric services form the foundation
for resilience and enhanced competitiveness in the hospitality industry. The purpose of
this article is to identify the role of innovative approaches in project management within
the hotel and restaurant business and to substantiate their impact on improving
operational efficiency and strengthening the competitive position of enterprises in the
modern market environment. The research methodology is based on a systematic
approach to analyzing management processes in the hospitality sector, comparative
analysis of international practices, content analysis of relevant academic sources, and the
generalization of practical cases of innovative service implementation. A structural and
functional approach was applied to examine the interrelation between organizational,
economic, and technological factors driving industry development. The results of the
study highlight the key challenges of integrating innovative strategies, including
economic risks, organizational constraints, and external factors stemming from
regulatory and infrastructural instability. The effectiveness of applying flexible project
management methodologies (Agile, Lean, Scrum), digital tools (Business Intelligence,
customer relationship management systems, artificial intelligence, and mobile
applications), as well as Internet of Things technologies and virtual and augmented
reality, has been investigated in the practice of hotels and restaurants. The study
confirms that the use of these innovations contributes to cost reduction, business process
optimization, and increased customer satisfaction. The conclusions demonstrate that
innovative strategies serve as a key driver of hotel and restaurant business development
under conditions of global instability. Their integration into management processes
establishes new standards of customer orientation, ensures adaptability to external
changes, and creates long-term competitive advantages. Future research prospects
involve the development of quantitative models for evaluating the effectiveness of
implemented innovations, analysis of international experience in scaling these practices
in small and medium-sized enterprises, and the creation of risk management scenarios
for the hotel and restaurant sector under wartime and post-war challenges.
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AKTyaJIbHICTb [JOCJIP)KEHHS 3yMOBJIeHAa 3pOCTAaHHSIM KOHKYypeHIii Ha pHHKY TOTeJIbHO-
pecTopaHHOro 6i3Hecy, NOCUJIeHHAM BILJIMBY CE30HHUX KOJIMBaHb, 3aJI€XKHICTIO Bil TYPUCTUYHUX
NOTOKIB Ta KaZpOBUMHM BHUKJHKAaMH, fIKi BUMaralmTb NepexoAy BiJ, TpaAMLiHHUX MoJjesel
ynpasJiiHHA A0 iHHOBauiiHUX cTpaTeriil. /loBeseHo, 10 B yMOBaxX Iy106a1bHOI HecTabiabHOCTI
caMe IMdpoBi3allig, BIpoBaJKEHHSI THYYKUX METOJO0JIOTIH Ta PO3BUTOK KJIEHTOLEHTPUYHUX
cepBiciB  popMylOTH OCHOBY [Jis1 CTIMKOCTI Ta NiABUINEHHSI KOHKYPEHTOCIPOMOXHOCTI
nignpueMCTB chepu rocTUHHOCTI. MeTa cTaTTi mosisira€ y BU3HA4YeHHI poJsii iHHOBaLiHHUX
NigXoJiB y NPOEKTHOMY MeHe»>KMeHTi roTeJIbHO-peCTOpaHHOro 6i3Hecy Ta OGIPYHTYyBaHHI
iXHPOTr0 BIJIMBY Ha NifiBUILleHHs ePeKTUBHOCTI QPYHKLiIOHYBaHHA i 3MillHEHHSI KOHKYPEHTHHUX
MO3ULIA MiJANPUEMCTB y CyYaCHOMy pHUHKOBOMY cepefoBulli. MeTofoJjoris AocaifKeHHs
IPYHTYETbCA Ha 3aCTOCYBaHHI CHCTEMHOI0 MiIX0Y J10 aHaJIi3y yNpaBJliHCbKUX NpoLeciB y chepi
FOCTUHHOCTI, MeTOJIB NOPIBHSAJIbHOI'O aHa/i3y MIDKHApOJHOrO JOCBifly, KOHTeHT-aHaJi3y
aKTyalbHUX HAyKOBHUX /[pKepesJ Ta Yy3araJlbHeHHs TMPAaKTHYHUX KeWCiB yNpoBaXKeHHs
iHHOBaLiHUX cepBiciB. BUKOpPUCTaHO CTPYKTYpHO-QYHKLiOHA/JIbHUHN NifXiJ, SIKUHA JaB 3MoOry
JOCTHiAUTU B3a€EMO3B’SI30K MIDXK OpraHisalilHUMH, €KOHOMIYHMMM Ta TeXHOJIOTIYHUMU
YMHHUKAMM PO3BUTKY rajysi. PesysbTaTu A0CHiPKEHHA MOJATAIOTb Y BUABJIEHHI K/IOYOBUX
npo6JieM iHTerpauii iHHOBaLiHHUX cTpaTerii, cepeJ; IKMX BUOKPEMJIEHO €KOHOMI4HI PU3UKH,
opraHisaniiHi 0OOMeXeHHsT Ta 30BHIIIHI BUKJHKH, 3YMOBJIEHi peryjsaToOpHOl U
iHdpacTpykTypHOlo HecTabinbHicTIO. /[locaifxeHo eQeKTUBHICTh 3aCTOCYBaHHS THYYKHX
MeToJoI0TiH ynpaBiiHHA npoekTamy, (Agile, Lean, Scrum), nuudposux incrpymeHTiB (Business
Intelligence, cuctema ynpaB/iHHS B3a€EMOBIJJHOCMHAaMH 3 KJI€HTAaMH, WITYYHUH iHTEJNEKT,
MOOGiJIbHI JJOAATKH), TEXHOJIOTIH iHTepHeTy pedell Ta TexHosorii BipTyasbHOI Ta JOmMOBHEHOI
peasbHOCTI B MpaKkTHLi roTesiB i pecropaniB. OniHeHO posib MPPOBUX IHCTPYMEHTIB, TAKUX SIK
cucTeMu Gi3Hec-aHaJIiTHKH, CHCTEMHU YNPaBJIiHHS B3aEMOBiZJHOCHHAMM 3 KJIIEHTAMH, TEXHOJIOTI]
IITYYHOTO IHTEJEKTYy Ta MOGIIbHI 3aCTOCYHKM, a TaKOX TexHoJsorid IHTepHeTy peued i
BipTya/ZbHOI Ta [ONOBHEHOI peaJbHOCTI B MPaKTULi AiAJABHOCTI TOTeJiB i pecTopaHiB.
YcTaHOBJIEHO, 110 BUKOPUCTAaHHA LUX iHHOBalil CHOpPUAE CKOPOYEHHIO BUTpPAT, ONTHUMIi3awil
6i3Hec-mpoleciB i MiABUIIEHHIO piBHSA 3aZ0BOJIEHOCTI KJIiEHTIB. BUCHOBKM mociipkeHHs
JIOBOZSATD, 110 iHHOBaLiMHI cTpaTerii BUCTYNalOTh K/IIOYOBUM YMHHUKOM PO3BUTKY IOTeJIbHO-
pecTopaHHOTO 6i3Hecy B yMOBax IJo6a/ibHOI HecTabisbHOCTI. BusiBiieHo, 1o iXHA iHTerpauis B
ynpaBJiHCbKI mpouecu QopMye HOBI CTaHAAPTU KJIEHTOOPiEHTOBAHOCTI, 3abe3meyye
alallTUBHICTh [0 30BHIIIHIX 3MiH Ta CTBOPIOE [JIOBIOCTPOKOBI KOHKYpPeHTHI IlepeBaru.
[lepcneKTHUBY MOAA/BIINX HAayKOBUX MOIUYKIB MOJAral0OTh ¥ po3po6JieHHI KibKiCHUX MoAesel
oliHIOBaHHA epeKTUBHOCTI BIPOBa/KEHUX iHHOBALlil, aHai3i MiXKHAPOAHOTO A0CBiAy IXHBOTO
MaclTabyBaHHS B MaJIuX i cepefiHiX MiZITPUEMCTBAX, a TAKOXK Y CTBOpPEHHI clieHapiiB ynpaB/iHHS
pHU3UKaMHU [ TOTebHO-peCTOPaHHOI cdepy B yMOBaX BOEHHUX i TOCTBOEHHUX BUKJIMKIB.

KJ/IIOYOBI CJIOBA
yOpaB/iHHS NPOEKTAMH, TOTEJbHO-PECTOpPAaHHUN O6i3Hec, iHAYCTpis TOCTUHHOCTI,
iHHoBauifiHi  cTparerii, yudpoBa  TpaHcdopmalis, THY4YKi  MeToAoJIOrii,

KJIEHTOOPiEHTOBAHICTD, IHTepHET peyel, 6i3HeC-aHAMITUKA, INTYYHUHN iHTEIEKT.
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1. Introduction

In today’s conditions of global competition and rapid digital transformation, the hotel and
restaurant business is faced with the challenge of finding new management solutions that allow not only
to maintain positions in the market, but also to form long-term competitive advantages. Traditional
approaches to project management in the hospitality sector no longer provide sufficient flexibility and
efficiency, as the dynamics of changes in consumer expectations, the development of innovative
services, and the need to integrate digital technologies require new strategic models. There is a need to
adapt modern project management methodologies to the specifics of the hotel and restaurant industry,
taking into account its multicomponent structure, high dependence on seasonal factors and instability
of the external environment. The scientific significance of the problem lies in determining effective
approaches to the introduction of innovations in the management system, which would ensure balanced
business development, improve the quality of service and increase the level of customer satisfaction.
The practical importance of the topic is determined by the need to create strategies that can increase
the competitiveness of enterprises, promote their integration into the international market of services
and form new management standards in the hospitality industry.

2. Literature Review

The analysis of modern research on project management in the hotel and restaurant business
allows us to identify four interrelated areas.

The first direction covers the methodological and applied principles of project management in the
field of hospitality. V. Postova shows that adaptability, risk management and cyclical planning are key
prerequisites for the effectiveness of project offices in a dynamic market environment [1]. 0. Danchenko
et al. focus on the coordination of multilateral initiatives in tourism and hotel and restaurant business,
where integrated planning and short iterations reduce demand uncertainty [2]. N. Martynovych and
Y. Snizhko interpret project management as the basis for ensuring resilience, in particular through
scenario planning, diversification of supplies, and the use of flexible contract models [3]. Summing up,
this direction requires further development of systems for quantifying the effectiveness of resilience
and the formation of metrics focused on creating value for stakeholders.

The second direction is focused on innovative strategies and the digital transformation of service
processes. 0. Svitlynets et al. show that the transition from “green initiatives” to social responsibility
forms an innovation portfolio of competitiveness [4]. N. Sereda and I. Piiurenko systematize the tools of
innovation activity and identify personnel, financial and regulatory barriers to their scaling [5].
L. Stryhul et al. prove that innovative approaches to quality management in business planning allow
integrating quality control at the early stages of projects [6]. D. Kalra et al. show that the implementation
of collaborative systems creates a single information space, increasing transparency and speed of
coordination [7]. In summary, further research should focus on the creation of integrated digital
architectures (restaurant management systems, customer bases, business intelligence) that increase the
efficiency and quality of service.

The third area is related to stakeholder partnerships and sustainable development as factors of
competitiveness. S. Adeyinka-Ojo et al. analyze the modernization of educational programs in emerging
countries and emphasize the importance of project and digital competencies for business adaptation
[8]. A. Hassanien and C. Dale consider the development of a business in the field of hospitality as a
managed life cycle, where portfolio logic and strategic partnerships are combined [9]. E. Levin et al.
show that project management tools improve the quality of relations between the client and the agency,
which is relevant for marketing services in the hotel and restaurant sector (hereinafter referred to as
HoReCa). [10]. A. de Visser-Amundson proves that multilateral partnerships to combat food waste
contribute to the achievement of UN Sustainable Development Goals No. 12 and No. 17 and create shared
value [11]. Summing up, the formation of sectoral sustainability indices HoReCa and the development
of partnership models that take into account environmental and social effects are promising.

The fourth direction integrates value-based management, educational interventions and
operational digital systems. M. Martinsuo emphasizes that value management and alignment of
stakeholders’ beliefs determine the transformation of project practices and result in service industries
[12]. T.Flohr and C. Curtis prove the need to integrate project management into hospitality management
curricula to ensure readiness for change and increase compliance with the needs of the industry [13].
M. Khandwani et al. demonstrate that the implementation of a restaurant management system as the
core of digital infrastructure ensures quality control, analytics and service efficiency [14]. Summarizing,

3
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further research should assess the relationship between value management models, training
interventions, and digital architecture maturity in HoReCa, determining their cumulative impact on
competitiveness.

Despite significant developments in the field of project management in the hospitality industry,
several aspects remain unresolved. The issues of the influence of seasonality and tourist flows on the
effectiveness of project management are not sufficiently studied; the integration of flexible
methodologies and digital tools into the specific conditions of the hotel and restaurant business has been
studied to a limited extent. The available works are mainly based on fragmentary cases that do not take
into account the complexity of economic risks, organizational barriers and external challenges, as well
as the limited empirical data does not allow for generalized conclusions.

The proposed study aims to fill these gaps by systematically analyzing the features of project
management in hospitality, taking into account its industry specifics, generalizing international
experience in integrating innovative methods and digital technologies, and developing practical
recommendations to increase competitiveness. The use of an integrated methodological approach and
the expansion of the empirical base allow you to deepen the understanding of the problem and form a
toolkit that will contribute to both the development of scientific thought and the improvement of
management practice in the field of hotel and restaurant business.

3. Problem Statement

The article is aimed at finding out the role of innovative approaches in project management of the
hotel and restaurant business and determining their impact on improving the efficiency and
competitiveness of hospitality enterprises.

Objectives of the article:

1. To investigate the specifics of project management in the hospitality industry and determine
the role of innovative approaches in improving management efficiency.

2. Assess the potential of agile methodologies and digital tools and identify barriers to their
implementation in the hotel and restaurant business.

3. To formulate practical recommendations for the integration of innovative services and
strategic approaches to increase the competitiveness of hospitality enterprises.

4. Methods and Materials

The study was carried out on the basis of a comprehensive analysis of scientific papers, industry
reports, and practical cases related to project management in the hospitality sector. A systematic
approach has been used, which has made it possible to identify the relationships between
organizational, economic and technological factors of the development of the hotel and restaurant
business. The method of comparative analysis was used to compare the international experience of
digital transformation with Ukrainian practice. Content analysis of scientific sources and publications in
specialized publications provided a theoretical basis for generalizing innovation strategies. The
structural and functional approach made it possible to assess the role of agile methodologies (Agile,
Lean, Scrum), digital tools (Business Intelligence, CRM, artificial intelligence, mobile applications), as
well as Internet of Things and VR/AR technologies in increasing the competitiveness of enterprises. The
empirical base was made up of examples of the introduction of innovative services in international hotel
chains and Ukrainian enterprises, which made it possible to formulate practical recommendations for
their adaptation in the context of global instability.

5. Results and Discussion

Project management in the hospitality industry is characterized by increased complexity, which
is due to the multifactorial nature of the external and internal environment. Seasonality of tourist flows,
high sensitivity to economic and political fluctuations, significant competition in the service market, as
well as personnel problems, create prerequisites for instability and require the use of adaptive
management methods. Unlike other areas of business, the hotel and restaurant industry cannot count
on sustainable demand throughout the year, which necessitates strategic planning, taking into account
the cyclical workload and changes in the structure of customer expectations. In such conditions, project
management should take into account the specifics of the formation of resource potential, ensuring
quality service even during peak periods, and maintaining the stability of business processes in the face
of personnel shortages (Table 1).
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Table 1. Factors of project management in the hotel and restaurant business

Factor Characteristic Impact on project management

Seasonality Dependence on tourist periods, fluctuations The need for flexible planning and resource
in demand reservation

Tourist flows Unevenness of geographical and socio- Adaptation of projects to the specifics of
demographic groups of customers target segments

Personnel Challenges High staff turnover, shortage of qualified The need for projects for the training and
personnel retention of employees

Competition High market density and standardization of Requirement for innovation and rapid
services implementation of new solutions

Source: Developed by the authors according to the data given in [1, p. 45; 2, p. 96-97; 3; 9; 10].

Project management in the hospitality industry takes on a special resonance when the abstract
factors listed in Table 1 appear as concrete daily challenges of the manager. Seasonality ceases to be just
a calendar characteristic, because it directly determines the structure of income, personnel needs and
the level of service load. During the period of high occupancy, hotels and restaurants often face an
oversaturation of customer flows, which creates a risk of service failures and loss of guest loyalty. In
such conditions, technological solutions become a key tool for project management. An illustrative
example is Marriott International, where mobile digital keys made it possible to reduce guest check-in
time by more than half, turning peak load periods from a problem into an opportunity to increase staff
efficiency and strengthen customer trust [15].

Dependence on tourist flows sets new requirements for adapting services to the cultural and
demographic characteristics of guests. In this context, innovative digital systems are becoming not only
a marketing tool but also an important component of strategic management. For example, Dine Brands,
which operates the International House of Pancakes (IHOP) and Applebee’s chains, implements artificial
intelligence services for recommendations that analyze guest preferences and offer personalized dishes
and promotional offers. This solution not only increases the average check, but also forms a sense of an
individual approach, providing a long-term competitive advantage [16].

Personnel challenges, which are traditionally considered a weak point of the hospitality industry,
are receiving a new interpretation in this context. Automating basic operations, such as guest check-in
or personalized recommendations, frees staff from routine tasks, giving more room for creative
interaction with the guest. It is here that technology becomes a human ally, compensating for the
shortage of personnel and creating prerequisites for high-quality professional training and employee
retention.

Innovative approaches in modern project management increasingly determine the effectiveness
of the development of the hotel and restaurant business, as they allow you to adapt to dynamic changes
in the environment, unpredictable challenges and growing consumer expectations. Traditional
management methods, focused on strict planning and a sequence of stages, often turn out to be
insufficiently flexible in an area where the key factors are the speed of response and the
individualization of service. The use of flexible methodologies, digital tools and risk management
systems allows the formation of adaptive strategies that not only reduce the level of uncertainty, but
also open up space for creating new competitive advantages (Table 2).

Table 2. Innovative approaches in project management of the hotel and restaurant business

Innovative approach Essence Expected practical effect
Agile methodologies (Agile, Iterative implementation of projects with Shortening the idea-implementation
Scrum, Lean) constant adaptation to changes cycle, increasing customer satisfaction
Business Intelligence Systems | Collection and processing of large amounts | Optimization of pricing, demand
(BD) of data for managerial decision-making forecasting, and resource management
Customer Relationship Centralized accounting and analysis of Increasing the level of service
Management (CRM) systems customer data personalization, building guest loyalty
Artificial Intelligence (AI) Machine learning algorithms for decision Personalized recommendations,

automation automatic load prediction
Cloud platforms for Real-time task coordination and Increase the efficiency of teamwork,
operations (e.g. hotelkit) communication reduce response time
Predictive Risk Management | Detection of probable threats and Reducing business vulnerability to
Models scenarios economic and external shocks

Source: Developed by the authors according to the data given in [7; 8, p. 114-115; 11; 12, p. 391-392; 13;
14].

Practice confirms the effectiveness of these innovative solutions. The application of flexible
project management methodologies in the hotel sector has reduced room service time by 20% and
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customer satisfaction has increased by 15% [17]. In the restaurant business, similar approaches to
updating the menu made it possible to reduce food waste by 30% and increase sales by 10% [17].

Business intelligence (BI) and artificial intelligence (Al) systems open up new horizons for
managers. The use of BI platforms helps to more accurately predict hotel occupancy and optimize
pricing policy, which directly affects profitability [18]. According to research, networks that integrated
BI analytics into strategic planning gained advantages in the speed of decision-making and the
effectiveness of marketing campaigns [19]. Complementing Bl with artificial intelligence algorithms
allows you to automatically predict peak loads, generate individual offers for guests, and reduce the risk
of service failures [20].

Cloud SaaS (Software as a Service) platforms, in particular, hotel kit, have already become the
standard in leading hotel chains. Their implementation in more than 300 hotels of the international
Radisson Group chain contributed to the optimization of internal processes and improved coordination
of personnel, while InterContinental Vienna recorded a significant reduction in response time to
customer requests [21].

No less significant is the development of predictive risk management models. The use of such
systems allows timely identification of threats associated with economic instability or a decrease in
tourist flows, and the development of adaptive scenarios that minimize financial losses [22].

Thus, the integration of innovative approaches into the practice of the hotel and restaurant
business is not just expedient but a necessary condition for stability and competitiveness. It combines
technological solutions and agile management methods, turning risks into opportunities for
development.

The development of the hotel and restaurant business in the context of global turbulence requires
the search for not only strategic, but also operational tools that can provide stability and, at the same
time, high adaptability. It is the combination of agile project management methodologies and digital
tools that allows you to create a new quality of management in the hospitality industry. Unlike
traditional approaches, modern practices are not only aimed at rational use of resources, but also form
a culture of rapid response to behavioral changes in customers, technological shifts and unpredictable
external challenges. An important advantage is the ability to comprehensively manage both internal
processes and client interactions, which ultimately contributes to increasing the efficiency of project
implementation (Table 3).

Table 3. Opportunities for flexible methodologies and digital tools in the hospitality industry

Tool or approach Application examples Expected results

Kanban systems Planning of repair and service work in the Transparent control of task execution,
hotel reduction of downtime of numbers

Design Thinking Development of new formats of restaurant Formation of innovative concepts focused on
services the needs of guests

Virtual and augmented | Online hotel tours, virtual menus in Attracting new customers, increasing the

reality (VR/AR) restaurants emotional component of the service

Internet of Things Automated lighting, climate and safety Reduced operating costs, increased guest

(IoT) control comfort

Chatbots and voice Booking and service automation Increasing the speed of communication,

assistants relieving personnel

Source: Developed by the authors according to the data given in [4, p. 151-152; 5; 6, p. 130; 7; 14; 26].

For example, chain hotels that use similar approaches to plan renovations have recorded a 15-
20% reduction in revenue losses from unsold rooms due to the accurate mapping of tasks and control
of bottlenecks [23]. In the restaurant business, the use of design thinking allows the formation of
customer-oriented concepts: for example, an experiment with the development of a “healthy menu” in
one of the American urban restaurants gave an increase in the average check by 12% and increased the
rate of repeat visits [24, p. 446-458].

Digital technologies provide additional prospects for the development of the service. The use of
virtual reality (hereinafter referred to as VR) in the promotion of hotel services has shown that more
than 60% of users make a reservation after watching VR tours, while traditional photo content gives a
significantly lower conversion rate [23]. The case of the international hotel and resort chain Marriott
with the VRoom Service program proved that VR can become not only an advertising tool, but also a
channel for increasing direct online sales [24].

The integration of the Internet of Things (hereinafter referred to as IoT) into hotel processes
provides a tangible economic effect. At the Wynn Las Vegas Hotel, the installation of more than 4,700
Amazon Echo devices allowed for the automation of light and climate control, which reduced the need
for manual room service and increased guest comfort [25]. At Holiday Inn Bridgeport (USA), the Verdant
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EMS energy management system provided annual savings of more than $45,000, and the payback period
was less than a year [27, p. 62].

Chatbots and voice assistants have proven their effectiveness as a tool for relieving staff: in
international hotel chains, the processing time for requests is reduced to a few seconds, and more than
70% of standard guest requests are resolved without human intervention [25]. This not only
compensates for the shortage of personnel but also allows you to direct the work of staff to more
complex and creative tasks.

Summing up, it can be argued that the combination of agile methodologies and digital tools creates
a multiplier effect: at the same time, operational efficiency increases, costs decrease, and a new level of
customer focus is formed, which becomes a determining factor of competitiveness in the global market.

The introduction of innovative strategies into the project management system of the hotel and
restaurant business faces a set of problems that form multi-level barriers to their effective
implementation. First of all, economic risks remain the determining factor. Significant investments
required for the procurement of digital solutions, automation systems and the implementation of agile
methodologies are becoming a serious obstacle for small and medium-sized enterprises [1, p. 45-46; 2,
p. 96-97]. In addition, exchange rate volatility and high interest rates on loans limit the ability to attract
financing. Economic uncertainty combined with war risks makes long-term planning extremely difficult,
and this reduces the willingness of owners to invest resources in innovative projects.

The organizational level of barriers is manifested in the structural inflexibility of enterprises and
the lack of trained personnel. Traditional hierarchical management models in the hotel and restaurant
industry do not integrate well with the principles of Agile or Lean, which require horizontal
communication and quick decision-making [13]. The lack of internal corporate training systems leads
to the fact that personnel often do not have competencies in the field of BI analytics, CRM, or IoT
solutions [8, p. 114-115]. High staff turnover in the hotel and restaurant business exacerbates the
problem, as each wave of staff changes worsens the return on investment in training and certification.

External challenges form another powerful layer of barriers. Regulatory uncertainty in the field of
personal data processing and cybersecurity requirements complicates the use of artificial intelligence
and big data in personalized services [12, p. 391-392]. Infrastructure risks associated with power
outages and instability of Internet connections, especially relevant under martial law, reduce the
efficiency of cloud platforms and mobile applications [7]. Competitive pressure also acts as a barrier:
large international networks, having access to cheaper capital, implement innovative solutions faster,
leaving local enterprises on the periphery of the market.

Cultural and behavioral aspects should be highlighted separately. Some customers, especially in
the segment of older age groups, are distrustful of digital services, such as mobile keys, chatbots, or
contactless payments [4, p. 151-152]. At the same time, staff in many institutions resist change,
perceiving automation as a threat of job cuts. This slows down the implementation of innovations and
generates additional costs for change management and communication campaigns.

The practical implementation of innovations in the hotel and restaurant business requires
comprehensive solutions that cover technological, organizational and strategic dimensions. The
primary task is the integration of digital services that directly improve the quality of the customer
experience. The introduction of contactless check-in/out, mobile keys, chatbots, and voice assistants
reduces the workload on staff, reduces the waiting time for guests, and ensures round-the-clock
availability of basic services. The use of Al-based personalized recommendation systems expands cross-
selling opportunities and increases customer loyalty, forming the effect of “individual accompaniment”
even in mass service.

Strategically important is the diversification of the business model, which minimizes the impact
of seasonal fluctuations. Focusing on the development of additional services - conference rooms,
wellness and spa services, culinary schools, or thematic gastronomic events - ensures stable income
streams in the off-season. At the same time, it is advisable to form partner networks with local tourism,
cultural and transport companies, which increases the complexity of services and increases the value of
the offer for the consumer.

Equally important is investing in Bl and IoT systems that ensure the rational use of resources and
increase the transparency of management decisions. The installation of energy consumption sensors,
automated climate and lighting control systems, and the integration of predictive analytics into pricing
processes allow you to simultaneously reduce costs and improve the quality of service.

The organizational dimension of the recommendations involves the development of systems for
internal training of personnel and the cultivation of a culture of innovation. The creation of corporate
academies, the introduction of microlearning through mobile platforms, and the use of gamification
technologies in training contribute to the formation of competencies necessary for effective work with

7
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digital tools. At the same time, it is important to develop mechanisms to motivate employees who not
only accept but also initiate changes.

At the strategic level, enterprises should form flexible business models based on a project-based
approach using Agile and Lean methodologies. This allows you to reduce the time lags between the
emergence of market trends and the implementation of new services, creating a competitive advantage
due to quick response. Additionally, it is advisable to implement risk management systems that
integrate forecast scenarios for the development of tourist flows and allow timely adjustment of
business strategy.

Thus, practical recommendations for the implementation of innovative services and strategic
approaches are a combination of technological solutions, organizational transformations and strategic
diversification, which together create the basis for sustainable competitiveness of hotel and restaurant
enterprises in the face of global uncertainty.

6. Conclusions

The article establishes that project management in the hotel and restaurant business has specific
features due to seasonal fluctuations, dependence on tourist flows, personnel challenges, and a high
level of competition. These factors reduce the effectiveness of traditional management models and
require the integration of innovative approaches.

It has been found that the main barriers to digital transformation are economic risks (high
investment costs, instability of financing), organizational problems (rigid management structures, lack
of qualified personnel, staff turnover), as well as external challenges, including regulatory uncertainty,
cyber threats and infrastructure constraints.

The feasibility of introducing digital services (contactless check-in/out, mobile keys, chatbots,
recommendation systems based on artificial intelligence), diversification of business models,
investments in business intelligence and the Internet of Things, as well as the development of personnel
training systems, has been substantiated. The implementation of these solutions helps to reduce costs,
increase efficiency and form new competitive advantages.

Prospects for further research are related to the quantitative assessment of the results of the
implementation of innovation strategies, modeling the impact of digitalization on long-term
competitiveness and the analysis of international experience in adapting innovations in small and
medium-sized enterprises.
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