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Ancillary services are an important part of the hotel product. They influence guest
satisfaction, average spend, and the competitiveness of the enterprise. For an urban
four-star hotel, high-quality accommodation alone is no longer sufficient. Guests
expect convenient digital services, a modern wellness area, flexible business services,
and additional formats that enhance the value of their stay [1].

The paper analyses a mid-sized urban hotel with a restaurant, SPA area, and
conference hall. The study showed that the core hotel product remains stable, whereas
ancillary services are used unevenly. The share of revenue generated by these services
is lower than its potential level. The weakest areas were the booking of ancillary
services, the wellness segment, and the technical suitability of the conference space.
Insufficient personalisation of the offer for different guest groups was also identified
as a problem.

A relevant direction for modernising ancillary services is the digitalisation of the
service environment. For the hotel, it is advisable to implement a web-app in the format
of a “digital concierge”, QR ordering, and a chatbot support system. These tools reduce
request processing time and facilitate access to services. Studies of smart service
experience show that digital services, including a digital concierge, increase guest
engagement, perceived value, and intention to revisit [2].

The second direction is the renewal of wellness services. A standard SPA offer is
no longer sufficiently attractive. It is advisable to shift the emphasis towards mental
recovery programmes, sleep-care services, and short wellness packages for urban
guests. Different segments of wellness clients have different motivations and require
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different service formats. Therefore, wellness services should be segmented and more
targeted [3].

The third direction is the modernisation of conference services. For an urban hotel,
hybrid conference formats are becoming increasingly important. This requires
cameras, microphone systems, stable Internet connection, and technical support.
Studies in the MICE sector show that event technology has become significantly more
important after the pandemic, while hybrid events have developed into a stable format
of business communication [4].

The fourth direction is the reconsideration of the gastronomic component. The
hotel restaurant should be developed not only for resident guests but also for external
customers. For this purpose, it is advisable to introduce local tasting sets, seasonal
menus, and event-based gastronomic formats. Studies show that the orientation of a
full-service hotel towards outside-hotel customers in the F&B segment improves
operational performance and creates an additional cash flow [6].

The fifth direction is the development of pet-friendly services. For some modern
travellers, this is now one of the important criteria when choosing an accommodation
establishment. Therefore, it is advisable to introduce a welcome kit for pets, basic pet-
friendly rules, and partner services on request. Studies of pet-friendly hotels show that
guests evaluate both utilitarian and emotional attributes of this type of service [5].

Thus, comprehensive modernisation of ancillary services is a practical tool for
strengthening the competitiveness of an urban hotel. The greatest effect can be
achieved through a combination of digitalisation, segmented wellness services, a
modernised conference space, a more active gastronomic offer, and a pet-friendly
model.
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