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The chosen contemporary theme is digital transformation in hospitality and tourism, which plays a significant role in helping firms increase customer satisfaction, upgrade performance, and adapt to the changing environment in today's fast-growing market. The increasing use of technologies like AI IoT and mobile applications have revolutionised the industry by introducing mini specialisations. The hospitality industry is one of the world's largest industries and despite the growth in expectations from the customers and the constant pressure to cut back on various costs to enhance profitability, the hospitality industry has no option but to embrace a digital solution (Jiang and Wen, 2020).
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The hotel and hospitality industry is a diversified industry and leaders in this industry include Marriott, Hilton and Air-BNB amongst others. Of these, there is a continuously rising interest in products and services that are tailored to individual needs, that are sustainable, and that integrate more advanced technology. These are issues such as an increase in operational costs, a shortage of human resources and changing customer preferences. For these issues, there is a need to venture into digital transformation. One good example that can be discussed is Marriott which has been implementing new technologies to make stay enjoyable for guests while making operations efficient (Gaur et al., 2021).


[bookmark: _Toc181806610]Literature Review - Key Theories and Concepts 
[image: ]
Analysing the literature concerning contactless technologies for hospitality reveals that the use of digital solutions offers significant changes in functional effectiveness, customer satisfaction, and differentiated services. One of the main theories behind this is the Technology Acceptance Model which looks at the determinants of technology acceptance by proposing two categories, perceived ease of use and perceived usefulness. In the case of hospitality, this model plays out as guests and employees appreciate the use of contactless features as the world emerges from COVID-19. This trend shows the trend towards so-called ‘digital convenience’ contactless solutions are now considered mandatory to meet emerging customer needs (Kim et al., 2023).
Touch less solutions like mobile check-in; digital key; mobile payment; and other similar solutions have made processes more efficient, lessening the time spent on check-in/check-out and payment processing among others. Self-service for example self-check-in saves guests from having to go through boarding passes multiple times and halves the time spent by attendants serving them. These technologies do not only improve the comfort of the guests but also increase efficiency since personnel dedicate efforts towards offers rather than paperwork (Chang et al., 2022).
The application of contactless solutions generates important information that can be of interest to hotels and influence guests' behaviour, expenditure, and preferences. These data can facilitate the company's service differentiation, which as we know is vital in establishing patronage. For instance, while providing services to guests specialised in unique parts they desire can make those guests return, personalisation increases overall satisfaction and keeps them loyal hence making more returns. In combination, all these developments call for more emphasis on the aspect of digital transformation in the context of the hospitality industry (Khan et al., 2021).
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By using the PESTEL analysis, shows that the take-up of contactless technology in the UK hospitality segment is affected by a number of political, economic, social, technological, environmental, and legal factors. From a political perspective, the GDPR regulation entails a higher standard of data management, which puts a lot of pressure on hotels to spend on cybersecurity, a position that is way beyond the reach of many businesses. Economically, post-COVID-19 the industry strived for efficiency, the use of a contactless system requires fewer employees and less expense, but the initial costs of the equipment are high for the new business. In terms of social, the adoption of contactless solutions has increased because of increased concerns about health and the desire for convenience, already been checked by Holiday Inn Express as the most frequently engaging hotel guests in mobile check-ins, however, usability is in some guests a problem, especially in cases of those who are not familiar with using mobile devices (Pavithra et al., 2019).
From a technological perspective, the nature of IoT and AI enables IHG, and similarly large companies, to operate and give guests a personalised experience, more so since such changes are at an exponential rate and can easily result in a gap between larger and smaller enterprises who cannot fund the technological advancements. Sustainability: Digital keys do not involve the use of plastics such as keys and contracts IoT devices help save energy. From the legal aspect, GDPR compliance and data protection are important – that is seen in Travelodge UK's safely implemented contactless solutions. The benchmarking of customer satisfaction, innovation, and service delivery successes while owning the high costs and regulatory compliance challenges in achieving these successes explains both the advantages and drawbacks of applying the strategic framework across the industry, especially to small hotels (Marston et al., 2023).
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The change towards contactless technology in the UK hospitality sector diminishes operation and customer imperativeness and enhances sustainability. Due to low operating costs, increased customer satisfaction, and feelings of safety, keyless check-ins and cashless payments are profitable. Small hotels have disadvantages such as the high cost of setting up the system, and compliance with cybersecurity policies of some applications by its users. The government policy actions like Support policies, improved cybersecurity regulation, and sustainable technology development are the potential solutions to the above limitations toward a more stable and inclusive development environment in the industry (Qiu et al., 2024).
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For accommodating contactless technologies the hospitality industry should incorporate policies such as governmental grants to small players, standards for cybersecurity to the industry, and investments in sustainable technologies. Some management actions could include improving and advancing the interface designs in technologies used by different age groups and integrating e-waste recycling programs. Measures can be taken on the hotel side by often using secure recyclable digital equipment and periodically recalling staff on cybersecurity and environmental protection compatible with the future (Fainshtein et al., 2023).
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The most important and relevant future trends to watch out for in the hospitality industry include; Contactless and AI services, Cyber security, and Sustainable Technology. The areas where hotels can better invest in AI are, to create better guest experiences and improve data security which in turn improves customer trust. Measures such as sustainable IoT systems for energy also constitute the growth factors by helping to cut costs and pull out the green-savvy guests for competitive hotel places in a technologically integrated and environment concern market (Zaman et al., 2022).
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The research also identifies the importance position of contactless technology in protecting the customers and improving productivity and profitability for the hospitality industry of the United Kingdom. Benefits are customer satisfaction, lower human resource costs, and environmental effects. The main challenges faced by small operators are high implementation costs and cybersecurity compliance. Future recommendations focus on governmental promotions, protection of cyberspace, equal access, and environmentally friendly activities. The total acceptance of the above advancements will put the industry at a point of being customer-focused and innovative, revolutionising the hospitality services in connection to the new age.


[bookmark: _Toc176516904][bookmark: _Toc181806616]References
Fainshtein, E., et al. (2023) ‘Sustainable Social Systems: Innovative Service Implications in the Restaurant Business in the Post-COVID Era with Digital Transformation Strategies’ Sustainability, 15(19), p.14539.
Gaur, L., et al. (2021) ‘Role of artificial intelligence and robotics to foster the touchless travel during a pandemic: a review and research agenda’ International Journal of Contemporary Hospitality Management, 33(11), pp.4079-4098.
Jiang, Y. and Wen, J. (2020) ‘Effects of COVID-19 on hotel marketing and management: a perspective article’ International journal of contemporary hospitality management, 32(8), pp.2563-2573.
Khan, K.I., et al. (2021) ‘The effect of COVID-19 on the hospitality industry: The implication for open innovation’ Journal of Open Innovation: Technology, Market, and Complexity, 7(1), p.30.
Kim, H., et al. (2023) ‘Enhancing consumer confidence and response efficacy in tourism: Typology and effectiveness of the hotel industry’s responses to COVID-19’ Journal of Travel Research, 62(4), pp.907-925.
Pavithra, K., et al. (2019) ‘Future of Smart Tourism’ Future, 6(02).
Qiu, R.T., et al. (2024) ‘Hotel services in the digital age: Heterogeneity in guests’ contactless technology acceptance’ Journal of Hospitality Marketing & Management, 33(1), pp.33-56.
Zaman, M., et al. (2022) ‘How can hotels create sustainable competitive advantages? A resource based view’ Journal of Strategic Marketing, pp.1-16.
‌




1

image3.png
Literature Review - Key Theories and
Concepts

Contactless Hospitality UseCases A . Contactless tech enhances customer

. — satisfaction and service efficiency.
= B [

- Technology Acceptance Model: Guests
contemmepps || acommadaton Keeenete! omated value ease of use and usefulness in digital
solutions.

;")E %))) « Contactless features like mobile check-ins
B =< streamline guest services and save time.
Automates Contactioss Robors

assistance. devices ‘payments





image4.png
Application to the Hotel and
Hospitality Sector

< PESTEL analysis: GDPR, high costs, and tech

gaps impact contactless adoption. ==
- Political and economic factors drive a need for umu

cybersecurity and cost-efficiency.
- Social and environmental shifts favour PESTEL andalysis

contactless solutions but challenge smaller N A,
hotels. qp 9 \a/

Social

Technological





image5.png
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- Contactless technology reduces costs, enhances safety, and boosts guest
satisfaction.

- Challenges for small hotels include implementation costs and cybersecurity
compliance.

- Policies to support small hotels could create a more balanced, inclusive
industry.
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- Government grants and cybersecurity standards can support tech adoption in
small hotels.

- Management could improve user-friendly tech and integrate eco-friendly
practices.

- E-waste recycling and digital security training offer a path forward.
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Conclusion

- Contactless tech enhances customer protection, profitability, and
sustainability.

- Key challenges: high costs and cybersecurity for smaller operators.

- Future focus: government support, cybersecurity measures, and eco-
friendly initiatives to drive industry innovation.
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Introduction

- Digital transformation in hospitality boosts
customer satisfaction and operational efficiency.

- Technologies like AI, IoT, and mobile apps
revolutionise the industry to meet customer
demands.

- The hospitality sector must adopt digital solutions
to stay competitive.
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Background on the Hotel and
Hospitality Sector

- Industry leaders like Marriott and Hilton drive interest in personalisation,
sustainability, and tech integration.

- Digital transformation addresses challenges like rising costs and evolving
customer preferences.

- Marriott exemplifies tech adoption for guest experience and operational
efficiency.





