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[bookmark: _Toc181787072]Abstract 
This paper aims to discuss the key aspects of digital disruption in the hospitality industry of the United Kingdom with particular emphasis on contactless technology solutions to improve customer satisfaction and optimise business procedures. Some of the key areas that fall under this include contactless check-ins, digital key technology and cashless payments. Customers expect companies to embrace all high-tech solutions as a way of minimising negative impacts on the environment. The issues of costs and compliance are solvable while going digital saves resources and provides stability in the context of the global pandemic and increased competition, so the industry has solid potential for the future. 
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The hospitality and tourism industries are undergoing a significant digital transformation that remodels the concepts of conventional value provisions and organisational structures. This modern-day theme is very important to the sector since technologies like AI and IoT together with mobile applications as part of the Internet of Things are tools that enable the hospitality business to interact with guests better, automate processes and leverage available resources. These technologies give the hotels and tourism operators the means to develop and deliver unique and convenient services including virtual/ artificial intelligence-enabled customer service, contactless check-in and customised travel experiences (Gaur et al., 2021).
Due to high competition and unsatisfied consumer expectations in the hospitality industry, companies need to keep up with digital trends to remain relevant in the market. The growth of the sector also continued after the COVID-19 pandemic when the global society shifted to increased usage of digital services, forcing the sector to adapt to new technologies such as digital experiences and contactless communication to support guest safety. Companies' digital transformation is not only a tool for innovation and development but also for resistance to existing challenges. With the help of digital approaches, the hospitality industry can introduce the focus to new clients who are interested in technologies and novelty, increase effectiveness, save money, and counter such important issues as sustainability and security of data, that is why this theme belongs to the modern trends of development of the hospitality industry (Jiang and Wen, 2020).
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[bookmark: _Toc181787075]Contactless Technologies in Hospitality
Contactless interactions have become the new norm especially post-COVID-19 within the hospitality and tourism sector owing to safety and convenience. Basic services such as contactless check-ins, coming and going with a smartphone and contactless payments are already obligatory to fulfil the needs of the generation. Contactless solutions are becoming popular, over 70% of worldwide hotels implemented at least one contactless solution, which is quite expected due to guests’ demand for a seamless, or even minimally invasive, check-in/check-out process (Khan et al., 2021).
[bookmark: _Toc181787076]Impact of Contactless Check-In and Check-Out
Mobile check-in and checkout services have also improved guest comfort given that long waits are eliminated. An online poll conducted recently pointed out that, while 85% of hotel customers opt for touchless check-in or register, minimising proximity is the key reason for choosing this option. The increase in consumers' awareness has checked in systems being adopted in mobile facilities to 65% internationally (Chang et al., 2022). Mobile check-in, for instance, was shown to decrease wait times by 15% while at the same increasing customer satisfaction by 20% as recorded by Marriott International for the hotels which adopted the strategy. It also enhances operational productivity since the housekeeping and front-desk services get real-time information to help reduce turnaround time and delay. There is evidence that in some hotels, mobile check-in has resulted in the reduction of burdens on front desks to trends of about 30% freeing up some time so that cases can focus on individual guests.
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The use of digital keys has thus advanced with the latest trends indicating that 60% of the major hotel brands are now employing smartphone-based entry systems to hotel rooms. The Digital Key from Hilton is in use in over 5,000 locations and has seen a 10% increase in guest engagement. Significant empirical evidence shows that; hotels have seen a 25% improvement in lost key-related cases, while physical key security has seen a 30% improvement (Khan et al., 2021).
[bookmark: _Toc181787078]Contactless Payments
Mobile payments are in sync with the increasing trend where people are shifting away from cash transactions, while the use of contactless payments has also come during the Covid-19 pandemic, the contactless payment opportunities for the year 2022 was striking $5.5 trillion which is projected to grow at an average rate of 20% per annum. In hi-tech hospitality, digital payments enable more efficient and faster payment hence increasing by 20% guest consumption on services such as food and beverages and Spa (Buhalis et al., 2023). Hotels that had adopted contactless payment at checkout have seen checkout processes cut by 30%, making them slash checkout personnel by up to 15% contributing to overall reduced labour costs and at the same time, guest satisfaction scores are likely to rise by 10-15% in reception to convenience and security of digital payment system (Kim et al., 2023).
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One of the reasons for such popularity of contactless solutions is the illusion of greater sanitation. According to the same survey, 80% of travellers said they felt safer at hotels with digital check-ins and keyless entry and contactless payments. As observed during the pandemic, properties with touchless features guest experiences were filling up 10-15% better than similar hotels as guests became cautious of touch points. This technology also helps to decrease the possibility of diseases for both guests and personnel. The Wyndham Hotel's customer satisfaction and occupancy level increased after implementing contactless solutions (Zhong et al., 2022).
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The use of contactless technology has enhanced so much operational efficiency hitherto in that organisational tasks have been automated hence reducing on cost of labour significantly. Some hotels that adopted machine self-check-in and mobile payment options, found a way to cut the labour cost by 20% due to the reduction in front-desk staff. These changes also mean that in a hotel environment, those involved can focus and be trained to work in more customer-related positions helping to enhance service delivery. Contactless technology is evident at Accor Hotels as they demonstrate how hotels operationalise contactless technology and manage staffing levels while maintaining high service standards (Dragović et al., 2018).
[bookmark: _Toc181787081]Data Collection and Personalisation
Contactless technology is an effective way to gain insights about guest behaviours, preferences and spending which will be helpful for the targeting of the guests. Information received through touchless registration, door locks and payments allows hotels to offer more personalised solutions. Thus, guests staying in hotels prefer if the services they offer are personalised and these hotels will enjoy a return rate of 75% among the guests. For instance, Hyatt collects data from its contactless systems to make offers based on guest living and amenities usage exampling thereby increasing loyalty member’s rebooking by 25% Using data, hotels can then make promotions and specific messages to guests that will improve satisfaction rates and repetition (Sutyrina et al., 2021).
[bookmark: _Toc181787082]Application to the Hospitality and Tourism Sector 
Political Factors
The UK hospitality industry is under the legal regime of GDPR with strict guidelines regarding the handling of contactless technologies such as mobile check-ins, digital keys, electronic wallets, etc. Failure can result in significant penalties of up to £17.5 million or 4% of the worldwide annual turnover. To compensate for these regulations, 42% of businesses operating in the UK will invest more in cyber security in 2023 underlining the concern for secure customer data in the UK. To enhance the confidence of consumers in data safety, Premier Inn as a big chain of hotels has also used transaction encryption and more factor verification. These compliance costs put significant pressure on small hotels, which are often unable to implement the required cyber security measures to counter cyber threats effectively leading to a digital gap within the hotel industry (Pavithra et al., 2019).
Economic Factors
The following are the economic challenges that the UK hospitality industry deals with and that influence the case for contactless technologies. During the COVID-19 crisis, the industry was short by around £40 billion, so cost reduction and improving efficiency issues became crucial. This goal is supported by contactless technology as it also lowers labour intensity and improves organisation. For instance, mobile check-in and check-out reduce frontline human resources such as front desk clerks' utility in the business. The contactless form of check-in brought down the need for staffing by about 15% in the pilot locations for Whitbread PLC, the parent company of Premier Inn (Wahab, 2021). 
The choice of digital payments increases the amount of revenue due to the improvement of transactions and the increased spending on their site. More than half of domestic travellers said they prefer hotels that accept digital payments as it enhances tour satisfaction and willingness to spend more. It can take a significant while to identify a contactless payment system and can be expensive, with the cost ranging from £200,000 to £500,000 in the case of a middle-sized hotel and economic difficulty arises for small-scale UK operators. Although these technologies point to future economic gains, capital costs may restrict wider implementation amongst small businesses (Perumal et al., 2022).
Social Factors
Safety and convenience threats related to COVID-19 affect UK consumers’ demand for contactless technology in the hospitality industry: 75% of all hotel guests consider hotels providing contactless check-ins and keyless entry as a priority advantage. For instance, Holiday Inn Express UK offers mobile check-in services which are attributed to increasing guest demands for contactless processes and resulting in higher customer satisfaction (Sin et al., 2021).
They favour increasing element of efficiency in life UK's users anticipating digital versions of their service experiences. There is a group of people who may have some issues here since it can be challenging for guests who are not familiar with interface designs (Morrison et al., 2023).
Technological Factors
New technologies such as IoT and AI have helped to spur the increased use of contactless solutions by the UK hospitality industry. 55% of hotels in the UK adopted mobile-based services for cheque-ins and room access which is an increase of 30% from the previous year. For instance, using IoT facilities, IHG one of the world’s largest hotel companies enables guests to adjust room settings using personal electronic devices or acquire information from IoT networks and employ it to offer an individualised and satisfying guest experience.  These systems require frequent updates due to the advancement of technology which makes these systems outdated. The problem for the smaller hotels is that they cannot afford those changes which might further increase the digital divide between the large and small operations (Marston et al., 2023).
Environmental Factors
Contactless technology also enhances sustainability in UK hospitality since there will be no use of plastic keys and paper receipts among others. For instance, Hilton UK believes Digital Key has saved the company about 100,000 plastic keys in use each year. IoT is also applied to energy management in many hotels through smart lighting and climate control systems that depend on occupancy; this can moderate energy consumption by up to 20%. Digital devices include aspects of production giving rise to electronic waste and aspects of disposal also giving to electronic waste. The hospitality industry is extending efforts towards recycling where the process calls for extra effort and management (Alotaibi and Khan, 2022).
Legal Factors
Legal requirements for data protection and cyber security are continuously tightening in the UK, the GDPR remains an authoritative directive shaping such trends in hospitality. Self-check stations and keys collect personal details of guests and hotels are responsible for invasion of privacy and hacking. 60% of the hospitality organisations in the UK invested in cyber security to meet the GDPR requirements. This regulation involves rigid measures of controlling data and the consequences of data breaches that can harm the business image and profitability of hospitality brands (Khoalenyane and Ajani, 2024).
For example, to meet data protection legal requirements, Travelodge UK has enhanced secure mobile options and encoded contactless services. Despite these efforts, small and mid-sized hotels continue to struggle with compliance issues as a result of their limited financing capabilities. Although the law increases customers' confidence, it exposes many operational costs that are hard for small businesses to bear. While recognising these legal requirements and their further practical application is already a difficult task, the UK hospitality industry faces a challenge (Qiu et al., 2024).  
[bookmark: _Toc181787083]Evaluation of Future Policy and Management Options
Foundation of Findings
The adoption and implementation of contactless operations in the UK hospitality industry have exhibited numerous advantages due to today's customers' precautions concerning safety, sanitary measures and guest expectations, as well as adherence to contactless operations as a norm. No contact cheque-ins and payments, keyless entries and cashless deliveries have enhanced customers’ experiences, saved on labour costs and steered environmental conservation by less use of plastics and power usage. There are issues such as high start-up costs, security concerns and (digital) access divides that potentially confront small-scale operators (Fainshtein et al., 2023).
Future Recommendations
Government Support for Small Operators: Reducing the financial factor to adopt digital technologies is possible by providing extra grants or subsidies for such areas as the digitalisation of distinguished sections of the smaller hotels (Mondok, 2023).
Enhanced Cyber Security Standards: Establishing industry-specific guidelines would reduce the number of barriers to compliance with cyber security, safeguard guests and reduce the occurrence of data breaches (Zaman et al., 2022).
Inclusive Technology Design: The capabilities of all people including the elderly guests, to use various contact-less systems can be enhanced thus improving guest satisfaction (Moore and Hancock, 2020).
Sustainable Technology Investment: Promoting the use of recyclable material in digital devices and implementing e-waste management programs in the hospitality industry solve environmental issues (Ivanov et al., 2020).
Implementation and Implications
Laying these suggestions into practice would involve participation from all the stakeholders in the industries, the government of the United Kingdom and the technological firms. Government promotion of digital adoption could help to decrease the gap in technologies and increase the capabilities of small hotels. Standards on cyber security that would be formulated with the regulatory authorities would assist hotels to implement efficiently thereby improving customer confidence. Customised and sustainable design experience would improve further guest experience and industry sustainability standards (Buhalis and Moldavska, 2021). All of these strategies combined support the stability of the UK hospitality industry, preserving equal and easily accessible contactless technologies regardless of the existing legislation and environmental issues.
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Digital solutions in the UK hospitality industry have positively impacted the customer experience, productivity and sustainability through contactless solutions such as touchless entry, digital keys and contactless payments. Despite such barriers as high costs in the initial years, cyber security compliance and the digital divide, these barriers can be tractable with targeted policies, inclusive solutions and government support that would lead to the development of a committed, sustainable and competitive hospitality industry.
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