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Introduction.

The hotel and hospitality sector are undergoing a profound transformation driven by advancements in technology (Gustavo et al, 2022). This research paper delves into the contemporary theme of technology, with a specific focus on the revolutionary impact of contactless solutions within the hotel industry. The paper explores how contactless check-in/check-out, are reshaping the guest experience at Marriott hotel in Cardiff. Improving operational efficiency, and addressing challenges posed by the ongoing global pandemic. 
The contemporary theme of "Technology in the Hotel and Hospitality Sector" refers to the pervasive integration and utilization of advanced technological solutions and innovations within the hospitality industry (Connolly et al, 2022). This theme encapsulates a broad spectrum of digital tools, applications, and strategies employed by hotels and other hospitality entities to enhance both guest experiences and operational efficiencies. In an era marked by rapid technological advancements, this theme signifies the industry's proactive response to evolving consumer preferences, the demand for seamless services, and the optimization of internal processes (Hsu and Tseng, 2022).
This study will focus on the contactless check-in and checkout within the hotel industry. Sukach, Kozlovska and Sushko, (2021) states, today's hotel business is heavily reliant on digital transformation and technology utilisation, particularly in the post-pandemic period. Hao, (2021) explains contactless solutions have gained prominence, especially in response to changing consumer preferences and safety considerations amid global events like the COVID-19 pandemic. Walugo and Tan, (2022) expresses technology has played a pivotal role in helping hotels navigate the challenges posed by COVID-19, ensuring the safety of guests and staff while maintaining operational efficiency.
Muller, 2010 states historically, the hospitality industry operated on a model centred around face-to-face interactions, human touchpoints, and paper-based processes. Booking a hotel room often involved direct communication with staff, either in person or via telephone. Check-ins required physical paperwork, and services were delivered through manual efforts, reflecting a more labour-intensive and time-consuming approach. While personalization was a hallmark of the traditional model, it was limited by the constraints of manual systems and human resources. Reservation processes relied heavily on direct communication, often through phone calls or walk-ins. However, Celstek, (2020) express now contactless check-in and checkout have minimized physical contact, providing guests with a seamless and secure check-in experience. Also, communication between guests and staff primarily occurred face-to-face or through telephone interactions, now messaging platforms, chatbots, and virtual concierge services enable instant and efficient communication, providing guests with quick access to information and services. 
Fernandes and Melo, (2023) state technology has had a profound impact on the hotel industry, transforming various aspects of operations, guest experiences, and overall efficiency. It represents the ongoing transformation of traditional hospitality practices through the infusion of cutting-edge technologies, aiming to meet the evolving needs and expectations of today's tech-savvy travellers while optimizing internal processes for increased effectiveness and competitiveness. Law et al, (2013) express the incorporation of technology in this sector ranges from guest-facing applications like mobile check-ins and smart room controls to behind-the-scenes operational tools that streamline tasks such as reservation management, inventory control, and customer relationship management. The contemporary theme of technology in the hotel and hospitality sector reflects a paradigm shift toward a more digitized, interconnected, and guest-centric industry (Umiten, 2024).



SWOT Analysis: Impact of contactless solutions in the Hotel Industry. 

	Strengths. 
· Enhanced customer satisfaction.
· Increased effectiveness of operations.
· An increase in revenue. 
· Individualization.
· Distribution and marketing.
· Less physical contact. 

	Weakness. 
· Cost of technology.
· Staff training needed. 
· Maintenace cost.
· Data security and privacy. 

 

	Opportunities. 
· Provide innovative experience
· Stand out from the crowd.
· Increase market relevance.
· Stay competitive 

	Threat.
· Rapid change of technology
· Inclusivity benefiting all segments.
· System failures.
· Cyber-attacks.





Overview of literature. 

Contactless check-in and checkout offer numerous strengths, especially in the context of modern technology and the evolving needs of businesses and consumers. Birdir and Dalgic, (2020) emphasizes that the integration of technology, such as mobile apps and contactless check-in and checkout, enhances the overall guest experience by providing personalized services, streamlined check-in/check-out processes, and convenient communication channels. Contactless check-in and checkout provide users with greater convenience and efficiency this is done by having automated check-in and check-out systems streamline the process, saving time for both guests and staff members. This efficiency can lead to improved customer satisfaction and operational productivity. Whether it is making payments, accessing information, or checking in at a hotel, users appreciate the speed and simplicity of contactless interactions. Barten, (2024) highlight by reducing friction in various processes, contactless solutions contribute to a positive customer experience. Faster transactions, streamlined check-ins, and other seamless interactions enhance customer satisfaction. Xxxxx Implementing contactless systems can reduce operational costs associated with traditional check-in and check-out processes, such as staffing requirements and paper usage. Also, Contactless systems can collect valuable guest data that can be used to personalize future experiences, improve marketing strategies, and enhance overall guest satisfaction.

However, the weaknesses of the upfront costs associated with implementing new technologies, staff training, and the need for ongoing maintenance pose financial challenges for some hospitality establishments Hao, (2021). Recent articles highlight that smaller establishments may struggle with the initial investment required for technology adoption, leading to potential disparities in the industry ( Bababyal and Das, 2019). The collection and storage of guest data for personalized services raise concerns about data security and privacy, potentially leading to reputational damage. Conrady, (2012) suggests that hotels need robust cybersecurity measures and transparent data policies to address guest concerns and build trust in technology usage. Arici, Saydam and Koseoglu, (2023) state contactless technologies often come with built-in security features, such as encryption and tokenization, making transactions more secure. This helps protect users' sensitive information from unauthorized access.

Gustavo et al, (2022) express technology presents numerous opportunities for the hotel industry to enhance guest experiences, improve operational efficiency, and stay competitive in a rapidly evolving market. Hotels leveraging the latest technologies can differentiate themselves in a crowded market, attracting tech-savvy consumers seeking modern and innovative experiences. Findings by Fernandes and Melo, (20230 indicate that hotels incorporating advanced technologies are more likely to stand out and appeal to a broader audience, gaining a competitive edge. Also, technology enables hotels to adapt to changing consumer preferences, such as the demand for contactless services, contributing to increased market relevance. A study published by Connolly et al, (2022) demonstrates that technology adoption aligning with evolving consumer behaviours positively influences guest satisfaction and loyalty. However, the rapid pace of technological advancement may result in disparities, potentially excluding certain demographics or establishments with limited resources. Research conducted by Pillai and Sivathanu, (2020) underscores the importance of addressing inclusivity concerns, ensuring that technology benefits all segments of the industry without creating digital divides. Also, overreliance on technology may lead to challenges during system failures, cyberattacks, or disruptions, potentially affecting guest experiences and operational continuity. Sukach, Kozlovska and Sushko, (2021) highlight the need for contingency plans and risk mitigation strategies to address potential vulnerabilities associated with technology dependence. 



Application to the hotel and hospitality sector.  

Management responses to contemporary issues in check-in and check-out, particularly in the context of the hospitality industry, require a proactive approach that addresses evolving guest expectations, technological advancements, and health and safety concerns. Many hotels around the world have implemented contactless check-in and checkout processes to enhance guest safety and convenience, especially in response to the COVID-19 pandemic (Barten, 2024). Hollander, (2023) expresses growing preference for contactless interactions, management can invest in technology that enables seamless contactless check-in and check-out experiences. This may include mobile check-in apps, self-service kiosks, or online portals that allow guests to complete these processes remotely using their own devices. Marriott Bonvoy, the loyalty program of Marriott International, offers contactless check-in and checkout options at many of its properties worldwide. Guests can use the Marriott Bonvoy mobile app to check in before arrival, receive a mobile key to access their room, and check out without having to visit the front desk (Marriott Bonvoy, 2024). Hilton Honors, the loyalty program of Hilton Worldwide, also provides contactless check-in and checkout features through the Hilton Honors mobile app. Guests can use the app to check in, choose their room, access their digital key, and check out without having to interact with hotel staff (Hilton, 2023).

According to Pillai and Sivathanu, (2020) one of the significant challenges is the digital divide, where certain demographics or regions may lack access to the required technology. There is a risk of excluding a portion of the population, especially older individuals, or those with limited access to smartphones and other digital devices. This can result in exclusion and inequality. It is important to provide alternative methods for guests who prefer traditional processes and offer assistance or tutorials for those unfamiliar with contactless options. Umiten, (2024) to address accessibility concerns and ensure that guests can easily navigate contactless processes, management should provide comprehensive training and support to both staff and guests. This may involve offering tutorials, troubleshooting guides, and onsite assistance to help guests unfamiliar with technology or facing challenges during the check-in and check-out processes.   

Despite the shift towards contactless interactions, management should prioritize personalization to create memorable guest experiences. This may involve leveraging guest data collected during the check-in and check-out processes to tailor services, anticipate guest preferences, and provide personalized recommendations that enhance satisfaction and loyalty. However, Harris, (1995), explains the widespread use of contactless solutions raises concerns about data security and privacy. Instances of cyber threats and identity theft may undermine the trust in these technologies. Data breaches affecting online payment platforms can erode consumer confidence in the security of digital transactions. Fernandes and Melo, (2023) express overreliance on contactless solutions may pose risks, especially in the event of technical failures, system crashes, or cyber-attacks. Organizations need robust contingency plans to mitigate such risks. A company heavily dependent on cloud-based services may face operational disruptions during a service outage. Therefore, management should prioritize upgrading and maintaining technology infrastructure to ensure the reliability and efficiency of contactless check-in and check-out systems. This includes robust internet connectivity, secure data storage solutions, and user-friendly interfaces that enhance the guest experience (Celtek, 2020). 




Evaluate future policy and management options for dealing with this issue. 

A policy is a formal statement or set of guidelines that outlines rules, principles, procedures, or expectations to guide decision-making and behaviour within an organization or a specific context (Cambridge dictionary, 2024). Hsu, and Tseng,(2022) states Policies serve as a framework for consistent and standardized actions and help ensure that individuals understand their roles and responsibilities. They provide clarity, direction, and accountability, contributing to effective governance, risk management, and compliance within an organization. Guliani and Rizwan, (2016) discusses the future of technology in the hotel industry will continue to evolve rapidly, driven by changing guest expectations, advancements in technology, and the need for greater efficiency and personalization. Hotel policy and management options for technology should align with these trends to enhance guest experiences, improve operational efficiency, and stay competitive in the market. Celtek, (2020) Hotel technology policies encompass a range of guidelines and protocols related to the use, implementation, and management of technology within the hotel environment. These policies aim to ensure the efficient and secure operation of technology systems while also safeguarding guest privacy and data security. 

For example, Marriott International, like many large hotel chains, has a comprehensive set of policies and procedures related to technology usage, data security, and guest privacy. Marriott prioritizes the security and privacy of guest data and employs various measures to protect sensitive information from unauthorized access, disclosure, or misuse. This includes encryption of guest data, secure transmission protocols, access controls, and regular security assessments to identify and address vulnerabilities (Marriott, 2024). According to Wang and Xu (2021), encouraging information security policy compliance in the hotel sector requires a multipronged strategy that incorporates effective leadership techniques and deterrent tactics. This knowledge can help hotel management create all-encompassing plans to improve information security procedures and lower the danger of cybersecurity attacks and data breaches.
Xxxx suggest the importance of regular training programs for staff on cybersecurity best practices, routine system audits, and collaboration with cybersecurity experts to identify and address potential vulnerabilities.  


A human rights policy in the context of hotels outlines the commitment of hotel management to uphold and respect fundamental human rights principles in all aspects of their operations. The hospitality industry, including hotels, has a significant impact on the rights and well-being of various stakeholders, including guests, employees, suppliers, and local communities. Therefore, integrating human rights considerations into hotel policies and practices is essential for promoting ethical and responsible business conduct. However, Human rights may not be followed for several reasons, ranging from systemic issues within societies to specific violations by individuals or institutions. Ndiuini and Baum, (2021) explores the issue of underemployment among migrant workers in the hotel industry and its impact on their lived experiences. The study examines the policies and industry practices that contribute to underemployment and its consequences for migrant workers. The article focuses on the inadequate labour market conditions experienced by migrant workers, particularly in low-wage industries like the hotel sector, regardless of their cultural qualifications. This leads to ongoing underemployment, hindering their career advancement. The study underscores the influence of structural factors such as immigration laws, which render migrant workers powerless to negotiate their skills and work experience, turning them into bonded individuals. Consequently, the paper concludes that the underemployment of migrant workers is inefficient and undermines productivity. Xxxxx Hotel employees are entitled to fair and safe working conditions in accordance with labour rights principles. A human rights policy for hotels should include commitments to fair wages, reasonable working hours, occupational health and safety, freedom of association, and protection against discrimination and harassment in the workplace. Hotels should also provide training and capacity-building programs to empower employees to understand and advocate for their rights.












