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[bookmark: _Toc1934995987]Introduction

In the current situation of the hotel and hospitality sector, technology has emerged as a critical and widespread topic, especially about the integration a of artificial intelligence (AI), which is developing explosively even today (LinkedIn, 2023).The use of AI in this industry not only streamlines operations for hotel staff, but also enhances the overall guest experience, Zabin (2019). Heidelberg has the following opinion about the relationship between everyday life and technology, “Technology has become part of our everyday lives, creating a digital society” (Heidelberg, 2012, p.9). The hotel and hospitality sector are a dynamic and fast-paced industry that is constantly evolving to meet the changing needs and expectations of consumers. With the rise of technology, hotels are increasingly integrating AI-powered solutions into their day-to-day operations. From chatbots that handle customer inquiries to personalised recommendation systems that enhance the guest experience, AI has become a valuable tool for improving efficiency and customer satisfaction within the industry. The importance of incorporating AI into the hotel and hospitality sector lies in its ability to automate routine tasks, perfect processes, and deliver personalised experiences at scale. By using AI technologies, hotels can streamline check-in processes, offer customized recommendations for dining and entertainment, and even predict and respond to guest preferences and needs in real time, Hollander (2023). Furthermore, AI can also help hotel staff in managing and analysing large volumes of data, enabling them to make more informed decisions and improve operational efficiency, Berman (2023). With the increasing demand for personalised and seamless experiences from guests, the integration of AI technologies has become a key driver for supporting a competitive edge in the industry, Lucas (2023). Can be said based on these, the contemporary theme of technology, with a focus on the integration of AI, is of utmost importance and relevance for the hotel and hospitality sector (LinkedIn, 2023). Its ability to perfect operations, personalise experiences, and meet the evolving needs of consumers makes it a vital trend for the industry to embrace to stay ahead in today's competitive market, Wadhwa (2023).


[bookmark: _Toc524183054]Overview of literature

In today's fast-paced and technology-driven world, the use of technology has become ubiquitous in almost every industry, including the hospitality industry, Hecht (2018). To understand the impact of technology on the hospitality industry, it is essential to conduct a SWOT analysis to find the strengths, weaknesses, opportunities, and threats that stem from the use of technology, Gribble (2023). In order to increase the sector's competitiveness, it is essential that businesses take advantage of the latest technological developments and apply artificial intelligence tools. The importance of technology and artificial intelligence in the hospitality industry is particularly characterized by the rapidly changing market environment. Online booking platforms, sales and marketing automation systems, and personalized guest experience tools all contribute to increasing efficiency and improving the customer experience, Access (2023). The SWOT analysis helps to understand the impact of technology and artificial intelligence on the hotel sector.

Strengths: One of the benefits of technology in the hospitality sector is the increased productivity and ease it provides to clients, companies, and staff members. Catering companies can use technology to automate some of their operations, like taking reservations and serving customers. They can lower labour demand and boost operational efficiency in this way. From the perspective of the visitor, reservations for lodging, dining, and other services can be made more quickly and easily through mobile applications and internet platforms. They can more quickly and easily get the information and services they need thanks to these solutions, (Bisoi et al, 2020, p. 4265-4276). From the standpoint of the worker, automation and artificial intelligence can streamline routine tasks and increase productivity (Oracle, 2020, p. 25-28). Finally, with the help of AI, it is possible for restaurants to innovate and develop new services. The data and analysis generated by AI systems can help hospitality businesses to better understand market needs and trends and develop new services and products based on them that can set them apart from their competitors (LindedIn, 2023). 

[bookmark: _Int_HQk8VDlK]Weaknesses: One major weakness is the lack of human connection. Guests often choose hotels and restaurants for the personalized attention and warm welcome they receive. However, the increasing use of automated systems and robots can decrease human interaction, which can be detrimental, especially for guests seeking personal relationships with staff (Wong at al, 2023, p. 416-424). Additionally, the introduction of modern technologies can be a weakness for employees, as many are replaced by automated systems and artificial intelligence, leading to potential job loss. Traditional roles such as receptionists and room service employees may face significant challenges (Koo et al, 2021, p. volume 95). AI can also mean an increase in cost because the purchase of the latest technological solution can be burdensome for a business and the license cost and energy consumption of a system maintenance is an ongoing expense. Thus, the advancement of technology and artificial intelligence can create weaknesses in the hospitality industry, affecting businesses, guests, and employees alike, leading to a lack of personal connections and job security (City Suite, 2023). 

Opportunities: One of the most important opportunities is the enhancement of personalized experiences for guests. With the help of AI and data analysis, hospitality units can easily learn about the preferences of their guests and make personalized offers for them. As a result, guests are more satisfied and more likely to return. Furthermore, technological and AI developments can increase the efficiency of work processes. Automation and robotics can simplify cleaning and service processes, allowing employees to spend more time serving guests or improving services. AI can continuously improve and enhance the experiences offered to guests, contributing to increased satisfaction and loyalty in the sector. Additionally, employees have more opportunities for continuous training and development, which can contribute to keeping and motivating the workforce.
Threats: Online booking systems, automated check-in and check-out processes, and food ordering and delivery platforms are all contributing to the decline in the competitiveness of traditional business models in this sector. One of the primary concerns is the growing preference among consumers for tech-oriented service providers. This trend is driven by the convenience and efficiency of automated solutions, which surpass the traditional services in terms of speed and simplicity. As a result, hotels must enhance their offerings to stay relevant in the market. Moreover, the adoption of technology and artificial intelligence could also have adverse effects on the workforce. The automation of processes may lead to job losses, necessitating the acquisition of new skills by employees to remain competitive in the labor market. These challenges underscore the necessity for the hospitality and hotel industry to adapt to technological changes in order to uphold their competitiveness and deliver exceptional service to both guests and employees. With the rise of technological advancements, businesses in this sector must prioritise innovation and evolution in their operations to secure their position in the industry (Khaliq, et al, 2022, p. volume 68). 

[bookmark: _Toc1242178324]Application to the hotel and hospitality sector

I would focus on the application of hotel artificial intelligence and analyse the real effects of the contemporary "Technology" theme. Based on my previously acquired knowledge of the industry, I would provide examples of management's responses to contemporary technological problems, critically reflecting on their effectiveness. In recent years, the explosive growth of technology created by digital solutions, artificial intelligence and big data has revolutionised the hotel and hospitality industry. Businesses are increasingly realising the potential of technological developments in the areas of customer service, personalized experiences and efficiency (Okay, 2023). The application of AI (artificial intelligence) enables the hotel industry to automate processes, create personalised offers and improve the customer experience. Customers can check in through AI-powered chatbots that can answer their questions quickly and efficiently. With the help of AI, hotels are able to perform predictive analyses of guest needs and thus create personalised offers and advertisements. Hotel industry leaders have sought to take advantage of this technological development and introduce AI into workflows to improve efficiency and guest experience. Smart rooms, personalised offers and chatbots are all examples of the impact of IA in hotel services (Press Reader, 2023). 
However, it is worth thinking about whelther AI really helps the industry and our society or does it contribute to its destruction? Are chatbots and robots really as effective as the mainstream claims? Is the continuous use o these devices actually cost-effective and is their production actually enviromentally friendly? Does every guest need a personalised offer? The answer is simple: no no no. Cohen’s (2023) article relevals that hotel’s cahtbots still struggle with many limitations and AGV’s article reveals that the initial and maintarance costs of robots and new chatbot systems are high and that skilled personnel are needed for their continuos maintarance (AGV Network, no date). That is , it is clear that what the hotel gains on one side, it loses on the other side. Beside that it is also worth talking about the relationship between sustainability and AI. For the sake of a bright future the hotel industry is concentrating on energy conservation and eficient energy use through renewable energy source, energy-efficient buildings, water management systems and efficient lighting systems, Child (2023). It is difficult reconcile with these sustainability effforts the purchase and intergration of technologies that require a lot of energy into everyday life, not to mention the impact of the robots production on the enviroment and the huge amount of industrial waste resulting from the rapid breakdown of products. 
Based on my personal work experience, I can say that AI has already appeared in the Marriott Weltham Abbey, but based on my experience, they did not bring the expected success. Although Mariott Weltham Abbey also has a few services that can be connected to artificial intelligence, in practice they do not provide a better experience for the guests and do not make the task of the employees a bit easier. The hotel guests have the opportunity to check in, but when we arrive at the hotel, there are still a lot of open questions left at the reception, which must be answered at the reception. 
To answer the guest even if he is already very tired, this will take many more minutes. Couldn't this time be shortened? Or why didn't the hotel invest in a self-check-in kiosk? Furthermore, the hotel has a digital service, the essence of which is that the guest can ask questions via a chat interface, but these questions must be answered by the staff working at the reception within five minutes. Just imagine that in the middle of the biggest rush, the already overburdened staff has to answer these questions as well. why didn't the hotel invest in an automated cahatbot system? Based on my experience, it can be said that Marriott Weltham Abbey has taken the first steps towards things controlled by technology and AI, but they cannot use it effectively and are at a competitive disadvantage compared to their competitors (New Gen, 2023).


[bookmark: _Toc1527834860]Evaluate future policy and management options for dealing with this issue

In the rapidly evolving world of technology, the hospitality industry has had to adapt and embrace new innovations to improve the guest experience (Hoxell, 2023). However, with these advancements come a host of contemporary issues and challenges, particularly in the realm of policy and management. One of the key areas that the hospitality industry must focus on is data protection and privacy (Trustwave, 2023). As increasingly guest information is collected and stored electronically, the threat of data breaches and cyber-attacks becomes increasingly real. It is imperative for the industry to implement robust security measures and adhere to strict data protection regulations to safeguard the personal information of their guests, Kyle Chin (2023). Additionally, the rise of online booking platforms and review websites has made reputation management more crucial than ever. With the power of online reviews and ratings, a single negative experience can significantly affect a hotel’s reputation. Therefore, effective management strategies must be put in place to check and respond to guest feedback, ensuring that any issues are addressed promptly and that positive experiences are highlighted, Fuchs (2022). In terms of policy, the industry should look towards incorporating sustainable practices into their operations. The growing concern for environmental conservation means that guests are increasingly looking for eco-friendly accommodations. Implementing policies that promote energy efficiency, waste reduction, and sustainable sourcing can not only attract environmentally conscious guests but also lead to cost savings for the hotels eventually. (Khatter, et al, 2019, p. 2-5). Furthermore, the industry should also consider the ethical implications of technology. The use of artificial intelligence and automation has the potential to streamline operations and improve efficiency, but it also raises questions about job displacement and the human touch in hospitality. Policies should be developed to ensure that technology is used to complement, rather than replace, human interaction, and that employees are provided with training and support to adapt to technological changes in their roles (Ersoy, et al, 2023, p. 507-520). In conclusion, the hospitality industry must continue to evolve and adapt to the challenges presented by technology. By prioritising data protection, reputation management, sustainability, and ethical considerations, the industry can ensure that technological advancements are used to enhance the guest experience while mitigating potential risks. Moving forward, it is crucial for policies and management strategies to be flexible and responsive to the ever-changing landscape of technology in hospitality.
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