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[bookmark: _Toc156768377]1. Introduction
The hotel and hospitality businesses are getting bigger and are making a big difference in the world's economy. Because people want different and personalized experiences, the industry is always trying to find new and creative ways to stay current and competitive (Norum, 2018). Technology is causing big changes in how hotels operate. This research looks at how technology affects hotels and hospitality, focusing on a specific tech trend.
[bookmark: _Toc156768378]1.2 Background of the Sector
The hotel and hospitality industry is a broad industry that includes restaurants, event planning, low-cost lodging, and opulent resorts. It is well-known for putting a strong emphasis on providing excellent customer service and creating memorable experiences for guests. Because of the rapid advancement of technology, the industry has seen significant changes in the expectations and behavior of its customers in recent years. Today's travelers want seamless, expedient, and frictionless encounters, which has prompted hospitality companies to adopt innovative approaches (Tuomi et al., 2021).
[bookmark: _Toc156768379]1.3 The Contemporary Theme of Technology and its Relevance
According to Mercan et al. (2021), technology has become a fundamental component of the current world, penetrating practically every area of human existence. The hotel and hospitality industries are no exception to this trend. The integration of technology into this industry has altered how client’s book, stay, and interact with hospitality services. From smartphone applications that facilitate easy check-ins to contactless payment systems and messaging platforms for guest communication, technology is transforming every part of the visitor experience.
[bookmark: _Toc156768380]1.4 Justification for Selecting the Specific Technological Trend
This research focuses only on one technological advancement made in the sector. The focal issue of the investigation is mobile apps, contactless solutions, and messaging platforms because of their increasing popularity and potential to bring about major changes. Due to its ability to improve guest convenience, streamline operations, and boost the general competitiveness of hotels and hospitality businesses, this idea has grown in popularity (Ansong and Boateng, 2018). The researcher hopes to shed light on the broader effects of technology on the sector by examining the drawbacks, advantages, and limitations of this specific trend.
[bookmark: _Toc156768381]1.5 Research Objectives 
The primary objectives of this research paper are:
· To evaluate how messaging services, contactless technologies, and mobile applications affect the hotel and hospitality industries.
· To assess the strengths, weaknesses, opportunities, and threats associated with the adoption of this trend.
· To give examples from the real world and think carefully about how it is used in a particular part of the hotel business.
· To suggest ideas and rules for how the industry can grow in the future because of this new technology trend.
[bookmark: _Toc156768382]2. Overview of Literature
[bookmark: _Toc156768383]2.1 SWOT Analysis of Technology's Impact on the Hospitality Industry
Analyzing the strengths, weaknesses, opportunities, and threats of technology in the hospitality industry is important.
Strengths: Technology has helped the industry in many ways. For instance, hotels are using mobile apps more to make booking faster, communicate better with customers, and provide specialized services more efficiently (Mercan et al., 2021). Furthermore, using contactless technology has made it easier to check in and out, and has helped keep things safe during the COVID-19 pandemic. These qualities lead to happier tourists and better efficiency.
Weaknesses: Organisations often have a hard time keeping up with fast-changing technology. Smaller businesses might have a hard time buying advanced technology because they do not have a lot of money. This makes the gap between businesses with good technology and those without it even bigger. Also, as information about visitors is stored on computers, people are more worried about keeping it safe and private (Sanjaya et al., 2020).
Opportunities: Hotels can talk to guests before, during, and after their stay using messaging systems. Additionally, they can learn a lot about what visitors like and how visitors act by using data analytics and artificial intelligence. This can help to provide very personalized services. Combining augmented reality (AR) and virtual reality (VR) could make travel more exciting by giving people realistic views of hotels and places they want to visit (Marzouk et al., 2019).
Threats: Technology has good things and bad things. If there are computer problems or someone hacking, having a lot of digital technology could cause problems with how things work. Moreover, new technology is changing quickly, which means they may have to keep learning and spending money to stay up to date. Also, some people may like talking to other people more than using computers. This can make them feel left out in a society that is increasingly relying on technology (Kuo et al., 2016).
[bookmark: _Toc156768384]2.2 The Influence of Technology in the Sector
Many smart people and business magazines have written about how new technology is used and how it affects things. These changes include using social media and booking trips online, as well as using smartphone apps and contactless technology (Nikolskaya et al., 2021). Travelers and hotels are relying more on mobile apps for important information and services. They help people ask for services, book rooms, and get important information easily. Mobile apps make hotels work better by doing tasks automatically, making it easier to talk to each other, and getting important information for making things more personal (D’Souza and D’Souza, 2023).
Keyless entry, using their smartphone to check-in, and paying digitally are examples of contactless technologies that have become more important, especially because of the global health problem. These improvements have made front-desk operations run smoother while also making sure visitors are safer (Cooper and Hall, 2019).
It needs to use the internet and social media to build a good reputation and promote business. Hotels use social media to talk to guests, hear their thoughts, and show off their special deals (Nikolskaya et al., 2021). There are changes in how people book trips now that more people use online travel agencies. Companies have had to change how they market their trips and try to offer lower prices than their rivals because of this.
[bookmark: _Toc156768385]2.3 Integration of Theories and Models to Support the Analysis
People often use the Technology Adoption Model (TAM) to look into how they get and use new technology. Many companies, like hotels, have used it to find out what makes people start using new technology in certain ways. The TAM model now shows how hotels use social media, including how well it fits their goals, how much people like and trust it, and how easy it is to use. Hotel managers and policymakers can use the TAM model to plan marketing and communication to promote new technologies (Huang et al., 2019).
Many hotels use the Service Quality Model to measure and improve their service quality (Wood, 2015). Five things are crucial: the way the service area looks; being dependable; giving reassurance; responding quickly; and demonstrating empathy (Palese and Usai, 2018). Tangibles are things like how clean the hotel is, how nice the staff looks, and how good the furniture is. According to Zaibaf et al. (2013), the survey asks if the staff is friendly and ready to help visitors, if the staff knows what they're doing, and if the staff understands and meets the needs of visitors.
According to Karmanov et al. (2020), the Diffusion of Innovation Theory explains how new ideas and products become popular in a society. It helps marketers look at trends and predict if new products will do well or not. Research has shown that Rogers' Diffusion of Innovation Theory works in the hotel industry. The most important element in this context is network structure, which is used to evaluate and improve service quality in the hotel industry. This aids in identifying areas in need of development and formulating strategies to improve consumer satisfaction.
[bookmark: _Toc156768386]3. Application to the Hotel and Hospitality Sector
[bookmark: _Toc156768387]3.1 Specific Area within the Hotel Industry
The paper turns its attention to guest services as part of its examination of how technology is affecting the hotel and hospitality industries. This industry in particular has a significant influence on the satisfaction, loyalty, and overall experience of visitors. Technology is a suitable topic for analysis since it has quickly transformed the way hotels and other hospitality businesses provide services to their guests (Marques, 2023).
[bookmark: _Toc156768388]3.2 Real-World Examples of the Chosen Technological Trend in Action
To demonstrate the practical application of the selected technical trend, let's explore the adoption of mobile applications inside guest services. Many top hotel operators have adopted mobile applications as a tool to improve the visitor experience. One such example is Marriott International, which introduced its Marriott Bonvoy app. This software enables customers to not only book accommodations but also check in and check out online (Marriott International, 2024). Upon arrival, guests may skip the front desk and proceed right to their rooms, opening the door with their iPhones. Additionally, guests may easily order room service, request additional amenities, and control in-room features like temperature and lighting via the app. Apart from these functionalities, the app provides personalized recommendations for nearby events and dining options, taking into account the visitor's preferences and previous visits (Barreto and Mayya, 2022).
In the same vein, Hilton Worldwide unveiled the Hilton Honors app, enabling keyless entry and smartphone check-in. Choose a room, check-in online, and get your room key on your iPhone—all available to guests. This expedites the process of checking people in and also aligns with the growing trend of contactless encounters, which became even more important during the COVID-19 pandemic (Breier et al., 2021).
These actual cases demonstrate how mobile apps have changed hotel guest services. These apps' contactless, customizable, and convenient features have improved guest satisfaction while also increasing hotel operating efficiency.
[bookmark: _Toc156768389]3.3 Examination of Practical Implications and Challenges
Practical Implications
Enhanced Guest Experience: Faster check-ins, personalized recommendations, and in-room management are convenient features that guests like, which raise satisfaction and may even increase loyalty (Bharwani and Mathews, 2021).
Operational Efficiency: Hotels get benefits such as less work at the front desk, giving the best rooms to guests, and using important guest information to improve marketing and customer service.
Competitive Advantage: Organisations that use technology for guest services have an advantage in a busy market (Law et al., 2014).
Challenges
Technological Infrastructure: Setting up and maintaining these systems requires a lot of money to build a strong technical foundation, including keeping them safe from cyber-attacks, making apps for smartphones, and having secure Wi-Fi (Bilgihan et al., 2011).
Training and Adoption: Staff must be trained so that visitors can easily use this technology. Additionally, there are some people who may need help or like old-fashioned methods.
Privacy and Security: Keeping visitor information safe and not letting it get stolen is a concern when collecting and using it for specific purposes (Lee et al., 2021).
[bookmark: _Toc156768390]3.4 Management Responses and Critical Reflection on Strengths and Limitations
Hotel managers are doing things to keep up with the use of mobile apps and new technology in helping guests (Bharwani and Mathews, 2021). They understand the potential for increased output and improved tourist experiences. However, the corporation's response hasn't been consistent across the board.
Strengths
Efficiency Gains: Management is happy with the reduction in front desk duties as it allows staff to focus on more complex customer requests.
Data-Driven Insights: The valuable visitor choice insights provided by the data collected by mobile apps enable targeted marketing and improved services.
Contactless Solutions: Contactless solutions were necessary due to the pandemic, and management was happy with their contribution to visitor security (Huang et al., 2019).
Limitations
Resource Constraints: Investing in mobile app development and cutting-edge technologies may be difficult for independent, smaller hotels.
Guest Preferences: Some guests, particularly those from older demographics, may prefer traditional check-in methods and face-to-face interactions.
Data Privacy Concerns: The difficult balancing act between visitor data privacy and tailoring while adhering to data protection rules is handled by management (Park and Allen, 2013).
[bookmark: _Toc156768391]4. Evaluate Future Policy and Management Options
[bookmark: _Toc156768392]4.1 Recommendations for the Industry
· Taking into consideration the examination of technology's influence on the hotel and hospitality business, they propose many potential ideas that could drive future legislative and managerial actions.
· Organisations in the hotel industry must prioritize investing in a strong IT infrastructure. This includes maintaining fast Wi-Fi, ensuring data security, and creating user-friendly mobile apps. Small businesses should consider working with other companies or forming partnerships to handle limited resources (Breier et al., 2021).
· Need to pay a lot of attention to training staff. Workers must be able to deal with computer problems, help customers well, and aid people with technology. By regularly paying for training programs, we can reduce the difference in technology and give visitors great experiences.
· Working with companies in the industry is very important to make sure that specific technical processes, like data protection and contactless service, are the same and follow the rules. People might start to trust technology more and feel like websites are all the same.
· Finally, hotels should always remember to treat their guests like people and take care of their needs. Even though technology helps us work faster, it's important to focus on building closer relationships with each other rather than relying solely on technology. It is important to offer personalized and technology-based services to meet the different needs of guests (Huang et al., 2019).
[bookmark: _Toc156768393]4.2 Discussion of Potential Outcomes and Consequences
Positive outcomes may include:
· Improving technology and having skilled staff could make visitors happier, get better reviews, and attract more repeat customers.
· Making things simpler and using data to make decisions can help us use resources better, spend less money, and get more done.
· Companies that are good at using technology to give their customers great, personalized experiences can stand out from other companies and get tech-savvy customers to choose them (Brizek et al., 2021).
Potential consequences and challenges to consider:
· Smaller businesses or those with fewer resources may have a hard time keeping up with new technology. This could mean that some customers might have better experiences than others (Bulent Ozturk and Hancer, 2014).
· As more places gather information about their visitors, people might worry about keeping their information safe and private. This could lead to the need for strict rules and making sure they are followed.
· There might need to use change management strategies because some employees and guests might not like the shift to a more high-tech workplace (Fan et al., 2022).
[bookmark: _Toc156768394]4.3 Addressing Ethical, Economic, or Societal Implications
The business needs clear rules and steps to deal with the moral, practical, and social impacts of ideas. The most important things to consider are keeping visitors' information private and using their data in the right way. Hotels must follow privacy rules and tell people about the data they collect and use.
Technical personnel and training personnel have a financial expense, but over time, the advantages of happy guests and improved performance may offset it. Small firms looking to increase their revenue may want to think about applying for government subsidies or splitting expenses with other companies (Suslenco et al., 2022).
The hotel and hospitality industries need to change to meet the changing needs and wants of their customers. To make sure that everyone feels good using the internet, it needs to help both people who are good with technology and people who aren't. Also need to think about how technology affects the environment, as well as society.  should make software and hardware in a way that's good for the environment.


[bookmark: _Toc156768395]5. Conclusion
This research looks at how technology affects hotels and the hospitality industry. It focuses on one new technology. This shows how technology can help create new ideas and make things different, as well as being useful in everyday life. Hotels now use mobile apps, contactless technology, and messaging to help customers, do tasks, and promote their services in new ways. With this technology, hotels can meet guests' increasing needs and be ready to deal with new problems like the worldwide health crisis. Also, they can add a special feeling for guests. The newest tech trend shows how flexible and creative the industry is. To stay successful as guests' desires, change, hotels need a plan. Travelers can make their trips easier, safer, and more fun by using touchless electronics, messaging apps, and phone apps. The study shows that hotels and other hospitality businesses need to be able to change and keep up with new technology and market changes.
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