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Abstract
One of the primary themes within the business landscape that has gained significant relevance has been technology, which has been evident from the rapid rate of digital transformation. The report aimed at understanding the extent of technology integration by focusing on personalisation within the hospitality and hotel industry. The finding suggests that rising use of social media has enabled businesses to collect more consumer data accompanied by using it in order to personalise the features of the offerings. Based on the external environment analysis it is recommended that the government comes up with skill training and incentive related benefits for businesses that are able to integrate relevant technology. It is also recommended that AI base tools along with augmented and virtual reality are used in order to provide customers with optimum experience.
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Overview
The recent years have witnessed significant rise in the integration of technology across a wide range of industries and business areas with the aim of improving operation. It has come out to be essential for organisations in order to evaluate various risks and market conditions and accordingly come up with effective and faster decision-making processes (BBC 2021).  
Significance of the Theme
One of the most significant industries that has been at the forefront of the adoption of new technologies and digital approaches has been the hospitality and hotel industry. One of the primary reasons for the growing significance of technology within the hospitality industry has been the consistent expansion as well as diversification experienced by businesses within the industry followed by the increasing demand especially after the pandemic. During search circumstances in order to address the rising demand and diversification, innovation came out to be a critical element for the formulation of existing business models within the hospitality and hotel industry alongside being competitive. 
Industry Background
The hotel industry within the UK has been going through significant growth post the Covid-19 pandemic driven by 95% increase in the year-over-year increase within hotel booking since 2020. At present, the industry is valued at an overall market size of nearly 24.3 billion GBP that has rapidly increased since 2021 (Statista 2024).
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Figure 1: Growth of market share of the hotel industry in the UK
(Source: Statista 2024)
The government report highlights more than 143000 businesses within the UK Hospitality and hotel sector consisting of more than 1.8 million employees accompanied by a contribution of nearly £40.4 billion as of 2019 towards the UK GDP (Gov.UK 2023).
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The recent years witnessed a series of innovations driving the integration of technologies within the hospitality and hotel sector that has been embraced by organisations in order to keep up with the changes in consumer demands. While considering the diverse areas of technology integration, one of the most prominent and effective has been that of personalization which has also been a key consumer preference within the industry. 
In the opinion of Kansakar et al. (2019), the implementation of a wide range of technological changes have been directed towards bringing forward a complete makeover of the offerings of the hospitality industry as well as the ways in which customers are able to experience the offerings. The study further adds that hospitality service providers have been more inclined towards the concept of personalisation through process improvements and technology integration, mainly because of its necessity in meeting the needs of diverse customers with contrasting budget or experience expectations (Kansakar et al. 2019). The use of technological approaches for bringing a significant extent of personalised offerings involves shaping individualised experiences for each guest through the integrating of elements like customizability and flexibility through the service offerings (Kansakar et al. 2019). The study of Buhalis et al. (2019), came up with a similar set of findings where data-driven approaches through the use of technologies and disruptive innovations like big data have come out as key elements boosting personalised offerings for the tourists based on pricing, location and timings.  The study also highlights the growing role of technology like artificial intelligence and augmented reality that have primarily brought capabilities for the hospitality industry to focus on user-centred design within their service offerings (Buhalis et al. 2019). Such technologies have further enabled hotel and other hospitality businesses for hyper-personalization of the content based on the interest of every traveller. Bisoi et al. (2020), also highlighted the aspect of hyper personalisation within their study and outlined that hotels have started focusing on using technology and computerisation towards providing the customers with the ability to adjust or alter service offerings such as room comfort. It includes the use of technology like artificial intelligence and machine learning that allows hotel chains to integrate voice commands or the use of digital tools like tablets placed across hotel rooms through which visitors are capable of customising their entertainment or room lighting as well as order food or other amenities that they prefer (Bisoi et al. 2020). Car and Stıfanıch (2020), highlight within their study that hotels have been using mobile technology for collecting customer data from a diverse range of digital and online sources which has further enabled them for improving guest experiences. It is accompanied by adding significant value and improving the satisfaction of guests through improvement of quality and bringing greater flexibility within the hospitality services (Car and Stıfanıch 2020). The study by Limna (2023), also brought similar findings within the existing literature by highlighting artificial intelligence as the most significant technology for addressing the theme of personalisation among hotel chains. Their study also states that various AI-powered smart devices like robots and sensors R capable of collecting data and at the same time, AI tools like chatbots have further boosted the capabilities of hotels to address customer concerns by supporting human intelligence and promptly responding to visitor queries (Limna 2023).
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PESTLE of UK Hospitality and Hotel Industry
	Political
	· The political stability within the UK has been restored by Rishi Sunak after the turmoil brought by Truss and Johnson resulting in making the market more favourable in terms of policies for businesses to expand or integrate new approaches (Clark 2023).
· The UK government and the hospitality sector has been working in partnership in terms of developing skills of the workforce through government courses as well as supporting the development of destinations in order to bring more business opportunities for the hospitality and hotel businesses (VisitBritain.org. 2022).
· Tourism Recovery Plan introduced by the UK government in collaboration with the top players within the hospitality industry which shaped the Government framework directed towardsn  bringing recovery of the hotel industry after the pandemic (VisitBritain.org. 2022).  

	Economic
	· The GDP growth within the UK has been witnessing a consistent growth with around 0.6% growth in the first quarter of 2024, that implies a positive impact on the investment decisions towards new business areas (Gov.uk. 2024). However, the economic growth has been rather slow over the past few years that further highlights the 
· There has been a significant rise in the proportion of digitally skilled workers within the UK and the key motivation has been the rising wages where digital employment roles have nearly 29% higher wages than the non-skilled ones and wages for the digitally skilled workers in the UK stood at £37,000 (Gov.UK. 2019).

	Social
	· There has been a growing trend among the hospitality customers towards elements of quality offerings alongside service assistance promptly. 
· The customers within the hotel and hospitality industry focus on the elements of experience which also become the primary determinant of their satisfaction and level of loyalty towards any particular business (Wu and Gao 2019). 
· It has been found that social media has come up to one of the key trends among the British customers  using it for engaging more with the hotels in order to find relevant options for their vacations or other purposes. Customers have been constantly using a range of social media channels and platforms in order to gather data regarding the hotel chains as well as their packages and service offerings (Theocharidis et al. 2020).

	Technological
	· The UK government has been constantly dedicated towards improving the technology infrastructure with several measure investments such as the recent commitment of  £900 million towards the  new 'exascale' supercomputer and a dedicated AI Research Resource (Gov.UK 2023).
· In addition to the government, various major institutions in the hotel and Hospital industry including accommodations and restaurants within the UK have been committed towards constant improvement within their technology infrastructure through the projected investment of nearly 346 million US dollars in 2024.

	Legal
	· Since various businesses in the hospitality and hotel industry get access to a large proportion of customer data including the payment methods and transaction history, there are serious legal considerations including the privacy act like the Data Protection Act 2018 within the UK. Within that respect the company has to focus on keeping the collected customer data safe and secure and also prevent any data breach through the use of relevant precautions and digital solutions.

	Environmental
	· Sustainability has been one of the key elements of consideration within the business environment of the hospitality and hotel industry. There have been severe regulations associated with increasing the environmentally conscious decision making process in terms of providing customers with an experience of every element through tablets rather than the using paper.


Analysis of the theme based on external environment.
Based on the findings from the analysis of the business environment of the hospitality and hotel sector within the UK, it has been prominent that the stability within the government as well as lesser policy changes have come up to be of vital importance for hotels to focus on innovation and technology integration. It is primary because lesser policy changes will lead to more consistency in profit making and also reduce the chances of any legal or other disputes driven by the technology used by the hotel chains. In addition to that, greater Government support as well as the consistent investment of the government as well as private institutions in the hospital and hotel industry are further essential in terms of driving greater chances of innovation. It is mainly because hotels and restaurants are capable of using the technology infrastructure available in the UK such as developed AI solutions that leads to improving the overall technology integration. Another key factor from the external analysis has been various social factors that include the rising use of social media among UK consumers followed by increasing use of such platforms among the visitors to find relevant hotels and other offerings from the hospitality industry. This has resulted in various top hotel chains and other hospitality businesses such as Marriott to be focusing on investing their resources towards various technology-oriented areas. It includes elements like digital platform reviews as well as online promotions and investing heavily in the use of technology for personalised offering.
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Figure 2: Areas of investment of the hotel industry in the UK
(Source: Hooson, 2023)
It is also resulting in bringing a significant spike within the investments of business organisations for leveraging social media in order to market their offerings and connect customers while creating a community followed by the use of AI power solutions that allow improving the customer overall experience through personalization strategies which is the key theme of the following report. Also, the increasing support of the government towards the development of artificial intelligence infrastructure and facilities within the UK has resulted in the development of a wide range of AI based firms that further provide solutions and software to the hotel chains to improve the aspect of personalization. As evident from Figure (3), the hospitality and leisure industry has been having a large proportion of businesses that are currently adopting various AI related tools in addition to many of them planning to use for addressing the customisation and personalisation needs of the customers in the present day.
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Figure 4s: Adoption trends of AI across diverse industries in the UK
(Source: Statista 2024)
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Based on the insights of analysis section, some of the key recommendation that will be relevant for the hospitality and hotel industry within the UK are, 
· Making use of AR and VR: One the most prominent recommendations is that of using augmented and virtual reality which brings greater chances of personalization across a range of hotel offerings. According to Gao (2018), the use of augmented and virtual reality generally comes with dynamic screens and brings improved opportunities through multidimensional panoramic displays that can defy time and space limitations. As it is evident from the analysis that customers focus primary on the experience factor in order to get loyal and be satisfied with any hotel or hospitality business, the use of AR and VR can lead to providing customers with an experience of the hotel rooms for the location before booking in addition to making it more convenient for the workforce to process the booking and payment elements (Gao 2018).
· Integration of AI and data driven tools: Another key recommendation for the businesses within the hospitality and hotel industries to focus and integrate elements like meta-search bookings and voice search technology with the objective of improving customer convenience and provide a similar experience. It mainly involves the use of AI tools in order to locate different elements within the hotel rooms or hospitality properties. Vila (2021), also adds that hotels can focus on the use of meta search engines such as trivago that provides a wide ranging search options for the customers based on their filters regarding hotel or accommodation or entertainment options and also look to integrate social channels suggest Facebook and Instagram in order to reach out to another audience and personalised their offering for the potential customers. 
· Government intervention through skill development or tax benefits: Another other primary recommendation in terms of policy development is for the UK Government to come up with additional tax benefits for the hotel industries since they can use the additional amount to invest in technology development through effective research and development process. This can result in improving the quality of their offerings and also providing a coherent and seamless experience for the visitors across different parts of the hotel.
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Based on the findings of the following report, it has been found that one of the key areas of technology within the hotel and hospitality industry has been personalisation within which consumers have been mostly driven by features and offerings that suit their needs and budget. The rising focus and investment of the UK Government towards artificial intelligence followed by the growing use of social media are further key elements that boost the utilisation of technology and allows collection of customer data from social platforms that makes it easier for personalising the offerings. Hence it is suggested that the government comes up with tax benefit related interventions in order to help businesses within the hospitality and hotel industry to redirect a certain amount of their investment towards research and development and improve the integration of disruptive technology like artificial intelligence and big data analytics.
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