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[bookmark: _Toc158051652]Introduction 
Technology advancement has dramatically impelled the transformation in thematic and narrative trends in contemporary literature. It has changed the way In hotel and hospitality sector, integration of technology facilitates smooth service automates menial tasks, empowers hotel guests, and delivers a better experience for everyone involved. By making use of the latest technologies, business can increase efficiency, streamline operations and enhance customer service. This helps to increase revenue, reduce costs, and ensure long-term profitability. 
The hotel market is ranging from luxury hotels and 5-star to major national budget brands. In 2022, the market size of UK’s hotel industry is amounted to around 16.42 billion British pounds (Statista.com, 2023). The market size of this industry in 2023 has been estimated to reach 19.76 British pounds. It can be determined that the market size has seen an increasing trends in modern times, the overall size of market has yet to reach pre-pandemic levels. 
[image: ]
Figure 1: Market size of hotel industry in the UK
(Source: Statista.com, 2023)
With the development of digital era, customer seek personalized and seamless experiences, propelling technologies to the frontline of industry’s prime concern. The chosen technological trend for exploration is the integration of contactless solutions. This allows seamless and smooth interaction between the staff and visitor, making the journey more customized. The hospitality sector suffered extremely during the pandemic. Such heightened health concerns need hotels to improve safety measures. 
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Overview of literature 
SWOT Analysis
Strengths
Operational efficiency and streamlining operations 
Hospitality industry is continuously embracing technology for improving consumer experiences, the emphasis new move towards streamlining operations to service delivery and optimize efficiency. Contemporary technology themes has improved operational efficiency through automated booking and self-check-in systems, unified communication platforms, and inventory tracking (Nuong and Ragavan, 2023). Biometric access controls, advanced encryption protocols, and compliance with privacy regulations ensure privacy and security of guest information. Using contemporary technologies theme of technologies like contactless solutions reduce physical interactions, improving guest efficacy and safety. It enables guests to request laundry services, schedule room service, make appointments at the spa of hotel, all with their own devices (Pillai et al., 2021). Besides this, it also simplifies tasks such as making travel more appropriate for both staff and guest members, reserving conference rooms. Lean six sigma model are used by the hospitality industry to achieve great effectiveness and superior process efficiency. This can help in providing competitive advantage to the hotel, based on exceptional consumer service experiences. In order to increase efficiency and revenue in modern hospitality, using data-driven strategies and technology is significant for achieving operational excellence and sustainable growth. Process automation and revenue optimization are key aspects that can significantly affect the streamline and bottom-line operations. 

Figure 2: Different aspect of lean six sigma models
(Source: Self-developed0
Enhanced personalization and guest experience: 
Technology has helped in redefining the guest experience in hotel and hospitality sector. Personalized and seamless booking experiences, facilitated through apps and websites, significantly decrease friction in the booking procedures. Contactless solutions make experiences more personalized, accessible and speed up service for staff members (Roy and Pagaldiviti, 2023). The personalization enhances overall customer loyalty and enhance a sense of empowerment, as they appreciate the autonomy and flexibility provided by these technologies. Contactless check-in solutions develop a rapid, easy and secure check-in experience for guests (Iqbal and Campbell, 2021). This saves time for both staff and traveler as fewer people queue at reception. On the other hand, contactless checkout enables guest to handle final formalities without waiting at the front desk. CRM assist hotels to match the guest expectations, managing feedback and loyalty programs.
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Figure 3: Interrelated CRM forms and procedures
(Source: Saha et al., 2021)
Weaknesses 
Digital divide and resistance to technology 
The digital divide is considered to be a split between those without and with related technologies and reliable internet connectivity, has extreme implications on society (Aissaoui, 2022). Lack of internet access impacts the social opportunities, economy, and educational equity, and several other areas. As a result, some guests can resist the technology implementation into their hospitality experience. Hospitality is a people-oriented sector that values personal touch and human interactions (Kandampully et al., 2023). The fear of losing the human aspect in experiences of guest made some hotels cautious regrading technology integration. Striking the right balance between the human and technology initiatives has been an issue. 
Data security and privacy concerns 
One of the privacy concerns related to the technology integration within the hospitality industry is the customer data protection. Hotels gather a wide range of customer’s personal information like names, phone numbers, addresses and credit card details. Data breach can impact customer’s data, loyalty and also lead to decrease in future sales (Shankar and Mohammed, 2020). The application of robust cybersecurity measures can help in protecting sensitive guest data and also employees from baseless allegations. Thus, this a help in increasing the hotel’s reputation and its occupancy, making a positive guest experience. 
Opportunities
Innovative marketing technology
In an era marked by rapid advancement of technology, hotels are at the forefront of developing innovative marketing approaches that transcend the commonplace. The exploration of the disruptive technologies and cutting-edge trends can reshape the hospitality industry’s landscape (Bilgihan and Ricci, 2024). From metaverse integration, and holographic concierge services to emotional AI marketing and blockchain-powered trust, these cutting-edge technologies are set to redefine the hospitality industry. Adopting innovative marketing technology provides numerous advantages to the hospitality industry like improved customer engagement, increased efficiency, and improved brand exposure. Digital marketing provided with insights gained from analyzing existing data of customer preferences, behavior, and feedback can help in preparing smarter marketing approaches, customized offers and experiences for potential customers (Gupta et al., 2020). 
Integration of IoT 
By integrating IoT, hotel business can improve guest experiences with digital offerings and innovative amenities to stand out among competitors. IoT sensors for energy usage, smart room controls, intelligent security systems and connected customer service interfaces allow customized guest services (Buhalis and Moldavska, 2022). With the implementation of IoT devices, hotels can improve operational efficiency, increase revenue and provide enhanced services. Modern hoteliers use proactive IoT-based monitoring to optimize critical infrastructure and enhance efficacy for smarter resource allocation. IoT allows customized experiences through tailored recommendation, intelligent room controls and seamless interaction through connected devices (Mercan et al., 2021). Contactless solutions such as service delivery, check-outs, and check-ins give sparking loyalty and satisfaction. 
Threats 
Risk of technological obsolescence
As the technology evolves, it becomes more efficient and advanced, resulting in older technology to brome obsolete. Technology obsolescence is considered to be a situation when a technology is outdated or no longer useful due to the introduction of more advanced and new technological innovations (Nam et al., 2021). This can be significant issues for hospitality businesses as they require to constantly remain updated with the latest technology to stay competitive. Failing to do so can lead to increased downtime, lost productivity, lost, and weaker security. Thus, understanding the technology obsolescence risk is significant for businesses that want to remain ahead of the curve. 
Economic constraints 
Economic constraints like unemployment, recession, inflation, and economic instability directly affect the hotel business. For instance, COVID-19 pandemic has reduced the hospitality occupations attractiveness (Filimonau et al., 2020). This mainly concerns senior management positions whose holders can substitute jobs of hospitality with more rewarding and secure employment in other economic sectors. Budget constraints can limit the integration of costly technologies mainly for smaller establishments. 
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Application to the hotel and hospitality sector 
Impact of the contemporary ‘Technology’ theme
In the hospitality industry, the check-in procedure acts as a critical touchpoint for guest experiences. Certain impact of contemporary technology theme (contactless solutions) on hotel check-in processes are provided below:
Operational efficiency:
Contactless check-in solutions grant stress-free, seamless experiences appreciated by customers that value simplicity and efficiency. By contactless check-in system, guest can utilize their mobile devices for checking-in, make room service requests and access their room key (Tomislav and STIFANICH, 2020). Common contactless check-in approaches that significantly contribute to operational efficiency are self-service kiosks and mobile apps. This significantly boosts customer satisfaction by reducing font desk lines or entirely bypassing them with a key of digital room. Quick room access means lengthy conversations or no wait times with staff that ultimately results in hassle-fee procedure of check-in. 
Improved guest experience: 
Contactless check-in is perfectly suited to new needs of hospitality, becoming an increasingly significant part of a convenient and safe guest experience. This approach guarantees a flawless customer experience, giving them with the chance of checking-in to their stay and utilizing their phones as mobile keys. It is important to give a contactless check-in to provide a more tech-enables and personalized guest experience. Contactless check-in is appreciated by future guest as it can now make them feel safer (Dalrymple and Dolan, 2020). They expect hotels to help them with room functionality and check-in, to be get updated with technology for make things easier. 
Management responses
Implementation of mobile apps
Hotels with committed mobile apps need customers to download the app, generate an account, and input their reservation a personal detail. Guests get a link to an online form in which they enter the needed information for check-in without the requirement to download an app. Hotel check-in apps give easy-to-read reservation details that enable customers to make updates to their stay quickly. Mobile check-in app increased guest satisfaction, faster check-in times, enhanced operating efficiency, reduced check-in times, and easy integrating with existing software of hotel (Cobanoglu et al., 2021). 
Self-service kiosks
Self-service hotel kiosks offer a variety of advantages for guests and hotel management. These kiosks can check customers in as well as issue key cards, streamlining the procedure of check-in while freeing up employees to finish other tasks (Baptista et al., 2021). They can freely have more meaningful interactions with customers and address their requirements in customized manner. The main advantage of self-service kiosk is the capability to cut down on queues present at the front desk. On the other hand, with minimal hotel staff, kiosks make it easy to overcome the requirements of several guests at the time.  Besides this, when guests input their own data into kiosks, they are more likely to make error when it comes to email formatting or spelling. This data can register automatically within performance management system (PMS) and inform many other aspects of the customer experience like room preferences and special needs. 
Strengths and limitations
Strengths
Operational streamlining 
The contactless check-in procedure is significant as it provides several advantages for both the guest and hotel. The digital check-in enables hotels to streamline their operations, decreasing the requirement for employee and enhancing efficiency (Das, 2023). This also translates to a better customer experience, as contactless check-in reduces the risk of miscommunication or errors and saves time during the check-in procedures. The check-in process is an important aspect of the customer experiences at a hotel, and with the increase of technology, hotels are integrating digital check-in approaches to improve the process. 
Guest empowerment
Contactless check-in which is also known as mobile check-in enables hotel customers to check-in from their mobile phone in advance before reaching hotel. They can pre-share all the needed details with the hotel and be assisted directly to their room on reaching at the hotel. The guest empowerment with the help of contactless solutions build up the relationship between hotels and guests (Yang et al., 2021). Customized experiences provide increased guest loyalty and satisfaction, as they appreciate the control and convenience afforded by these technologies. 
Limitations 
Concerns of data security
The storage and collection of customer information through contactless solutions can help in raising data security concerns. A data breach can ruin hospitality business with the help of reputation loss, remediation cost, business, disruption after a regulatory cost, cyberattack, and lawsuits.  A cyberattack can lock customers out of their rooms, compelling them to make reservation somewhere else (Paraskevas, 2022). Implementing robust cybersecurity approaches can help in safeguarding customer data and addressing limitations associated to trust and privacy. 

Figure 4: Common data breaches in hospitality industry
	(Source: Self-developed)	
Digital literacy and inclusivity
Lack of digital literacy is determined by decreased economic opportunities, limited access to information, and hindered human development. The outcomes of not having digital literacy mainly include privacy issues, fraud, and the spread of incorrect information. Self-service kiosks and mobile apps cater to tech-savvy individuals and balancing these solutions with conventional check-in approaches to ensure inclusivity. 
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Embracing technological innovations
The integration of advanced technologies like chatbots, AI and user-friendly mobile apps, aims to improve guest satisfaction with the help of personalized experience. These innovations provide instant responses to customer queries and simplify the procedures of reserving rooms. Incorporating digital interfaces, enables businesses to provide travel experiences and on-demand room services based on data analytics. Through optimizing time-consuming ones and automating redundant ones, significant development can be made towards enhancing overall efficiency of hotel operations. By leveraging technological innovation in hospitality sector, hotels can improve the streamline operations, guest experience, and gain a competitive advantage (Giannoukou, 2024). Thus, adopting new technologies can deliver an elevated consumer experience. 
Cybersecurity measures
Guests can have their financial and personal information stolen that can lead to identify financial fraud and theft. Hotels can face legal ramifications, like lawsuits and fines, and their reputation can be irreparably damaged that can ultimately result in loss of business. It is important to identify the increasing significance of cybersecurity and take dynamic steps to protect customers and business (Kosutic and Pigni, 20220. Management teams need to fund in cybersecurity training, establish contingency plans and regular update their systems to mitigate potential risks. Future policies needs to be developed government regulations and industry-wide standards to ensure the security of operational system. 
Crisis management plan 
By developing and planning for crisis situations, hospitality industry members may approach a condition with a degree of confidence that they are equipped to manage difficult situations. There is a need of effective crisis management which always begins before a situation is encountered. This plan is addressing the immediate issues and handling public perception of the event. The way in which a hospitality organization reply to a crisis can crucially affect its customer trusts and reputation. Future policies need to mandate all-inclusive crisis management approaches, including safety and health protocols, financial resilience measures and communication plans. Regular update and review of these plans helps in ensuring resilience and adaptability in unforeseen circumstances. 
Inclusivity and diversity
Inclusivity and diversity can help in creating a more positive work environment, enhances job satisfaction, foster creative ideas, brings different voices into the decision-making procedures, and better understanding of the customer base. As a diver and inclusive environment can help in developing a sense of belonging among employees which in turn make them feel more productive and connected. Technology can support inclusion and diversity efforts through awareness and training programs (Nguyen et al., 2022). Developing inclusive policies and equal opportunities enhanced the industry’s reputation and also contributes to creativity and innovation within teams. Management teams need to actively look of diversity training, hiring and promotions, developing an inclusive environment that reflect the different preferences and needs of their consumer base. 
Standardization of contactless technologies
It is recommended to develop industry-wide standards for integration of contactless technologies. standardization needs to ensure interoperability and compatibility across distinct systems and hotels, encouraging a seamless guest experience. Thus, this approach would streamline the implementation process and also contribute to more unified and cohesive technical landscape in the hospitality industry. 
[bookmark: _Toc158051656]Conclusion 
It can be concluded that the implementation of the contemporary technology theme helps in strengthening operational efficiency, improving guest experience and innovative marketing strategies. The adoption of contactless solutions in the hospitality industry is a strategic imperative. It can help in reducing stress as interacting with digital resources take stress out that may occur while dealing with the front desk personnel of hotel. In order to navigate this dynamic landscape successfully, the hospitality industry needs to embrace standardization, develop crisis management plan, incorporate cybersecurity approaches and develop an inclusive and diverse environment in workplace. 
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