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Abstract

The following report has highly examined the crucial impact of mobile check-in and check-out facility application on the hotel and hospitality sector of the United Kingdom. It has explored the way this implementation has helped the business to improve their guest experience and overall operation. This following report has navigated through the complicated landscape of several different industrial challenges and industrial trends. A PESTEL analysis also has been conducted here to pinpoint all the macro-environmental factors associated with this new implementation affecting hotel’s operations. Lastly, it has also addressed some future strategies such as excellent adaptation strategies, alignment with old systems which can help hotels to implement this new change very effectively.
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The business landscape of hotel and hospitality sectors in the United Kingdom is ever-evolving. Therefore, adaptation of modern technology is not just for highlighting luxury but an essential to maintain competitiveness and sustainable growth. Technological adaptation has helped organisation in several ways such as improved guest experience and simplified several different operations. The following report will explore one such technological adaptation in respect of the hotel and hospitality sector which is the implementation of mobile phone apps for check-in and check-out procedures. Hotel and hospitality sector of the United Kingdom is constantly trying to provide better facilities and comfort to their guests. It has become a big challenge for them to constantly analyse the market trends, implement new changes and stay competitive in the market. During this modern age efficiency and convenience is the first priority and therefore it was necessary to change the traditional check-in and check-out process. Apart from that, nowadays guests also seek a seamless experience which will provide them the power to control their one stay just by touching some buttons. Adaptation of the new technology has been proved to be a complete game changer for UK hospitality and hotel industry as it solved the previous challenges very innovatively. It also helps the business to maintain their sustainable growth alongside competitiveness in this digital landscape (D’Souza and D’Souza, 2023). Since it has effectively improved the guest satisfaction and operational efficiency it is very important to understand the evolving demands regarding seamless experience and convenience in hospitality sector. This particular report will discuss the way this technological aspect has improved the operational efficiency and guest satisfaction for the highly competitive hospitality and hotel industry. 
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According to Ford and Sturman (2020), the hospitality sector of the United Kingdom has a dynamic nature where the preference of customers and market trends are constantly changing. All the hotel businesses are struggling to keep up with the current market trends while maintaining their competition in the market. The hotel industry therefore integrated many different technologies in their business operations in the last couple of years. Online check-in and Check-out option by utilising mobile apps is one of those adaptations that has a highly impact on guest satisfaction and operation. This literature review will highlight several important aspects of this technological adaptation.

Guest satisfaction
As stated by Conrady and Buck (2012), the integration of mobile check-in and check-out processes has contributed a lot in the hotel and hospitality sector in some crucial aspects such as customer experience and business operation. Through giving guests, a more convenient way to bypass the hurdles of traditional check-in and check-out systems this sector was able to improve their guest experience. It was also able to attract all the tech-savvy travellers who love to have some empowerment on their own staying experience. According to Mathias and Mäkiluoma (2023), due to the Covid-19 there is a demand for contactless payment among the guest which also drive the implementation of mobile check-in and check-out options. 

Industry trends
The United Kingdom’s hotel and hospitality sector is having a growing trend to focus on technological advancement and improve overall guest satisfaction. Therefore, this new mobile apps implementation was essential to maintain the guest-centric business practice. As per Cooper and Hall (2019), with the help of this new application the hotels have automated their transactional process and freed some of their manpower which they can now use to improve their personalised services. Freed staff members can play a big role in the frontline regarding improving visitor experiences through developing loyalty. 



Operational efficiency
This new integration has also improved the operational efficiency of the hotel and hospitality industry of the United Kingdom. After integrating these apps in place of the traditional check-in check-out system they have effectively optimised their human resources. There are now less front desk employees and more on providing personalised services to guests. As opined by Tribe (2009), it has also successfully improved the overall productivity of the hotel while lowering the labour costs. Apart from all of that, due to this technological integration there are now less chances of having errors in data entry which has eventually improved the overall service delivery. As per Bardukova (2023), by introducing the mobile check-in option the Premier Inn does not only improve its operational efficiency but highlighting its commandment with convenience and safety.  

Data security
Despite having so much advantage this integration also comes with some challenges and the concerns regarding protecting sensitive information has become a big challenge for the hotel and hospitality sector. Since now all the crucial information of guest stores in the online platform there might be an issue to maintain data integrity and confidentiality. According to Brotherton (2015), cyber criminals are also getting updated with new knowledge with current technological advancement and which make it highly challenging for all the hotels to keep up with their online security. There is a need for strong cybersecurity measurement and to keep up the compliance with UK data protection rules. Hotels need to implement a strong security system to lower the risk of security breaches and safeguard all the crucial guest information and maintain their brand reputation. 
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The following PESTEL analysis will highlight all the crucial macro environmental factors regarding this technological adaptation that are currently affecting all the hotels establishment in the United Kingdom (Faulhaber, 2023). It will discuss all the essential components of this mobile phone application that have an impact on the hotel’s operation alongside the hotel and hospitality industry.

Political factor
Political factors mainly involve all the different regulations and policies of the government that have an influence over the hotel’s operations. Throughout the hotel industry of the United Kingdom political stability has been a crucial aspect for a long time (BBC, 2024). Any changes in the governmental regulation regarding labour laws, taxation and immigration policies can highly affect the tourism sector. On the other hand, any favourable and positive changes in government rules can also help in the industry growth and infrastructure development. For example, government policies regarding data protection measurement have become a very vital aspect in the hotel industry. All those hotels who are currently utilising the mobile application must maintain the data protection law while collecting, processing and storing sensitive guest information. Failure to maintain that can result in reputational damage for the hotel as well as hefty fines. Therefore, to mitigate such risk all the hotels need to invest in strong data security and be transparent about the use of that information. 

Economical factor
Several different economic factors such as unemployment rates, economic growth, exchange rates, inflation also have a great impact on the hotel and hospitality sector. Economic downturns can easily lead towards the lower rate of customer spending regarding their tours and travelling which can impact on the hotel’s revenue generations. On the contrary, whenever there is economic growth there is also a huge increase in the businesses of the hotel and hospitality sector (Race, 2023). For example, economic downturns also can affect the hotel to implement some cost-saving measures which can lower their investment in modern technology. However, this new technology also has a cost-saving approach through optimising the overall operations, improving overall efficiency and saving a lot of labour costs. Through providing the online check-in and check-out facility, hotels can now easily relocate some stuff in other tasks which can easily improve productivity. 

Social factor
Social factors such as consumer preferences, lifestyle change, cultural attitudes change and demographics trends also have a great influence on the tourism industry. Any demographic shifts such as changing travel patterns among millennials and a growing population can easily impact the marketing strategies and offerings of a hotel. For example, there is also a growing awareness regarding the eco-friendly accommodation and sustainable practices in the hotel industry. The industry usually adopts some fresh service offerings in order to provide a response towards this changing nature of customer preference. Therefore, to make it convenient and provide a smooth digital experience to all the generation Z and millennials the hotel business has implemented this instant access facility in their operation (Johnston, 2023). Since these demographic loves to invest in luxury and easy to access lifestyles, investing in this user-friendly application or features like personalised services and keyless entry has become beneficial. Apart from that, this modern technology integration also resonates with the growing social trends of sustainable practice and eco-friendly accommodation. 

Technological factor
Technological factors usually mean the technological advancement that can easily hinder the existing business operation while creating some new opportunities for business (Clegg et al., 2021). From the past few years mobile technology has improved significantly with time and that has transformed the point of view of travellers. The way a traveller searches for a new hotel or book has changed dramatically due to modern technology. Social media and mobile technology have shaped the traveller’s decision-making process regarding accommodation booking. Customers are currently demanding simple and instant booking options which has forced several hotels to adopt the mobile technology in order to stay competitive in the hotel sector. Mobile technology is in a rapid development phase and near-field communication, AI and biometric authentication also improved the guest experience. For example, many hotels have implemented this new online hotel booking system which has improved the convenience and guest experience. Apart from that the AI powered chatbot comes with this online booking system that can provide instant customer support and recommendation and maintain a smooth interaction between hotels and guests. 

Environmental factors
Environmental regulations, climate change and ecological sustainability are some of the environmental factors that have a huge impact on the hotel and hospitality sector of the United Kingdom. The hospitality sector possesses a huge environmental footprint caused by waste generation, water usage and energy consumption. There is also an increasing awareness of eco-friendly and sustainable practices among the visitors which has forced the hotels to adopt eco-friendly accommodation facilities (Dawson et al., 2012). The hotel industry usually implements several different green practices in order to keep their response towards environmental awareness. For example, this innovative approach of mobile apps not only helped to lower the environmental impact but also was able to contribute towards overall sustainable growth. Through reducing the use of papers in traditional systems this new approach highlights the organisation’s efforts to lower their environmental footprint. Apart from that, these apps also come with some crucial features that also allow the guest to request for housekeeping services whenever needed which improve the overall convenience. 
Legal factor
Customer protection laws, health and safety regulations, employment laws are some of the legal aspects that act as the main guideline for maintaining business operations in the tourism sector. Maintaining compliance with the legal requirements are very important for every hotel business in order to avoid damaging their reputation, lawsuits and fines (Darcy et al., 2012). For example, hotel’s adopting online reservation systems need to maintain all the legal considerations regarding protection of intellectual property and probability of data breaches. Therefore, hotels need to collaborate with some legal counsel to develop an excellent service and privacy policy regarding the use of new mobile apps. Moreover, they can also adopt some cyber security insurance that will help to mitigate the risk of financial losses during some unforeseen incidents. 
Critical reflection regarding the strengths and limitation
The above PESTEL analysis has offered a detail examination of all the macro-environmental factors that are affecting the UK hotel sector’s implementation of the modern technology. Strengths mainly included their interconnectedness that comes through the consideration of legal, environmental, technological and all the other aspects. However, there is also some limitation regarding the awareness of the importance of this eco-friendly practice which need more exploration and reach. 

[bookmark: _9ic34yxjxlbj][bookmark: _Toc167128392]Future policy and management options
With the hand of technological advancement, the landscape of the United Kingdom’s hotel and hospitality industry is constantly changing (Faulkner et al., 2001). The implementation of digital check-in and check-out facilities has created several different opportunities for hotels regarding boosting customer experience and hotel’s operations. Several different management options and future policy need to be explored to effectively adopt and use this new technology in the hotel sector. 

Integration with old system
Hotels have faced several challenges while implementing modern technology in their existing infrastructure. It is crucial for hotels to adopt and utilise this new app while having it smoothly integrated with their existing management system. This integration will help organisations to have real time guest data synchronisation, billing information and room availability (Krippendorf, 2011). All of this will improve the overall operational efficiency while reducing the chance of having errors. The organisation needs to collaborate with software providers who develop hotel management applications in order to develop a simple integration protocol that can accelerate the adaptation while ensuring the compatibility with existing infrastructure. 

Adaptation strategy
The success of the new technology implementation always depends upon the adaptation strategy developed by the hotel or hospitality sector. Several factors are involved in an excellent adaptation strategy such as educating all the stakeholders regarding the key benefits for implementing this new application while also answering all their potential concerns (Laws et al., 2007). Collaborating with some influencers and industry associations will be very valuable in this matter as it can easily amplify and accelerate the adaptation process through the hotel and hospitality sector of the United Kingdom.

Insight and data analytics
This mobile check-in and check-out application also holds a lot more different facilities than just the reservation system. It can become an excellent data analytical tool which can easily capture and analyse booking patterns of the guest and their feedback. All of that crucial information can be very useful for the businesses in order to make some strategic decisions to improve the comfort level of guests. Organisations therefore need to leverage some AI and machine learning algorithms with this app in order to generate personalised recommendations or optimise the room allocation. This will not just be going to improve the overall guest experience but also the brand reputation and competitiveness in this market. 

Ongoing innovation and improvement
Technology is constantly changing and therefore there is a need for ongoing innovation and improvement in order to maintain competitiveness in the hotel industry (Mill, 2012). Organisation therefore needs to focus on the ongoing research and development process that will help to add new features in this app or improve some old functionalities. Added extra features such as AR experience, virtual concierge and contactless payment might improve the customer satisfaction, business operation and reputation. Hotels can also implement a survey process to get the feedback of visitors and highlight all the areas that need further improvement.  
All of these future policies are deeply connected with PESTLE analysis. The integration of new system with old infrastructure mainly addresses to ensure the compatibility. Adaptation strategy also aligned with all the societal factors thar are related with highlighting the customer’s concerns and their preferences. Apart from that, ongoing innovation also highlight the respond the environmental and technological concerns. 
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The above report has highlighted several crucial aspects regarding mobile check-in and check-out systems that have a big impact in the hotel and hospitality sector of the United Kingdom. It has highlighted that this technological advancement has created lots of opportunities and few challenges for hotel business. Guest satisfaction has become the top priority for all the hotel business and this new technological integration has significantly improved the overall guest satisfaction. The report has stated that this app has created lots of convenience for guests and also has allowed them to control their stay with their own fingertips. Apart From that, it has also disclosed that this adaptation is also well aligned with the current growing trends to improve sustainable practices. All the hotels were getting huge benefits in their operation due to this advancement as per the report. The new system has automatic transaction facility and data entry options which has lowered the manual labours and potential errors. However, the report has also found that there are also some concerns regarding data security which need strong cybersecurity measurement to mitigate. The PESTEL analysis also highlighted several important macro-environmental factors that are affecting this new adaptation. It has noted that it is very important to maintain data protection compliances and political stability to effectively adopt this new facility. The report has also involved management options and future policy at the end of this report that can help to effectively implement and utilise the mobile app. According to the report, the hotel and hospitality industry need to adopt excellent adaptation strategies, ongoing monitoring and innovation to implement this new technology and stay competitive. 
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