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[bookmark: _Toc136640759]Introduction
The introduction of new technologies has resulted in a dramatic shift in the hospitality industry. This modern approach has resulted in various innovations that are transforming the way hotels are run and improving the quality of service provided to guests (SMITHDAVID, 2012). Marriott International, a well-established and widely recognised hotel company, is one of the major participants in this dynamic industry.
Since its inception in 1927, Marriott International has grown to become a global leader in the hotel industry (Marriott, 2023). Marriott International is ahead of the curve when it comes to the hotel industry's use of technology because of its dedication to innovation and client satisfaction. Marriott International as well as the entire hotel business may benefit greatly from technological innovation and implementation. For starters, it helps hotels simplify their processes for greater effectiveness (Theresa, 2017).. Minimizing wait times, increasing staff efficiency, and providing a faultless client experience are all goals attained via the use of digital check-in and check-out procedures, mobile hotel concierges, and digital room controls.
Marriott International is a prime example of how the hotel industry may benefit from technological integration in terms of increasing operational efficiency, customizing guest experiences, advancing environmental initiatives, and fostering greater connections. Hotels must adopt technological advances if they want to remain competitive and suit the needs of today's tourists.


[bookmark: _Toc136640760]Literature Review
Several important ideas and concepts pertaining to technological integration in the hospitality industry will be used throughout this research. These ideas are based on recent research published in scholarly journals and provide important context for understanding the role that technology plays in the hospitality sector. The purpose of this research is to apply these ideas and concepts to the hotel industry, with an emphasis on Marriott International, in order to give a complete study of the function that technology plays in increasing operational efficiency, customising guest experiences, encouraging sustainability, and boosting connectivity.
Technology Acceptance Model:
Individuals' openness to and use of technology is explained by the TAM framework. According to TAM, people are more likely to accept and utilize a technology if they believe it will be valuable to them and would be easy to learn and use (Kayla, 2019). Users' perspectives on a technology's perceived utility as well as its ease of use are related to their beliefs about how the technology would affect their performance and productivity.
For instance, (Hyun & Hwang, 2016), used the TAM to investigate the extent to which hotel visitors were receptive to using mobile hotel reservation services. The results showed that hotel guests' intentions to use mobile reservation systems were heavily impacted by guests' perceptions of their utility and the systems' ease of use, demonstrating the importance of TAM for comprehending customers' acceptance of technological innovations in lodging.
Customer Relationship Management:
For businesses, maintaining their connections with consumers is a top priority, which is why CRM was developed. With the use of data analysis and technological tools, hotels may learn more about their guests' individual tastes and habits. Having a customer relationship management system in place allows for streamlined communication and individualised service. CRM is crucial in the hospitality industry since it helps increase visitor happiness and loyalty (Lehman, 2011). Using customer relationship management methods, hotels may improve the quality of service and marketing to each guest. With customer relationship management (CRM), hotels may monitor visitor interactions, handle bookings, and anticipate client preferences for more personalised service. Post-stay contact is also simplified by CRM systems, allowing hotels to solicit guest feedback and rectify any issues.
Using customer relationship management techniques, hotels such as Marriott International have been able to strengthen their bonds with their visitors, provide better service, and encourage return visits. 
Sustainable Technology:
When talking about the hospitality industry, "sustainable technology" refers to the use of eco-friendly and energy-saving methods and tools. It entails making use of technological means to lessen the negative effects of hotel operations on the natural world, boost conservation efforts, and encourage sustainable growth (Madsen & Grønseth, 2022). (Gursoy, 2020) the study analyzed the connection between eco-friendly policies and repeated business in the hospitality sector. Guests of hotels that adopted eco-friendly measures were more inclined to return and recommend such establishments to others, according to the research.
Hotels such as Marriott International can help the environment, save money, and meet the rising demand for green lodgings by using sustainable technological practices. The hotel industry and the earth as a whole may have a brighter future thanks to the use of sustainable technologies.
The following PESTEL criteria may be taken into account when thinking about technology integration in the hotel industry:
Political:
· The deployment of technological solutions is influenced by government legislation and policies concerning data privacy and cybersecurity.
· The EU's GDPR has gone into effect, and it will have repercussions on how hotels manage guest data and protect customer privacy (Eletter, 2017).
Economic:
· The financial ramifications of setting up and maintaining a technological infrastructure.
· Marriott International plans to spend $500 million to equip all of its hotels with the Internet of Things-enabled smart rooms (Marriott, 2023).

Social:
· Guests now expect a smooth, individualised experience, which is changing how businesses operate.
· Hilton's mobile app, which allows for online booking and room selection, exemplifies the rising demand for mobile apps and self-service choices that improve convenience and efficiency (Ensminger, 2018).
Technological:
· Rapid technological progress in areas like AI, IoT, and statistical analysis is fuelling new developments in the hospitality sector.
· The instantaneous assistance and data are provided by chatbots like the Marriott ChatBot on Facebook Messenger and WeChat (Marriott, 2023).
Environmental:
· The use of renewable energy sources and other eco-friendly innovations to lessen our carbon footprint.
· To reach its sustainability objectives, AccorHotels has used energy-efficient procedures and renewable energy sources (Jackson, 2018).
Legal:
· Legal safeguards for original scientific research and technical advancements.
· Legal protections, such as patents, for innovative technological solutions created by the hospitality industry (Grace, 2016).
[bookmark: _Toc136640761]Application to the Marriott International and Its Guest Experience Enhancement & Customization
Customisation and attention to detail for guests are two of the most important aspects of the hotel company since they directly affect client retention and repeat visits. Technology's introduction has changed this area of the hotel industry, allowing for more individualised care for guests. Analysis of the management response to this modern challenge, including a look at effective implementations and any constraints they may have, is made possible by narrowing down the actual implications of technology integration in guest experience and customisation (McNidder, 2018). The hotel sector has made great strides thanks to the use of technology in the field of guest experience and customization. The use of mobile apps, artificial intelligence (AI)-powered chatbots, the Internet of Things (IoT)-enabled smart rooms, and data analysis has revolutionised the way hotels engage with visitors, allowing them to provide more individualized service. As a consequence of management's actions, efficiencies have been gained, and customer happiness and loyalty have both grown.
[bookmark: _Toc136640762]Mobile Applications and Self-service
As a result of management's efforts to improve guests' experiences and provide convenience, mobile apps, and self-service choices have grown more commonplace in the hotel business. In-room mobile apps provide hotel guests with instantaneous access to a hotel's full range of amenities and data (Mustafa, 2022). These applications provide conveniences like in-and-out-of-hotel check-in and out, amenity requests, dining reservations, and loyalty program access to customers. 
Management Response:
In many situations, this approach from management has been the saving grace. The Marriott Bonvoy app, created by Marriott International and aimed at repeat visitors, is only one example. The app creates a streamlined and personalized experience, letting customers tailor their vacation to their own needs (Marriott, 2023). Guests may save time and hassle by skipping the front desk altogether thanks to modern conveniences like smartphone check-in and smart key access. 
Limitations:
It is critical to understand the constraints of mobile apps and other forms of self-service. One disadvantage is that it might alienate visitors who don't use cell phones or would rather stick to more archaic forms of contact. To accommodate all guests and help individuals who may have trouble with technology, hotels should have backup methods ready. The dependability of mobile apps may also be hampered by technological problems like network difficulties. The personnel at the hotel have to know how to deal with any problems that may arise when customers use these services on their own.
[bookmark: _Toc136640763]Artificial Intelligence (AI) and Chatbots
Management in the hospitality business have turned to AI and chatbots to boost customer service and streamline processes. Artificial intelligence (AI)-driven chatbots employ algorithms that process natural language to interpret user queries and provide contextual responses (Ensminger, 2018). These chatbots can quickly and accurately answer questions, offer suggestions, and do basic tasks.
Management Response:
Chatbots have been successfully used in hotels, leading to faster response times, more operational efficiency, and higher guest happiness. For instance, Marriott International has made it possible for visitors to make bookings, ask about services, and get customised suggestions using the Marriott ChatBot, which is available on Messenger apps such as Facebook and WeChat (Marriott, 2023). The chatbot offers a simple and hassle-free method for visitors to communicate with the hotel, cutting down on the need for standard service.
Limitations:
The capabilities of AI and chatbots should not be overestimated. They are great at answering basic questions but may need help from a person with more complicated or nuanced demands. To prevent visitors from becoming annoyed or dissatisfied, hotels need to provide a smooth transition from chatbot engagements to human help. It's also possible that chatbots can't match the warmth and individuality of human connection. In order to provide outstanding service to guests, hotels must find the optimal balance between technological advancements and human interaction.
[bookmark: _Toc136640764]Internet of Things and Smart Rooms
Smart rooms, made possible by the hotel industry's adoption of IoT, have a variety of linked appliances and sensors designed to improve guests' stays and provide more tailored service. In an Internet of Things smart room, visitors may manage their stay's temperature, lighting, entertainment options, and even room service with the touch of a button or the sound of their voice (Jackson, 2018).
Management Response:
In response, management has implemented IoT and smart rooms, which have resulted in more immersive and individualised experiences for guests. As an example, Marriott International has their "IoT Guestroom Lab" where they test and perfect their smart room technology including voice-operated amenities and programmable lighting. As a consequence, customers are more likely to enjoy their time there and be willing to return in the future (Marriott, 2023).
Limitations:
There are constraints to think about when putting IoT and smart rooms into action. The privacy and security of the guests may be at risk, which is a drawback. In order to keep guests' personal information safe and keep them informed about how their data is being used, hotels must emphasise strong cybersecurity procedures (Doris, 2019). In addition, there may be technical and upkeep concerns brought on by the intricate nature of IoT systems and devices. The reliability and functionality of a hotel's technological amenities depend on a staff that is trained to quickly identify and resolve issues.
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Management in the hotel sector have increasingly relied on data analytics and customised suggestions to boost visitor satisfaction and retention rates. Hotels may better serve their guests by responding to their individual needs and preferences via the use of in-depth analytics gleaned from their guests' stay data (Powers & Barrows, 2016).
Management Response:
Personalised suggestions based on data analytics have been shown to increase visitor engagement, boost cross-selling possibilities, and strengthen customer loyalty. In order to provide customers with tailored travel suggestions on its digital platforms, Marriott International, for instance, uses data analytics (Marriott, 2023). Marriott is able to tailor its recommendations for hotels, events, and services to each individual guest by evaluating their booking history, preferences, and opinions.
Limitations:
There are constraints to keep in mind while making use of data analytics and customised suggestions. The delicate balancing act between individualization and visitor anonymity is one obstacle. Hotels have a duty to treat their guests' personal information with care, taking into account their wishes and protecting their privacy. Guests' confidence must be maintained via open dialogue regarding data use and privacy regulations (Leroux & Pupion, 2018).
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Robust Data Security and Privacy Policies: 
It is very necessary for Marriott International to adopt strict data security and privacy rules in order to keep up with the expanding integration of technology within the hotel business. These policies should adhere to any applicable legislation and put an emphasis on the safety of their customer’s personal information (Lawrence, 2022). It is possible to protect critical visitor information and continue to keep the confidence of guests by using secure data storage, encryption techniques, and frequent cybersecurity assessments.
Continuous Technology Investment: 
In order for Marriott to maintain its position at the forefront of quickly developing technological trends, the company needs continually invest in technological updates and advancements. This involves investigating new technologies to improve the visitor experience, such as artificial intelligence, the Internet of Things (IoT), and virtual reality (Lauren, 2021). By ensuring that it is always one step ahead of the competition in terms of technical development, Marriott can provide services that are innovative and keep its position as a market leader.
Seamless Integration across Systems: 
To effectively integrate technology, the hotel's many different systems, including property management systems, customer relationship management systems, and guest service apps, need to be connected to one another in a smooth manner and integrated with one another (Kasliwal & Agarwal, 2019).
Ongoing Training for Employees: 
In order to ensure that hotel employees are making the most of the ever-evolving technological tools at their disposal, it is crucial to give continual training. Employees should be prepared to solve technological problems, answer guest complaints, and deliver consistent service in both digital and analogue contexts (Bulent Ozturk & Hancer, 2014).
Ability to Adapt and be Easily Accessed:
It's possible that not every visitor is tech-savvy or even comfortable utilising technology. To accommodate a wide range of guests' needs, hotels should provide several ways for them to get in touch with staff and get services (Elijah, 2017). Traditional check-in and check-out procedures, as well as easily available employees to help guests with any tech issues, are essential features.

[bookmark: _Toc136640767]Recommendation
Marriot International may confront several restrictions while attempting technology integration unless it takes certain precautions, such as-
· Make sure that visitors who don't have smartphones, or who prefer fewer modern forms of communication, have access to other options.
· Maintain effective and dependable hotel technology by providing ongoing training and assistance to hotel workers.
· Take strong cybersecurity precautions to safeguard visitor information and keep data gathering and utilization completely open and honest.
· Keep the conversation flowing naturally between chatbots and human agents when guests need help with anything more complicated.
· Delivering outstanding customer service and tailored experiences requires striking an equilibrium between automation and the human touch.
· Improve your self-service and mobile apps on a consistent basis in response to user feedback and technological developments.
· Constantly analysing visitor data allows for the creation of tailored offers and suggestions based on individual tastes and habits.
· Treat visitors' personal information with care and provide them with transparent information on how it will be used.
· Incorporate statistical analysis as a complement to human contact and intuition in providing targeted suggestions.
· In order to remain competitive in the ever-changing field of hotel technology, it is essential to promote a culture of creativity and adaptability.

[bookmark: _Toc136640768]Conclusion
Guest experiences and individualised service have been revolutionised by hotels' use of technology, especially in the realms of mobile apps, chatbots, Internet of Things–enabled smart rooms, and data analytics. Guest happiness, repeat business, and a leg up on the competition may all benefit from these technological advances if they are implemented and handled well.
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