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1/Introduction 
Nowadays, the hospitality industry is facing several contemporary themes that influence the progress of the hotels, resort, and restaurants operation.  Technology is one of the most important contemporary themes in hospitality industry, it refers to the increase of technology usage, such as IT, e-commerce, and digital solutions in the hospitality industry. 
The use of this theme is certainly aimed to enhance the customer experience, modernise strategies adopted by the hotel, and operate the hotel development. In current years, technological innovation has altered the hospitality industry, proposing new practices for hotels, and other hospitality businesses to network with their clients and boost their tactics. 
Technology has become progressively imperative and relevant to the hospitality businesses in contemporary life, with several hotels implementing innovation to improve the customer feedback, improve the hotel performance, and help to maintain its position in competitive market. with a focus on Marriott Hotels. Marriott is one a international hotel chain with a standing for technology advance and leadership. The hotel has invested heavily in the last technological tendencies to grant guests with a continuous and unique experience, from mobile check-in to keyless room entry and in-room entertainment systems.
2/Overview of literature: 
The hotel sector is changing because of technological innovations, making it more crucial than ever to adopt technology as a theme. Key theories and concepts from the literature should be consulted in order to comprehend and analyse how technology is being adopted in the hospitality industry. The following are some of the main theories and ideas that will be used in this paper.
PESTEL analysis is a effective technique for observing at the external influences that may affect a business decision to embrace new technology. The PESTEL analysis of the Marriott hotel identified several important aspects that may influence the adoption of new technologies like keyless entry and mobile check-in.
Political issues: Marriott's choice to adopt new technologies won't be impacted by any important political factors. The adoption and usage of keyless and mobile check-in, however, might be impacted by legislation relating to data protection and security.
Economic issues: The cost of deploying new technology can be impacted by economic variables like inflation and exchange rates. The development of new technological projects may also be influenced by the availability of funds and investments.
Sociocultural aspects: The decision of Marriott to embrace new technology may be influenced by sociocultural aspects including shifting consumer tastes and the growing usage of technology in daily life. Customers want their travel experiences to be quick and convenient, and implementing new technologies helps satisfy these requirements.
Environmental considerations: including climate change, energy use, and disposal of waste can have an influence on the acceptance and execution of new technology. Marriott can put eco-friendly technological ideas into practise, such adopting energy-efficient equipment and using less paper.
Legal considerations: including labour regulations and data protection legislation may have an influence on Marriott's choice to adopt new technologies. Marriott must abide by rules governing data security and privacy as well as make sure that using new technology does not contravene labour law.
Disruptive Innovation Theory is a hypothesis that indicates that innovation can disturb established industry models and lead to the construction of new markets and businesses. The theory of disruptive technology in the hospitality industry, recommends that new technologies can disorder the usual hotel business activities and conduct to the invention of new styles of accommodation and tourism experiences. Examples of disruptive technologies in the hospitality industry involve online reservation platforms, home-sharing services, and mobile apps that grant guests to avoid outdated hotel services. Disruptive Innovation Theory is regularly used to justify the influence of technology on the hospitality industry and how hotels can adjust their strategies to stay competitive in the fast hospitality market.
Marriott can take a proactive approach to innovation by making investments in research and development, collaborating with start-ups or technology companies, and experimenting with new technologies in order to prevent being overrun by such disruptive advances. By doing this, Marriott will be able to keep one step ahead of its rivals, enhance the customer experience, and open up new market prospects.
The TAM: Technology Acceptance Model is a theoretical framework used to describe and expect the implementation and practice of new technologies by people such as online booking systems, and self-service kiosks. It is broadly applied theory that explains how consumers come to admit and use technology. It indicates that the two key elements influencing technology adoption are identified effectiveness and feasible. The degree to which a person thinks that an emerging technology will improve their ability to succeed in accomplishing their objectives is known as identified effectiveness. On the other side, identified simpleness of use relates to how much a individual thinks a new technology is simple to use and comprehend. By understanding these elements that impact the recognition of new technology can help hospitality companies create technological solutions that are user-friendly and satisfy visitor demands, whereas enhancing revenue and operational effectiveness. By employing the TAM theory, Marriott hotel may develop understanding of the elements that affect the uptake and utilisation of new technologies and make instructed choices about technology deployment and training initiatives.
CRM: Customer relationship management is an important theory in studying the technology theme in the hospitality industry. CRM refers to the marketing tactic that aims to create enduring connections with customers. By enabling companies to gather and analyse customers data, personalise the experiences of customers, and send out targeted marketing messages. Technology plays a crucial part in CRM. Businesses in the hotel industry may increase customer loyalty and happiness by implementing CRM technologies. 
For instance, hotel companies may track visitor’s interactions, preferences, and comments using technological solutions like customer relationship management software. Customer service may be enhanced, and marketing initiatives can be more effectively tailored using this data. Other related theories, such data analytics, machine learning, and artificial intelligence, are used in conjunction with CRM theory when it comes to technology in the hospitality sector. Businesses may develop deeper understandings of consumer behaviour and preferences by fusing these ideas with CRM, and they can utilise this knowledge to develop experiences that are more focused and individualised.
In the case of Marriott should make investments in technology that allow them to gather, handle, and analyse customer data in a safe and moral manner if they want to utilise CRM theory successfully. This can entail setting up a platform for consumer data or using external solutions with a focus on data analytics and personalisation.
3/ Application to Marriott hotel:
Marriott is one of the biggest hotel groups in the globe, with an expansion   in more than 140 countries. As result, technology has become a fundamental role of its operation. Marriott hotel is embracing numerous technology-based solutions to improve guest experience, modernize operations, and growth productivity. the hotel’s strategy is completely focusing on the use of technology innovation on the guest experience. Marriott has been investigating the employment of innovation to progress the customers experience in several methods. One specific area of the Marriott hotel industry that could benefit from a focus on technology as a contemporary theme is the front office. Specifically, the use of technology (Such as mobile check-in and keyless entry).
Let's concentrate on technology utilisation as a theme in Marriott hotels' front desk departments. The front desk handles duties including check-in, check-out, and processing guest requests. It is frequently the initial point of contact for visitors. It is a crucial area that may have an effect on a visitor's overall hotel experience. Marriott can increase the effectiveness and accuracy of these duties by implementing technology in the front desk department, eventually improving the guest experience.
Among technology developments that have completely changed the visitor experience in the hotel sector are mobile check-in and keyless room access. These technologies have been included into Marriott hotels so that their customers may enjoy freedom and convenience. With mobile check-in, visitors may use a smartphone application to remotely check into their accommodations. The necessity for guest to wait in lengthy lines to check in is eliminated by this technology. On the other side, keyless room entry lets visitors use their smartphones as room keys, doing away with the requirement for conventional key cards. With this feature, guests may easily access their room avoiding contact with   the front desk, significantly enhancing the overall guest experience.
The focus on this kind of technology; mobile check-in and keyless room access, especially in Front office department in Marriott hotels has significantly advance the hotel operations. The check-in and check-out procedure has been altered by technology, making it quicker, more effective, and less stressful for visitors. Additionally, since there is no chance of losing or losing key cards, keyless room entry offers a better degree of security. Increase guests’ comfort and shorten wait times by avoiding the frontline office, which will ultimately lead to improved satisfaction percentages.
With mobile check-in, customers may check into their rooms ahead of time, cutting down on wait time at the front desk and streamlining the process. A (J.D) Power study found that using mobile check-in is much more likely to increase visitor satisfaction with the check-in procedure than checking in at the front desk. Additionally, thanks to technology, Marriott has been able to gather information on customer preferences and behaviour that will help make future stays even better.
Another positive impact of implanting keyless room access and mobile check-in is the acceleration of the hotel operations, allowing personnel to concentrate on other activities like giving guests individualised service. Additionally, the usage of mobile technology has improved communication among hotel staff members, resulting in greater coordination and quicker responses to guest demands. Furthermore, employees have expressed higher levels of job satisfaction due to the adoption of these technologies. They have reported feeling more empowered and valued, as they can now focus on providing personalized service to guests rather than being bogged down by administrative tasks. 
while innovation can suggest several benefits to guests and Marriott hotel similarly, it is notable to consider and tackle these possible negative effects such as the breach of privacy and data security by hacking the mobile and unauthorised access (Suh,2022). For guest consist of the absence of human contact and individualised service has a negative effect on visitors as well and may lower their level of pleasure. Additionally, users of the mobile app may have technological issues that frustrate and dissatisfy them (Munar, 2022). Regarding staff, the adoption of these technologies may potentially be detrimental to the workforce. For instance, workers can be expected to perform extra duties to assist visitors who are having problems with the mobile check-in or keyless entry systems. Additionally, given that these technologies are intended to improve procedures and lessen the need for people in specific areas, questions regarding job security may arise.
To solve the problems with mobile check-in and keyless room access, Marriott has created a number of management solutions. Giving hotel employees training to guarantee they can handle the new technology successfully and aid customers who are having trouble utilising it was one of the effective management answers. This has been effective in lowering the volume of customer complaints about new technologies and enhancing the general customer experience (Mao, 2020). Moreover, the introduction of a support team, which is accessible 24/7 to help guests with any technical concerns relating to the mobile check-in and keyless room access technologies, was another management reaction. As a result, guests have received prompt support and have had a better overall technological experience. In order to get customer input on the new technology, Marriott also put in place a feedback system. This system has been helpful in detecting problem areas and resolving customer complaints (Mao, 2020).
However, Recent studies suggests that employing mobile check-in and keyless access rooms at Marriott hotels has a number of drawbacks. One drawback is that not all visitors are comfortable utilising technology, particularly senior visitors who might choose conventional check-in and room access procedures (Nusair et al., 2022). This may result in a bad visitor experience and affect how they see the hotel brand. Also, the possibility for technological glitches, such as software bugs or problems with mobile devices, is another restriction. These problems might cause delays or difficulties for visitors. Additionally, some guest could be cautious to utilise the service due to issues about the safety of their individual data while utilising mobile check-in.



Finally, the expense of setting up and maintaining the technology is also an issue, since it could not be practical for smaller hotels or those with tighter budgets. Additionally, it's possible that some hotels lack the infrastructure required for keyless entry and mobile check-in, which might need large expenditures in technology and staffing.
4/ Evaluate future policy and management options.:
Based on the assessment of the effects and limitation of using mobile check in and keyless room accesses, upcoming policy and management alternatives may be thought in Marriott hotels to address these challenges, such as:
Safety Procedures: By using additional identification techniques like face recognition or fingerprint scanning, Marriott may enhance the security measures of the mobile check-in and keyless room access technologies.
Personnel Training: Marriott can supply its employees in-depth training to make sure they are completely prepared to handle any technological difficulties that could come up while customers are utilising the technology.
Linkage with Loyalty Programmes: To encourage guests to take advantage of the technology and improve the quality of their visit, Marriott may combine the mobile check-in and keyless room access systems with its loyalty programmes.
Feedback from visitors: Marriott can find out what guests their review about the technologies implanted in order to determine issues and employ the best solution.
Compatibility with older gadgets: Marriott can guarantee that the innovation used (keyless room access a mobile check in) is adapted with older mobiles, as not all customers dispose the newest smartphones or devices.
There are several broad suggestions that may be offered:
First and foremost, in order to improve the guest experience and boost productivity, Marriott should keep making investments in and improving its technology. This include taking care of any technological problems and making sure the system is user-friendly. As not all guests may feel comfortable utilising the mobile check-in and keyless access room technologies, Marriott should continue to provide conventional check-in procedures for those who prefer them.
 Also, ensure sure staff members are educated to help customers who might be having trouble using the technology and provide visitors clear and simple instructions on how to utilise it.
 Additionally, to be safe against any future breaches, Marriott should make sure that the technology is safe, and that customers data are secure. Last but not least, Marriott should keep obtaining customer feedback and utilising it to enhance both the technology and the entire guest experience.
In conclusion, new technologies like keyless room access and mobile check-in have had a tremendous influence on the guest experience at Marriott hotels, bringing convenience and efficiency to visitors. The implementation of these technologies is in line with Marriott's strategic goals, which include boosting customer loyalty and happiness via innovation. The effects of these technologies on the hotel business have been examined using the theoretical frameworks of disruptive innovation, TAM, and CRM.
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