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In the current 21st century, technology has significantly advanced, and its use is increasingly being implemented in various sectors. The hospitality industry or sector is one of the areas where technological features and tools are increasingly being utilized to ease service delivery. Contactless solutions are one of the most recently introduced and highly utilized technologically advanced service provider platforms in the hospitality industry. Contactless solutions are an innovative technology that enhances guest experience in hotels and restaurants. The services offered by this innovative technology, or the "contactless solutions," aim to minimize or eliminate the need for face-to-face interactions between guests and hotel staff (Mohanty and Munir, 2024). Therefore, with this technology, guests can check into hotels without physically interacting with the staff. Since the outbreak of the COVID-19 pandemic and the introduction of physical contact measures, contactless technology has become a buzzword (Hao, 2021). In response to the new circumstances, the hospitality industries, particularly the hotel sector, had to adjust to the changing reality and embrace new technology, which resulted in contactless tech solutions. Since then, adopting new-generation technology, mainly contactless solutions, has become the new normal. For instance, to improve guest experiences, Leonardo Hotel uses contactless solutions to provide its services to its clients or guests (Kafley and Mojumder, 2018). With this technology, guests can access all the information they require for arrival or check-out on their phones. For instance, the guest can communicate with the front desk, order room service, and book wellness treatment, among other services. Based on this, contactless solutions stand out as efficient and secure and facilitate a seamless arrival experience for the guests.
[bookmark: _Toc158322749]Overview of Literature
Customers are looking for digital convenience in everyday services in the current digital technology. Internet and smartphones have allowed unprecedented visitor engagement. Contactless solutions in the hospitality sector demonstrate a resolve to revolutionize the guest experience by introducing new security standards and technological advancement. Allowing visitors to access various of the facility’s services throughout their stay using their cell phones is what we mean when discussing contactless technology in the hospitality industry. Increased operating efficiency, less paper and plastic waste, decreased energy consumption, and rapid service availability are just a few of the many advantages of that specific technique. Prior to the outbreak of the pandemic, Leonardo Hotel was slowly adopting contactless technology (Hao, 2021). However, the outbreak of the pandemic reinforced the importance of this technology, prompting the facility to adjust to the changing world fully. Today, contactless solutions have become the new standard in Leonardo Hotel.
Based on statistics, contactless solutions have significantly impacted the hospitality industry, particularly in light of the COVID-19 pandemic, by transforming traditional guest experience and operational procedures. Drawing upon the technology acceptance model and the service-dominant logic theory, the adoption of contactless solutions in hotels exemplified by Leonardo Hotel is understood (Kafley and Mojumder, 2018). The technological acceptance model suggests that perceived usefulness and ease of use influence an individual’s intention to adopt new technologies; in contactless solutions, guests perceive these innovations as valuable for their convenience and safety, thus enhancing their willingness to use them (Kafley and Mojumder, 2018). Additionally, the service-dominant logic theory emphasizes the co-creation of value through integrating technology and service provision, highlighting how contactless solutions enable hotels to deliver personalized and efficient services while reducing physical interactions. In relevance to Leonardo Hotel, integrating contactless solutions into its operations enhanced guest satisfaction, streamlined processes, and aligned with the commitment to providing exceptional experiences. As a result, contactless solutions have become an integral part of customer’s experience. This includes digital concierge services, contactless payments, and real-time decision-making tools.
Change is resistive; however, consumers tend to remain relatively unchanged once implemented. There are often only two ways for individuals to embrace new methods of conducting business: either gradually as technology evolves as it usually does or suddenly in the aftermath of a catastrophic incident. Therefore, the outbreak of COVID-19 was just a catastrophic event that made business people suddenly adjust to innovative technology or contactless solutions. Studies reveal that the services offered by contactless solutions are increasingly becoming popular with guests (Kafley and Mojumder, 2018). For instance, a recent report on the hospitality industry revealed that 71% of guests are likelier to stay in hotels that offer self-service technology. The report further indicates that 60% of most traveling guests prefer hotels offering contactless check-in and other services (Mohanty and Munir, 2024). Therefore, what would have taken a decade to embrace was accelerated into only a year or two by the outbreak of the pandemic (Hao, 2021). Everything from online registration to interactive digital displays is being transformed by this shift, sweeping across meetings and conferences. In addition, this innovative technology enables the hotel to provide its guests or customers with innovative alternatives and get their feedback all at once. Convenience and improved relationships characterize positive experiences that lead to quick adoption.
[bookmark: _Toc158322750]SWOT Analysis
Using a SWOT (strengths, weaknesses, opportunities, and threats) analysis, one may influence present and future operations and establish strategic objectives by identifying and assessing internal strengths and weaknesses and external opportunities and threats. Regarding contactless solutions, particularly in Leonardo Hotel, various strengths, weaknesses, opportunities, and threats stand out, influencing its current and future operations. Therefore, using the SWOT technique, we shall increase awareness of the factors that go into making a business decision or establishing a business strategy. To do this, the SWOT technique will analyze all the factors that impact a decision's viability.
[bookmark: _Toc158322751]Strengths
Strengths are internal factors that give a given business a competitive advantage. Leonardo Hotel has several strengths that make it stand out against its competitors, especially in its implementation of contactless solutions in its service delivery. For instance, contactless solutions enhance guest experience by offering convenience and efficiency in check-in, payments, and service access, aligning with customer preferences for seamless experiences. Operational efficiency also stands out as a strength within the hotel. By implementing contactless solutions, most of the services were streamlined, thus reducing manual tasks and minimizing the need for physical interactions between staff and guests, improving the hotel's efficiency and cost savings (Mohanty and Munir, 2024). Moreover, with the outbreak of the COVID-19 pandemic, measures that reduced human interactions were introduced. Therefore, by the hotel shifting to contactless solutions, the facility enhanced guest's safety by minimizing personal contact and reducing the risk of virus transmission, which was necessary for guest confidence and regulatory compliance. 
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Weaknesses are internal features within a business that make it disadvantaged over its competitors. Weaknesses negatively influence the operations of a business. Regarding introducing contactless tech solutions in Leonardo Hotel, several internal factors stood out, which disadvantaged the facility over its competitors. Technological barriers and dependency on connectivity are internal factors that negatively impact the hotel (Kafley and Mojumder, 2018). For instance, the shift towards contactless tech solutions was sudden due to the pandemic outbreak; some guest to the facility, especially the older demographics or those less familiar with the technology, were impacted by the sudden shift, leading to potential resistance or even losing their customers. Also, the innovative tech solutions are heavily dependent on internet connectivity and digital infrastructure, making the hotel vulnerable to disruptions such as network outages or cyber security threats, which significantly impact the operations and guest experiences.
[bookmark: _Toc158322753]Opportunities
Opportunities are those elements in the external environment that make it possible for a given business to come up with and implement growth strategies. Leonardo Hotel has great opportunities that make it possible for the business enterprise to implement growth. For example, Leonardo Hotel is able to differentiate itself from competitors and to raise the attention of tech-savvy guests who are seeking modern and convenient experiences, including contactless tech solutions, and to gain a competitive advantage accordingly (Kafley and Mojumder, 2018). The hotel can use the data captured to carry out intelligent analytics for potential use in customizing the services and offers, thus improving customer relationships and loyalty. As a result, the hotel will further advance contactless technology, leaving space for innovation and improvement, thus giving the hotel a chance to stay at the forefront of technological advancement and an ever-changing paradigm of guest expectations.
[bookmark: _Toc158322754]Threats
Threats are identified as the factors that may threaten business activities from external sources or affect competitive advantage. Since contactless tech solutions have been developed in recent times, potential threats might exist to the operation of the hotel through this technology. Privacy is the main threat that can be related to these technologies. Any guest data being used through contactless tech solutions and apps would concern data privacy, along with non-compliant challenges arising from regulation that might even have legal implications or reputational risk to the hotel due to mishandling of data (Pelz and Döring, 2018). Furthermore, while many guests may welcome the convenience of this new technology, some may still desire the traditional process, or personalized experiences might isolate them, which creates threats to customer satisfaction and loyalty. Also, the hospitality industry advancing in adaptation to the new technology will put intense competitive pressure on hotels like Leonardo in case they need to innovate new technology or invest properly.
[bookmark: _Toc158322755]Application to the Hotel and Hospitality Sector
Front desk operations of Leonardo Hotels are an outstanding area of focus about the shift the organization made to the use of contactless tech solutions in service delivery. Front office operations include guest-related operations such as check-in, check-out, and concierge services, thus forming a very important component of the guest experience. Implementation of the contactless solutions in the front desk operations at Leonardo Hotels has had some far-reaching effects on the guests as well as on hotel management (Kafley and Mojumder, 2018). The mobile check-in and the keyless entry allow guests to suddenly shift from traditional check-in procedures and conveniently check in to rooms simply with their smartphones. This improves the quality of guests' lives, shortens the queue at the entrance, and increases the overall satisfaction level with the process. Moreover, guests can make payments by digital means, which are both secure and swift; hence, the quality of the customer experience is enhanced.
The adoption of contactless solutions in front desk operations also has several benefits from a management perspective. The innovative technology frees resources through better allocation because the staff will be able to focus on activities or services that require their personal touch, for example, helping guests or solving problems, rather than routine administrative matters. Further, contactless solutions increase operational efficiencies by doing away with paperwork and streamlining processes, thus saving money and increasing productivity for the hotel. Some strengths in the implementation of contactless solutions in the front desk operation have, however, limitations and challenges. One of the main limitations is that there might be technical problems or failures in the systems. If failures or technical issues occur, the respective operations are disrupted, which in turn would foster dissatisfaction among guests (Puriwat and Tripopsakul, 2021). In addition, not all guests will be ready to check in with this technology, and in this case, when a person is not able to use the contactless method because of technical difficulties, the hotel will lose its guests.
The management of Leonardo Hotels is supposed to manage the challenges through the education and training of the staff, support to the staff, and investing in a strong IT infrastructure. By taking initiatives and continuously enhancing their contactless solutions, the hotel can be sure that it capitalizes on the maximum benefits that can be derived from the technologies while at the same time avoiding their potential downsides, thus offering a better guest experience and keeping competitive within the industry.
[bookmark: _Toc158322756]Future Policy and Management Options for Dealing with this Issue
In relation to the use of contactless tech solutions, especially in front desk operations in Leonardo hotels, it is essential to consider future policy and management options to address potential challenges and maximize the benefits of this technology. Leonardo Hotel should continue to invest in research and development in the identification and adoption of the latest technology that is touchless and adds comfort for the guests in enhancing efficiency in their operation (Puriwat and Tripopsakul, 2021). The facility can make sure that it is always on the cutting edge and maintains competitiveness by assessing guest feedback and keeping track of changes in the industry. The hotel also needs to provide substantial training and support to the staff in order to ensure that they are well-acquainted with these technologies and can assist guests appropriately. It is not only the technical part where the training program should be limited, but customer service skills and the best way to attend to any problem or concern that may come along must also be included.
As an institution, Leonardo Hotel should open a multi-channel approach to check-in and other services so that in whatever way the guests prefer and are competent with technology, they will all feel valued and accorded to. This would be of help to them in diversifying their operations, thus accommodating guests with diverse preferences. Further, as per the legislation, the management of the facility should spend on strong cyber security measures and articulate the policies concerning the use of data to the guests in a clear manner, through which the users are able to develop a level of trust and avoid or at least limit the risk of data breaches or privacy regulations. This will be a data-driven approach for the hotel, enjoining the identification of areas that would enable them to make informed decisions on the allocation of resources and further investments in technology (Puriwat and Tripopsakul, 2021). All these recommendations are important for the facility to overcome the challenges and grab the opportunities linked with contactless solutions in front desk operations. Thus, the successful implementation of these recommendations will help the hotel stay competitive in the industry.  
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In conclusion, the adoption of contactless solutions, as experienced in the case of Leonardo Hotels, is a landmark shift into augmenting guest experiences, providing operational efficiency, and staying tuned to evolving consumer preferences. Some of the services integrated in this technology include check-ins, keyless entry systems, and digital payments to the integration of technologies that streamline front desk operations, minimizing physical interaction and ensuring health and safety, especially with the recent outbreak of COVID-19 pandemic. Some of the limitations that the contactless solutions do have are barriers to the technology, issues related to privacy, and the need for continuous innovation and staff training. Navigating these complexities effectively would demand the hotels to focus not only on comprehensive staff training but also pay attention to data security and seamless integration of technologies and retain a multi-channel approach that can take care of all kinds of guest preferences. Embraced with these strategies and constantly fine-tuning their contactless offerings, hotels are bound to thrive with guest satisfaction, which is long-lasting customer loyalty, while ensuring competitive stakes in an ever-digitized hotelier's world. It is high time that we embrace technology, make the most of our guests' time with it, and encourage safe, sustainable behaviors to enrich their experience!
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