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Introduction 
To meet changing needs of the guests and to delight guests’ experience hotels are developing and implementing new hotel services. Contactless hospitality service is an example of a contemporary theme in the hotel and hospitality sector. Contactless hospitality service refers to the service where technology is used to augment the guest’s experience in the hotel sector (Li et al., 2021). It is called contactless because it does not require in-person contact between hotel employees and guests. The offerings of contactless hospitality services have risen during the pandemic time. The service was designed to reduce human contact to prevent the transmission of the Covid-19 pandemic. The pandemic drove the industry to develop new innovative business models (Breier et al., 2021). The in-person contact is substituted by providing self-check-ins, robotic guest service, robotic food service, robotic reception, etc. The contactless hospitality service by ensuring customer equity and a delightful guest experience helps in increasing guests’ satisfaction and trust in hotel service. (Hao and Chon, 2021). Hilton London Kensington is the centre of this research paper. The hotel started offering contactless check-in and contactless check-out during the Covid-19 pandemic time (Hilton, 2021). Being updated with advanced technologies, hotels can now embrace contemporary services like contactless service to provide a seamless experience to the guests. 
[bookmark: _heading=h.1fob9te]Overview of literature 
Contactless hospitality got its momentum from the time of the Covid-19 pandemic. People need to avoid in-person contact to avoid the transmission of the coronavirus. Many hoteliers to ensure in-person interactions started offering contactless hospitality services like robotic reception, digital check-in and check-out, app-based hotel services, etc. This research paper aims to demonstrate the impacts and importance of contactless hospitality service in hotel check-in and check-out. The research paper will utilise the PESTLE analysis model for demonstrating the drivers of contactless hospitality services and their impacts on the guest’s experience. In this literature review, the latest findings on the implementation and impacts of contactless hospitality services are referred. 
[bookmark: _heading=h.3znysh7]PESTLE Analysis 
From the PESTEL analysis, the drivers, impacts, and importance of contactless hospitality service for Hilton London Kensington can be understood. The PESTEL analysis is used to understand the business environment by analysing the factors like technological, economic, social, political, etc. in which a firm especially a business firm operates (Kampanje, 2020). 

Figure 1: PESTEL Analysis Model. Source: (Nandonde, 2019). 
Political factors refer to the political decisions, and status of a country influencing the business decision and operations (Tseng and Pilcher, 2021). GDP, inflation rate, employment rate, etc. are the factors of the economic environment. People’s lifestyle, age, marital status, culture, religion, etc. are the social factors that a firm need to consider (Jackson, 2021). Using different technologies enables a firm in gaining operational efficiency and providing different customer services (Nandonde. 2019). From PESTEL, technological and social factors are major factors that are inducing hotels to adopt contactless hospitality services. Climate change, the rise of the circular economy, concern for sustainable operation, etc. are the factors of the environment. Different existing laws and regulations need to be considered while operating a business in any location. By using advanced technologies, a hotel can implement a contactless hospitality service. So, the technological factor has a profound impact on the contactless hospitality service in the hotel. The social and cultural context made changes in customer needs and it created a demand for contactless hospitality service. During the pandemic time, customers are preferring contactless services in the hotel setting.
[bookmark: _heading=h.2et92p0]Concept of contactless hospitality service and its importance 
Contactless hospitality service is relatively new to hotel services. Using AI, robotics, and other digital technologies, hotel companies are now offering contactless services to their customers (Kim, Kim and Hwang, 2021). The rise of contactless hospitality services has been observed during the Covid-19 pandemic time. Many hoteliers took this service as a strategic approach to meet the demand for customer safety services during the pandemic time. Bringing innovative hotel services is necessary for hotels to meet the rising demand of guests. Contactless hospitality service at this time may serve this objective. The touch of modern technologies can facilitate the guest experience in taking a hotel service. Contactless hospitality services may reduce guests’ efforts in taking a hotel service and enhance their experiences (Abdul et al., 2022). 
[bookmark: _heading=h.tyjcwt]Acceptance of contactless hospitality service 
The readiness of customers to accept the contactless hospitality service is a concern for hoteliers. Developing and implementing contactless hospitality services requires a big budget. Compared to the investment, the impacts of the service on the customer experience are somewhat uncertain. The hospitality service without human contact may seem unacceptable to many. Because people usually love to have a warm welcome in a hospitality service. Lack of social interaction happens in contactless hospitality services. There lacks of building relationship between the hotel staff and guests. For making guests loyal customers, the relationship between the hotel staff and the guests is critical (Hemsley-Brown and Alnawas, 2016). Li and Huang, (2022) analysed the impacts of contactless hospitality service on guest loyalty in terms of customer anxiety, and sociability in the hotel setting. The study by Li and Huang, (2022), further extended that contactless hospitality fails to set the bond between the hotel staff and guests which can affect guests’ loyalty to the hotel. 
[bookmark: _heading=h.3dy6vkm]Contactless hospitality service in the post-pandemic time
During the pandemic time, to reduce guests’ anxiety about coronavirus transmission, many hoteliers introduced contactless hospitality services (Li and Huang, 2022). By reducing surface contact through contactless hospitality services, hotels gained customers’ trust during the pandemic time. After the pandemic, concern has risen about the feasibility of contactless services in the hotel setting. Rahimizhian and Irani, (2020), showed contactless hospitality service as an innovative service for providing a seamless guest experience. Contactless hospitality services like contactless hotel check-in and check-out can help in saving guests time by removing the formality of check-in and check-out. Offering hotel services with advanced technologies may be fascinating for the guests (Oh, Jeong and Baloglu, 2013). Chen et al., (2021) analysed the no-touch service delivery in smart hotels where it found that contactless hospitality services are positively affecting customer satisfaction. 
[bookmark: _heading=h.1t3h5sf]Application to the hotel and hospitality sector 
[bookmark: _heading=h.4d34og8]Contactless check-in and check out
The research paper has been working with the contemporary theme of contactless hospitality services. A specific area of hotel service is selected for analysing this contemporary theme. That is contactless check-in and contactless check-out. Usually, the front office department of a hotel handles the check-in and check-out of the guests of the hotel. The front office department handles the crucial responsibility of making direct contact with the guests (Khan and Khan, 2009). The front desk hotel staffs usually try to provide a warm welcome to their guests and ensure a smooth check-in and check-out (Salanova, Agut and Peiró, 2005). The direct interaction between the guests and hotel staff is ignored in this setting. 
[bookmark: _heading=h.2s8eyo1]Traditional check-in and check-out VS contactless check-in and check-out 
· Traditional or original hotel check-in and check-out are the ways of direct contact between hotel front desk staff and guests. In contactless check-in and checkout, this direct contact is ignored. There is no need for in-person contact between front desk hotel staff and guests during hotel check-in and check-out. 
· The formalities of traditional hotel check-in and check-out often may require guests to wait in queue which is disappointing for the guests. The contactless hospitality service does not require these formalities. It can save guests time and hassle which may increase guest satisfaction level. 
· In original hotel check-in and check-out, there usually plans be kept for welcoming the guests (Ustrov, Valverde and Ryan, 2016). Contactless check-in and check-out do not offer welcome during these times (Srivastava et al., 2021). 
· Original hotel check-in and check-out are handled usually in the manual system by the front desk hotel staff whereas contactless check-in and check-out are completely technology based. 
[bookmark: _heading=h.17dp8vu]Impacts of the contemporary theme 
The paper analyses the application of contactless check-in and check-out at the Hilton London Kensington. The hotel has introduced this service to keep its guests safe during the Covid-19 pandemic time. It has Hilton Honors App for contactless check-in and check-out. Through using the app, guests can book hotels online, do contactless check-in and check-out, and take other contactless hospitality services (Tode, 2021). The impacts of the contactless check-in and check-out on the Hilton London Kensington hotel guests’ service and on the whole industry have been analysed in this research paper. 
Save employee time and reduce workload 
Contactless check-in and check-out benefit both hotel staff and guests. A hotel business can reduce its employees’ workload by introducing contactless check-in and check-out. It is the most efficient way of hotel check-in and check-out which by reducing the workload of the employees helps to focus on more critical tasks of the hotel. Also, this contactless service enables hotels to gather and manage guest data digitally. To increase the productivity of the hotel staff by reducing the workload in some areas, contactless hospitality service is effective. 
Offer convenient hospitality service 
Guests can check in at their convenient time without confronting the front desk hotel staff. Again, the guests need not face the queue at check-in time. By installing a hotel app, guests can easily do contactless check-in at the hotel. Again, in contactless check-out, there is no hassle of handing over the keys to the hotel room to the hotel staff (Pandey and Kulshrestha, 2021). Guests can do their check-in and check-out themselves, without interacting with the hotel staff. Traditional check-in requires guests to fill out a series of forms before taking room keys. Contactless hospitality services eliminate these processes of formalities. This saves guest time and effort in taking a hotel service. Thus, this contemporary hotel service makes hotel services more convenient for guests. 
Lack of direct contact and sociability 
In traditional hotel check-in and check-out, there may rise an emotional bond between the hotel staff and guests. This helps in creating loyal customers for the hotel services. Contactless hospitality services hinder this scope of building a bond between hotel staff and guests. So, there are chances of missing of opportunity of creating loyal customers due to a lack of direct contact. 
Technology-based innovation needs heavy investment 
Contactless hospitality service is an innovative service. This is a new area of hotel service innovation. This service is totally technology-based. Contactless hospitality services require a good amount of investment and not all hotels may not afford it (Hao et al., 2022). Hotels with big investments and technical support for technology-based services can do better in this area. 
[bookmark: _heading=h.3rdcrjn]Management response 
Implementing a new service in a hotel may create different challenges for the management of the hotel. 
Implementation of contactless hospitality service 
Hilton London Kensington with big investment and technical support is able to ensure contactless hospitality service in the hotel (Michalis, 2052). Hotels like Premier Inn, Marriot International, Yotel London City, and many hotels in the world have been successfully offering contactless check-in service to their guests (Sadler, 2022). Hotels are offering this service through app development. Before check-in, hotels send all the necessary detail to the guest through emails or any other electric medium. By appointing hotel staff with technical knowledge, hotels are serving their guests with this new contemporary hotel service. 
Challenges of maintaining sociability with the guests 
Contactless hospitality services reduce the in-person interactions between hotel staff and guests. The interaction between the hotel staff and guests is critical for building a loyal customer base through guest-staff bonding (Khan, 2020). Hospitality service is a personal service business. Hotels serve guests from different cultures. All cultures may not be comfortable with this hotel service. Guests may dislike this approach of hotel check-in because people usually love to talk with someone and like warm welcome service. 
Challenges in ensuring flawless service 
Arising any technical problem may disrupt the whole system of the contactless hospitality service. Any issues in the whole system may hinder the smooth hotel services for the guests. The hotel must ready the technical-support team for handling any disruption in the system. Tech-savvy hotel staff are needed for ensuring flawless hospitality services. 
[bookmark: _heading=h.26in1rg]Evaluation and recommendations 
Contactless hospitality service adds a new dimension to the hospitality services. This contemporary service area brings both positive impacts and challenges for hoteliers. Hoteliers are encouraged to bring this contactless hospitality service to provide convenient guest service and bring efficiency to the hotel operation. But, this contemporary theme of hotel service brings different challenges for the hoteliers. The major challenges are ensuring guests’ acceptance of the new service, creating a bond between hotel staff and guests, ensuring flawless hospitality service, etc. Making hotel staff in serving new service areas may require to provide training to make them capable. This is a big responsibility to make guests adapt to this new hospitality service. 
Promote contactless hospitality services 
To make guests accept and adapted to the new service area, hotel management may take promotional strategies. Contactless hospitality service is new and many guests are not aware of the benefits of the contactless hospitality services. Through promotional activities, hotel management can inform guests about the benefits of contactless hospitality services. Promotion with the right content may induce and inspire guests in taking contactless hospitality services rather than traditional ones. Different platforms for promotion may be leveraged for reaching all categories of the targeted audience. Communicating with guests through promotions can change the guest’s behaviours (Ktait, 2020). Thus, effective communication of the contactless hotel service benefits may help hotel management to encourage people to accept the hotel service eagerly. Again, teaching how to take the contactless check-in and check-out service may be taught through promotional advertisements. Educating guests may also induce them to take the service positively. 
Engage guests with social networking platforms 
The contactless hospitality services lack the engagement between hotel and guests. In-person communication is much more effective for convincing customers and building customer trust (Smith and László Puczkó, Gospodarski Svetovalec, 2014). There are chances of missing opportunities for dealing with guests directly in contactless hospitality services. To fill up this gap, hotel management can take steps of being active on social media platforms. Through engaging content like emotional content, hotel management can keep guests engaged with the hotel. The recommendation for the hotel management is to continuously post engaging content on social media platforms to keep guests engaged with the hotel service. Managing all types of social networking platforms may bring many effective results for hotel management. 
Increase technical support strengths 
The innovative contactless hospitality service needs to be delivered flawlessly. Different technical issues may arise in delivering this contactless hospitality service. Immediate response to any technical issue is needed for ensuring seamless hospitality service. Hotel management must keep the investment for this innovative hotel service. Again, the hotel management can offer training to the hotel staff for increasing their capabilities for helping guests in using the mobile app for taking the contactless hospitality service. 
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