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Introduction 
Contact solutions refer to the technologies enabling individuals to complete transactions or interactions without physically contacting others. Contactless solutions have gained popularity in recent years after the latest developments in technology and internet access, enabling convenience, efficiency, and fast processes (Ristova and Dimitrov, 2019). Due to its efficient operations, reserving rooms in advance, and demanding amenities, contactless solutions have become an attractive option for the hotel industry in managing core operations and effectively reducing costs. The hospitality industry is exploiting contactless technology for payments as many banks and online platforms like Google Pay, Samsung Pay, and Apple Pay support contactless payments. Some mobile apps support QR codes to facilitate transactions; users can scan the code and pay when required (Li et al., 2021). 
This research paper contains an analysis of contactless solutions, benefits, and applications in Premier Inn, along with recommendations with details.  
[bookmark: _Toc157897413]Swot Analysis of Contactless Solutions 
SWOT analysis is a strategic management tool that helps decision-makers analyse internal capabilities and external business environments that can affect overall operations (Puyt, Lie and Wilderom, 2023). This analysis includes a detailed discussion from tourists' perspectives and the hospitality sector, which is explained below.
[bookmark: _Toc157897414]1 - Strengths 
· Smartphones have become very common nowadays, and every person carries one when moving around. Android mobile phones support NFC technology that helps make transactions online more quickly and reduces waiting time. Fast and convenient payment methods have enhanced the overall customer experience. 
· Contactless payments are also crucial for health concerns as they minimise physical contact and promote hygiene. Contactless solutions provide a safer environment and reduce the spreading of germs in physical contact (Agarwal et al., 2020). 
· Technological advancements are improving capabilities and solutions of contactless solutions that are helping the hospitality sector stay relevant in the market and be competitive. Hotels can integrate NFC technology with IT, AI, and blockchain technology for additional functionality and security. 
· Contactless solutions have gained popularity globally, and many businesses involved in the hospitality sector are adopting contactless solutions to receive customer payments. This widespread acceptance of contactless solutions is driving innovations for hotels and is helping to ensure maximum room bookings (Calonge et al., 2022). 
· One of the most important aspects of contactless solutions is that it decrease cash transactions and reduce risks associated with handling and managing cash, which reduces overall costs and involvement of the financial department for room bookings. 
[bookmark: _Toc157897415]2 - Weaknesses 
· Although contactless acceptance is increasing with time, many hotels in the United Kingdom still do not accept online payments from customers. 
· Smaller businesses and hotels are barriers to implementing contactless solutions in core activities and reducing costs due to technological constraints (A Catania , 2021). 
· Online payments and receiving may raise security concerns because of data breaches, private and confidential information theft, or unauthorised access by intruders. However, maintaining excellent cybersecurity measures can help in avoiding security issues.
· Excessive reliance on technology can make contactless solutions vulnerable to the hotel industry in case of cybersecurity glitches, cyberattacks, and system outages, which is unacceptable in the hotel industry. However, effective contingency plans and a backup system can help avoid major disruptions in operations (A Gaonkar, 2022). 
[bookmark: _Toc157897416]3 - Opportunities
· There are further opportunities for contactless solutions to revolutionise payment systems in the hospitality industry in the United Kingdom by establishing collaborations with international institutions and technologies to drive the market. 
· Continued technological innovations can help customers book rooms using gadgets like wearables and mobile apps by offering personalised and user-friendly experiences, which will help raise market share and customers in the hospitality industry (Li, 2020). 
[bookmark: _Toc157897417]4 - Threats 
· Rising competition in contactless technology can lead to price wars in the hospitality industry that can decrease overall profits, which requires strategic planning to mitigate threats. 
· Regulatory policies in the United Kingdom can impact digital payment systems and bring contactless solutions, which require compliance with local laws and regulations (Webb and Criscione-Naylor, 2023).
· Cybersecurity breaches can harm the hotel's brand image if customers' data is lost.
· Maintaining quality standards and spreading awareness about online payment and receiving systems help reduce the impact. 
· Some regions in the United Kingdom, like rural areas, do not have the advanced technological infrastructure to support contactless solutions that can restrain online payment systems from performing well (Kamal Bouhassoune, Goundar and Abdelkrim Haqiq, 2023). 
[bookmark: _Toc157897418]Application of Contact Solutions in Premier Inn Hotel 
Contactless technology was introduced during COVID-19, which is now normal nowadays. Contactless technology can revolutionise the overall operations of Premier Inn hotels and enhance the guest experience by implementing this technology in various hotel sections. This purpose can be achieved by eliminating human contact or reducing it to a necessary level (Arapou and Kapiki, 2023). A contactless service is also a safety means and is a convenient and effortless way of interacting with customers. Contactless technology can grant seamless, stress-free, and appreciated guests to revisit Premier Inn Hotel. However, some of the contactless services are explained below.
[bookmark: _Toc157897419]1 - Hotel Check Inn and Check-out 
Guests can use their mobile phone apps or Premier Inn Hotel's catboats to complete check-in or guest check-out without interacting with the hotel staff. It can enhance customers' experience by automating each process, like booking a room or opening the door. This process can be implemented by registering guests online and getting their personal information and payment details. This can be done through the Premier INN Hotels website or a mobile application for check-in purposes (Singh, 2023).
Guests must verify their identity by uploading their government-issued cards or passports. The hotel's mobile app can identify guests and provide them with unique IDs for room booking. To complete the check-in process, guests can press the check-in option in the premier INN Hotels lobby. Lastly, guests can use their mobile phones, QR codes, or Bluetooth to enter the room, reducing operational costs (Hao and Chon, 2021). 
This simple process can enhance customers' experience in completing their check-in and check-out process, reducing processing time. The limitation of this process might be that some guests prefer traditional means for check-in and check-out instead of digital means. 
[bookmark: _Toc157897420]2 - Establish Digital Apps 
Digital apps must include detailed information about the most demanding hotel services, ranging from contactless payments to enabling guests to manage their stay independently. This application must work 24/7 and support major roles that can effectively enhance Premier Hotels' operational efficiency. This app can also help the management of Premier INN Hotel provide guests with relevant and required information in one place and minimise staff requirements. Applications can deliver all information to guests during their stay and eliminate the printing costs of brochures (Al-Sharafi et al., 2021). 
However, some guests can feel uncomfortable using smartphones or other devices and demand traditional services in the Premier Inn Hotel. 
[bookmark: _Toc157897421]3 - Automated Accommodation 
Contactless booking or reservation can help guests access Premier Inn Hotel's various services using smartphones. For example, services like spas, fitness, beauty, taxi reservations, and excursions use QR codes to access the service directory. Combining all the services of the hotels with smartphone access ensures guests can stay for a maximum time, reducing hotel costs and higher profits (Hao, 2021).
Some customers may feel uncomfortable using technology or annoyed while understanding the user interface for automated accommodation. 
[bookmark: _Toc157897422]4 - Contactless Room Service 
Contactless support for room services allows guests to order food and other amenities using the Premier Inn Hotels app or room tablet without interacting with staff. In this way, hotel staff can deliver food without guest contact. These services can provide quality of the comfort guests always expect from hotel management.
[bookmark: _Toc157897423]5 - Automated Assistance 
Some hospitality industries, like Hilton Hotels, have developed AI-based chatbots that provide guests with frequent questions and answers that enhance their experience and stay with the hotel. Some chatbots also facilitate customers by sending personal questions to staff to access particular services. These boats are technologically advanced and use natural language processing that recognises human speech and voice-over demand (Manimuthu et al., 2021). 
Some guests who are not technology enthusiasts may avoid automated assistance and prefer human interactions for better understanding. 
[bookmark: _Toc157897424]6 - Contactless Payments 
Contactless payment technology can help the management of Premier Inn Hotel to receive payments from guests to pay for services securely and hygienically by avoiding contact with payment terminals. Every contactless terminal accepts credit card payments, allowing customers to use devices like smartphones and watches to complete the payment process quickly. Contactless payments have gained popularity in recent years as customers like buying online products, booking rooms before arriving at desired locations, and paying utility bills. However, some guests, like older people, still prefer traditional payments or cash payments instead of staring at screens (Hao et al., 2022). 
[bookmark: _Toc157897425]7 - Voice Command Devices 
Hotels exploit the latest technology that equips guest rooms with TVs, thermostats, entertainment centres and blends to ensure a hands-free experience. Management of the Premier Inn hotel can implement smart speakers by providing access to digital assistance like Google Home and Alexa to establish an image as a new and modernised hotel. Hotel management can also use reservation tablets to request room services by sending commands through voice-overs (Chen et al., 2021). 
Some hospitality industries face issues when certain guests face difficulties using voice commands to demand hotel staff services. 
[bookmark: _Toc157897426]Benefits of Contactless Guest Experience for Premier Inn Hotel 
Contactless technology is widely embraced in the hospitality industry due to its widespread benefits, which are explained below.
[bookmark: _Toc157897427]1 - Safety 
Contactless technology assists tourists worldwide in getting information about the hotel's services, packages, amenities, and related information, and even booking rooms before arriving at the desired location. All interactions are handled using apps or visiting the hotel's website, reducing contamination risks (Li et al., 2021a). 
[bookmark: _Toc157897428]2 - Reduce Stress 
Contactless technology is also attractive for those individuals who feel a communication barrier or find communication with staff stressful. Contactless solutions allow customers to avoid human interactions and enable them to enjoy a contactless guest experience (Nandwani and Bhatnagar, 2023). 
[bookmark: _Toc157897429]3 - Automated workflow
Contactless solutions are safer from a health perspective and enable Premier Inn Hotel to reduce human errors while processing credit card details, documents, and registration information. It typically helps streamline and automate routine operations, requiring less staff to oversee all operations (Pennington-Gray, 2023). 
[bookmark: _Toc157897430]4 - Integrated Analysis 
Hospitality industries leveraging contactless technology also gain access to analytics and insights. These technology tools can collect much data at every stage of the customer's stay, ranging from booking, accommodations, demanding amenities, and living terminals, which helps understand customers' behaviours and attract them through emails, advertisements, and offers to convince them for future visits. This way, Premier Inn Hotel can generate more revenue streams and increase the company's profitability. 
[bookmark: _Toc157897431]5 - Personalised Services 
Contactless technology creates personalised data by analysing customer behaviour, enabling hotels like Premier Inn to understand visitors' tastes and preferences. In the contemporary hospitality industry, the personalisation of services is considered a major selling point that enhances customers' experience at another level (Dragović, Stankov and Vasiljević, 2018). 
[bookmark: _Toc157897432]6 - Competitive Advantage 
The digitalisation of overall operations is the future of the hospitality industry. Therefore, implementation and pioneering contactless technology can help Premier Inn Hotel have a distinct competitive advantage over its rivals in the industry. Advancement in technology and the availability of Android smartphones enables 80% of customers to prefer digital technology to accomplish operations (Dung and Thang, 2022).
Above are the advantages that can help Premier revolutionise internal operations and enhance the guest experience. 
[bookmark: _Toc157897433]Recommendations for Premier Inn Hotel 
According to the above analysis of contactless solutions, their widespread uses, and benefits in the hospitality industry like Premier Inn Hotel, the following is a list of recommendations that can help Premier manage issues and ensure the successful implementation of internalisation of internal operations.
[bookmark: _Toc157897434]1 - Digital Literacy of Existing Staff 
Management of Premier Inn Hotel must launch extensive training workshops and sessions about digital literacy for existing and newly hired employees to ensure that staff is proficient in using and understanding contactless solutions. Moreover, providing guests with adequate information about using and understanding gadgets like room tablets and smartphone apps avoids issues like lower interest from guests in using technology (Li and Huang, 2022). 
[bookmark: _Toc157897435]2 – Establish Cybersecurity Measures 
Recent examples of hacking and compromise to customers' privacy and the loss of confidential data from hotel data centres create concerns for customers and government agencies to avoid these issues. Therefore, regular updates and strengthening cybersecurity protocols against potential intruder threats are necessary for hotels like Premier Inn. Therefore, it is recommended to invest in technologies like multifactor authentication processes and encryption technology to secure data from any theft or cyber-attacks (Ozturk, 2016). 
[bookmark: _Toc157897436]3 - Customer Choice and Marketing Campaigns 
The management of the Premier Inn hotel must promote contactless services and traditional options to attract guests according to their preferences. This can be achieved by establishing personalised data of each guest and highlighting the benefits of choice that suit guest preference. Seeking feedback can help the company's management ensure continuous improvements and enhance customer experience. 
[bookmark: _Toc157897437]4 – Ensure Continuous Innovations 
Continuous innovations through research and development are key to success for any organisation to stay competitive and enhance market share and customer base. Therefore, the management of Premier Inn must assess emerging technologies and implement them in internal operations to improve guests' experience (Rathjens et al., 2023). 
[bookmark: _Toc157897438]5 - Seamless Integration of Internal Operations 
Integrating all hotel operations can help enhance guest experience and market share effectively. Therefore, it is recommended that the management of Premier Inn Hotel implement the contactless solution in all sections, like the marketing room reservation system, and include all information related to amenities to ensure an effective smooth flow of operations. Compliance with local laws and regulations regarding technology usage can also help avoid legal consequences and streamline hotels' operations (Moser, 2022). 
[bookmark: _Toc157897439]6 - Develop Crisis Management Plans 
Develop and maintain crisis management plans in case of potential disruptions or stealing of confidential information from intruders in contactless technology. Management of Premier Inn hotel is recommended to establish contingency plans, communication protocols, and backup systems to avoid and minimise the impact of technical failures explained in the above part of the report (Richard T.R. Qiu et al., 2023).
The above recommendations can help the management of Premier Hotels successfully implement contactless technology in internal operations to enhance guest experience and streamline overall operations. 
[bookmark: _Toc157897440]Conclusion 
Emerging technologies such as contactless solutions are revolutionising the overall internal operations of the hospitality industry. They are playing an essential role in increasing profitability and enhancing market share and customer base. This report details a detailed analysis of contactless solutions for hotels, its strengths and weaknesses, opportunities, and threats. The second part of the report analyses the application of contactless solutions for Premier Inn hotels and solutions to issues faced in effectively implementing emerging technology. Lastly, recommendations for effective implementation and management strategies for resolving issues are discussed in this report. 
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