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[bookmark: _Toc2079486452]Introduction
Nowadays, increasing attention is focused on the importance of research in contemporary technology, especially in the hospitality industry. One of the areas with the quickest growth is the hotel and tourist business. This is because innovation consistently improves its reputation, describe that (Etim, 2022). According to Dignon, (2024) the future of the hotel industry was also affected by the Covid pandemic. To be competitive, hospitality firms need to adjust their services and products to the newest technologies considering labour shortages, growing operational expenses, and shifting customer demands and behaviours. According to (Indeed Editorial Team, 2022), many improvements made in the past have improved efficiency, organisation, and customer satisfaction. With the help of ever-increasing technology, companies can run better. Verma (2023) describe, artificial intelligence is automation, digital marketing, and data protection, it supplies a better guest experience, increases security, data management and, finally, increases income. For example, they can use artificial intelligence (AI) to reduce labour costs.  According to Hollander (2023) automated chatbots can help guests make reservations and answer questions, and automated payment systems can make payment processes faster and simpler, increasing efficiency. However (Li et al. 2023) claims that, AI contactless services might supply users' psychological security. Customers want psychological safety while they deal with the threats associated with the COVID-19 pandemic; thus, external services must be trustworthy and compassionate. With the help of digital marketing tools, hotels can find their target group and increase their online presence. Artificial intelligence (AI) enables hotels to offer personalised offers and services to their guests. They better understand the needs and preferences of guests. Automated chatbots can help guests make reservations and answer questions, describe that Justin (2023). Finally (Anđelka et al. 2023) pointed out, Hotel operations can be optimised with AI technology, which can also enhance guest satisfaction and support sustainability initiatives. 


[bookmark: _Toc344227163]SWOT Analyse

[bookmark: _Toc492246788]Strengths
George SK (2023) showed, innovative technology enables catering businesses to run more efficiently and economically. For example, automated ordering and payment systems reduce waiting times and increase guest satisfaction, businesses may expand their consumer base and reach a larger audience by using online marketing and promotion techniques. More efficient business processes. Better customer service: Businesses that take advantage of technology can supply better customer service, for example by offering online booking systems and different communication channels for guests, describe Bobby, (no date). According to Eveoneil (2023) attract more tourists and better market position: Businesses that can adapt to the latest technology and trends can gain a competitive advantage in the market, because it results in more visitors and revenue. Sustainability, for example, hotels can use smart energy management systems to reduce energy consumption declares Thomas (2023) example, led, solar pane. In fact (Anđelka et al. 2023) came to that conclusion, the use of AI will become even more important for improving efficiency and providing a personalised guest experience as the hotel industry becomes more competitive.
[bookmark: _Toc1593523710]Weakness
According to Maryia Fokina (2023) the use of the latest technology often involves high implementation costs, example Chatbots. Lack of professionals: In many cases, the lack of professionals needed to apply the technology can also be a problem. Data security risks: The use of online systems may involve data security risks that must be managed and properly protected.
[bookmark: _Toc1576323405]Opportunities
Based on Dmytro (2023) information, analysing data and understanding customer preferences can help hospitality businesses offer more proper services and products example from feedback. Technology gives hospitality businesses the opportunity to expand their online presence, for example by offering an online menu, reservation system, or delivery option, reach new audiences, data-driven monitoring and better insight into the behaviour, describe this information Browne (2023). Pointed out, (Anđelka et al. 2023) AI use will become even more important for improving efficiency as the hotel industry becomes more competitive. The hotel's big data analysis makes it possible to enhance analyses and analyse inquiries and grievances. It aids in your comprehension of the tastes and expectations of your visitors. More sophisticated software systems cut down on analysis time, enabling management to make choices that will boost profits, save expenses, and promote expansion, stated that Mills (2019). Finally declared (Zhu et al. 2023) The deployment of AI has the potential to improve client experiences and service quality, according to practitioners in the hotel sector.

[bookmark: _Toc822828318]Threats
Lipovich  (2020) describe, the introduction of new technological developments can create a highly competitive situation, while customer expectations are constantly changing, so businesses must constantly keep up with developments. Due to the rapid pace of new technological trends, businesses may have   difficulty keeping up with developments. According to (Limna, 2023, pp.1308-1311) employees may become stressed by losing their jobs or having robots inspect the quality of their work, which may lead to rivalry between humans and robots. Because AI and robotic systems are consistent and accessible, several tourist and hospitality firms are worried about the security and risk implications of employing them. Regulations about data protection: Businesses may be at danger from stricter data privacy laws and data protection controversies. Artificial intelligence (AI) technology can decrease the demand for human labour while enhancing client experiences. Finally (Anđelka et al. 2023) said, although implementing AI in the hotel sector has many advantages, there are drawbacks as well. The possible loss of jobs because of automation is one of the main concerns. At the same time (Majster et al. 2023) draws attention the fact that, it is also important to consider the sustainability challenges of digital technologies. For example, servers with higher performance due to the processing of the amount of data, use more energy. 
[bookmark: _Toc1725035366]The effects of technology on the hospitality industry
Primarily, it is critical to understand how digital technology has altered the hospitality industry. The advent of digital marketing instruments, mobile applications, and online reservation systems has enabled hospitality establishments to interact with customers in novel and imaginative manners. This has resulted in more revenue, more effective operations, and improved customer service for several organisations. But this means more costs for some companies because it increases the energy supply, (Admin THDM, 2023). Nonetheless, describe (Hollander, 2022) by supplying more comfort and individualised services, the usage of smart technology in rooms has enhanced the entire visitor experience. In this way, restaurants and hotels can better serve their guests and increase the rate of satisfaction and returning guests, because, for example, with the help of the chatbot application guests can order food and drinks, saving time. But does everyone really use a smartphone and use the online platform? Declares the (Psychologs Word, 2023) older generations are much less aware of the possibilities of technology as they have not able to use it like younger generations. Despite all this, digital technology makes it possible for hospitality organisations to evaluate and analyse visitor preferences and behaviour more accurately and effectively. Based on (Chen et al. 2021) online ordering and loyalty programmes, for instance, gather information on visitors, which may assist hotels and restaurants in customising offerings and better understanding the demands of its patrons. However, Tosan (2023) points out that not all visitors want to receive phone messages and invitations. Consumers may unsubscribe from emails or report emails as spam because consumers believe the company is inattentive, unfriendly or even intrusive when they receive messages. In the age of advancement, artificial intelligence (AI) approaches in the hospitality industry are viewed as modern machines to reduce dissatisfied customers as well as to provide incentive services, it is clear from (Limna et al. 2023) information. Using digital technology is something that any catering company that wants to be competitive in today's market should think about. Digital technology may make hospitality businesses more visible to prospective customers, especially in urban areas and high-traffic areas. However, (Iranmanesh et al. 2022) describe, not all hotels need digital technology. There are guests who pay for luxury and expect human personalised services making the technology worth applying in budget hotels. Managers and owners in the hotel sector place a high value on digital technology since it makes their operations more productive and efficient and enhances the visitor experience. For hotel managers the other hand, clearly understand how different digital technologies may affect hotels' performance to employ the right ones. (Iranmanesh et al. 2022).
Based on my experience, there is a lot to do at the reception desk, because many things happen at a given moment, for example the phone rings, guests are waiting to check in, guests ask questions online, guests ask their questions in person, other staff members ask questions, highlights Admin (2022). Subordinates are overworked, so Delta Marriott would receive help from an automated chatbot. Ortenburg and Sloan, (2023) describe, Marriott International utilises "Marriott Moments," an AI chatbot, to help visitors book experiences and activities throughout their stay. This has contributed to a rise in visitor satisfaction and engagement. However, it does not respond to the guests' individual requests, for example: they ask for clean towels, coffee and cookies in the room with room service. The reception has a chat possibility, to which employees must respond manually within 4 minutes, regardless of whether there is check-in or check-out or other tasks to do. Although Marriott has both a chatbot and a manual chat, a more modern chatbot that gives more options to the guests and takes more of the burden off the staff would be better.
The fact that Marriott has a weaker chatbot gives it a disadvantage over its competitors. Example: (Çeltek, 2020) pointed it out, Hilton hotels have evolved by providing real-life robots named 'Connie' to help guests with check-in and provide recommendations for activities and attractions in the area. Connie, a small robot that works at the hotel's front desk, can communicate with guests and provides them with a personalized experience. However, Muntz (2022) highlighted, when introducing digital technologies, it is important that hotels do not lose the importance of the human connection. It is important that hotels continue to provide a personal and guest-centric experience and not let machines or automation take over. 
[bookmark: _Toc1817866027]Management responses to contemporary problems
The Delta Marriott Waltham Abbey hotel tackles the contemporary technology problem. One such issue is slow Wi-Fi speeds that negatively affect the guest experience. This problem is not sufficiently prioritised by the hotel's management, which is why the number of returning guests may decrease, since it is not possible to do work efficiently or stay in touch with loved ones due to the slow internet. Another problem is the outdated technology in the rooms, which cannot meet the needs of the guests. Old televisions and annoying air conditioners have a negative impact on your comfort and experiences. Smart air conditioners and lights can automatically adjust the air conditioning and lighting, which reduces energy consumption, (Iranmanesh et al. 2022). The hotel's website and online booking system are also outdated and do not provide users with an efficient and smooth experience. These problems can have a serious impact on the hotel's brand image and income affecting online reviews and recommendations. “Reviews published online by consumers of a product or service are considered particularly important” (Dimitrios et al. 2023, p. 691). The Delta Marriott Waltham Abbey hotel urgently needs to review its technology infrastructure and prioritise updating and improving it to improve the guest experience.  In addition to these, outdated cooling and heating systems are an increasingly frequent problem for the hotel in terms of sustainability and energy efficiency, because of which the hotel's energy consumption is higher, which is environmentally harmful and financially disadvantageous. According to (Khatter et al, 2019) All stakeholders and organisations should give sustainability serious consideration to mitigate such environmental impacts for future generations. Waltham Abbey online presence is weak. A hotel may efficiently promote itself and increase its visibility with a well-designed social media plan, describe, (Dimitrios et al. 2023).
Digital tools and online platforms can help businesses expand into new markets and create sales channels. In the hotel sector, data is vital to change management efforts. Examining internet reviews, booking trends, and guest feedback may give important insights into how expectations and tastes are evolving. Equipped with this data, companies may customise their products and services to better suit the demands of their clients. For instance, hotels might launch sustainable projects to attract eco-aware visitors if data shows a rise in the demand for eco-friendly procedures (HR Future Staff, no date).
[bookmark: _Toc128653011]Future policy and management options for addressing the challenges of contemporary technology
According to (GOV.UK, 2023) Developing and revising laws and regulations will be among the most significant policy possibilities. Online streaming services and digital privacy laws must keep up with technological advancements to safeguard the hospitality sector from fraud and privacy concerns. 
Describe to (GOV.HU, 2023) Encouragement and support for technical innovation will also be crucial. Governments and legislators need to encourage the hospitality sector to use innovative technology to boost productivity and enhance the visitor experience. This keeps the hotel sector competitive even when the market shifts. The workforce's abilities will need to be developed because of the increasing level of technological integration. For employees to effectively use technology in their everyday job, it is also critical that they get ongoing training and help. Developing the skills of the workforce can be done in several ways. From schools to workplaces, it can be a place to develop the skills of the workforce. Therefore, companies and management have a significant role in this process, as they can provide employees with a working environment for continuous learning and development.   Grabbers (2023) describe, understanding how behaviour is evolving in this dynamic business is essential to being ahead of the competition. According to (Antara, 2023) the way that consumers behave is changing along with society, and this shift has a big effect on hotels. Furthermore, the hospitality sector thrives on the diversity of its guests, each of whom has their own unique cultural background and expectations. Considering this, according to (UNESCO, 2023) it is crucial that staff members at all levels have cultural intelligence and understanding given top priority in future policies and governance.  Stated, (Salah et al. 2005, p.14) “Important consumer changes in tastes and expectations. Such changes are constantly occurring owing to rapid technological, socio-cultural and economic aspects which exert a strong impact on lifestyles”.  
[bookmark: _Toc485948614]Recommendation
As a prestigious hotel and hospitality brand, Marriott Delta Waltham Abbey can greatly benefit from integrating a high-quality chatbot such as HiJiffy into its customer service offering. According to EHotelier (2023), The HiJiffy chatbot is an innovative solution that helps with quick and efficient administration. Chat can automate processes, so customer service can save significant time and resources for the company. Aditya and Jasmeet (2023) describe, this allows them to better adapt to new trends and needs. Finally, the (Hotel Tech Report, 2023) draws attention, the HiJiffy chatbot has a major edge over the competition since it can converse in a variety of languages, making it simple for it to manage inquiries and bookings from visitors from different country. However, if this investment were too expensive, Marriott International could simply further develop their current chatbot and offer more options to guests and less work for staff. 
· The first suggestion is that the Marriott Waltham Abbey continuously enhance their web presence. The catering sector must adapt to the growing trend of people looking for and booking accommodation and restaurants online.
· Second, the preservation of personal relationships is important to the hospitality industry, and they may take advantage of the opportunities provided by technology. Finding a balance between technology and human relationships is crucial for hospitality companies, as people continue to appreciate personal connections and human touch. 
· Lastly, it would be critical for the hospitality sector to keep an eye on and adjust to technology advancements.  In general, I believe that for businesses in the hotel sector to remain in the market, they must be proactive in creating technology and competitiveness.

[bookmark: _Int_Y366FaWQ][bookmark: _Toc1586276226]Future Outlook
The results and innovations presented in the research paper can help hospitality professionals improve their services, increase efficiency and reduce costs. In addition, the research can provide hospitality industry managers with important information about the direction in which technology is developing in the market and how they can apply these developments in their own business practices. In the end, customers can experience personalised and superior services if artificial intelligence and human-made services are combined to increase productivity in the hotel sector. Consequently, it makes sense to think about implementing these technologies in the sector to keep competitiveness.
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