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[bookmark: _Toc157778330]Topic: Contactless Payment solution in Hotels and Hospitality sector:
[bookmark: _Toc157778331]Introduction: 
The technological trends in hospitality and hotel sector involves latest technological innovations that is reshaping the hospitality industry. These trends comprise of progression in artificial intelligence, mobile technology, personalized guest experiences and sustainable related practice (Khanra et al. 2021). They are considered vital in enhancing functional efficiency, enhancing the satisfaction level of guests and remaining competitive under a quickly evolving digital landscape. The application of latest technology will help hotels and businesses in hospitality sector to streamline their operational procedures, lower the costs, reduce the workload of staff, increase the overall revenue producing ability and also enhancing the customer experience delivery. 
Using latest technology may help in enhancing the accurateness of work to a certain level that may become hard for humans’ workers to attain on their own. The technological innovation in hotels and hospitality sector can help in making work highly manageable and might also make it easy for the businesses involved in this sector to live up to the increasingly higher expectations that consumers currently have. 
As evident, the contactless payment methods are gradually becoming very popular in the hospitality industry and also for very good reason (Karjaluoto et al. 2020). The contactless payment method also incorporates latest technology and provide the guests with highly user-friendly experience. It is vital to under this technological innovation in grater detail. 
[bookmark: _Toc157778332]Overview of literature: 
The contactless payment is regarded as a form of transaction that allows the users to simply avoid making use of cash or physical use of credit cards. Contactless payment is dependent on wireless methods such as RFID technology. At present, debit cards, credit cards and even the smartphones can support this technology. The users are required to simply place their card or device closer to “near-point terminal”. The transaction can later be completed. The users may be interested to understand that no PIN is needed to process the payment (Hao and Chon 2022). This method is viewed convenient for those that are in the public area. To assure that superior level of safety is provided, contactless payment is restricted to specific amount at any point of time. The contactless payment technology has been introduced in the hospitality industry to improve the experience of guests.     
According to Kansakar, Munir and Shabani (2019), one of the most renowned hospitality trends is the introduction of contactless payment systems. It is no secret that the most recent outbreak of covid-19 had created immense impact on the hotels and hospitality sector. However, “business as usual” requires to be re-defined. Guests would become highly concerned than before due to hygiene. This trend is very likely to continue in future as well. Payments that does not need any kind of physical contact will turn into utmost prevalent method of payments in future. Hotels and businesses involved in hospitality sector would unquestionably move ahead of their competition.  
The contactless payment is considered important for hotels and hospitality sector because it is fast and secure. Majority of the experts have agreed that contactless payments can made within 15 seconds (Mukherjee et al. 2021). This technology of making payment is twice as quick as debit or credit card. This rapid mode of payment is clearly convincing those that are short of time or have just returned from a very long journey. Additionally, the hospitality and hotel sector have benefited from this mode of payment because contactless payment makes use of number of unique encryption algorithms to safeguard the guest’s personal data. If any guests report theft or loss of phone or card, personal information cannot be anymore disclosed to anyone else.  
In the event of duplicate transactions that are suspected to be fraudulent, these points would undeniably provide the guests with additional peace of mind throughout their stay. Contactless payments make use of advanced type of wireless encryption, hence the probability of information becoming lost or despoiled gets removed virtually.   
The contactless payment is considered relevant for the hospitality sector because of superior level customer satisfaction. According to (Pillai et al. 2021) the experience of end-user is certainly considered key element if hotels and businesses involved in hospitality sector wants to enjoy high rate of booking and retention rates. Contactless payments help in providing users with much quicker way of wrapping up a transaction. The contactless payment is re-defining medium of payment in hospitality sector as a greater number of guests are willing spend more due to the simplification of transaction procedures. The contactless payments are at times used by hotels and hospitality sector to offer guests with upgrades and also in-house facilities that may be overlook by guests.   
As per Lew et al. (2020) contactless payment has the ability of offering bespoke loyalty programmes. Several hotel managers are aware regarding the benefits that is related with loyalty programmes. The common examples are VIP rewards, positive reviews on websites and travel booking sites. There is an increased probability that guests would revisit the property again in future. The hotels and businesses involved in hospitality industry offer guests with point when they make payment through contactless system. The guests can use the collected points to lower the room rates, offer more discounts at in-house restaurants or offer guests with some other attractive offers that will help in making their franchise or property ahead of the competitors. 
[bookmark: _Toc157778333]SWOT Analysis: 
Strengths: 
· The contactless payments are viewed convenient. The guests in hospitality sector are not necessarily required to carry huge cash or cards. They can be assured that money is safe in their wallet. 
· Another notable strength of contactless payment is that guests can easily tap on the card reader when needed by hotel website or apps (Chen et al. 2021). The customers are not required to loosen their sleep over things such as purses or wallets because contactless technology assures hassle free experience for guests in hotels and hospitality sector. 
· Another strength of contactless payment is that it is secure. The contactless technology makes use of unique code which is not linked to guests’ bank account information when making online payment or using credit and debit cards at participating merchant. The personal information of guests is secured from theft or loss. 
· The contactless payments are considered fast. The guests are not required to wait in queue, enter their pin or swipe their card (Ivanov et al. 2020). When a guests makes use of contactless technology, it only takes one touch of card reader and the transaction is complete. 
Weakness: 
· There is a lack of consumer awareness in contactless payments. Although this medium of payment is secure and provides much greater security but the customers are yet to completely understand about the security related issues involved with this form of technology. 
· Possibility of accidental payment is also high if guests has very limited or no knowledge (Li et al. 2022). They might not notice the transaction unless they get their bill. The guests may be needed to pay fee for certain transaction, depending on the amount of money involved and where the payment was made. 
Opportunities: 
· Contactless payments provide the guests with opportunity of personalized experiences. With the help of contactless payments, the travel companies can keep track and assess the spending behaviour of customers (Ivanov et al. 2022). This serves as an opportunity for hotels and hospitality sector businesses to provide guests with customized recommendations and offers to travellers. 
· Contactless payments are viewed as an excellent option for the international travellers. Contactless payment simply eliminates the need to carry multiple currencies or navigate the payment systems that are unfamiliar for guests. As majority of contactless payments are globally accepted, this can help in simplifying the process of payment for travellers and turn their travel experience highly seamless. 
Threats: 
· The contactless payment systems can be viewed as easy and secure but they can be considered as a pain if the guests have no understanding when and where they are using. 
· The contactless payments works either by using smart phones or through credit and debit cards to enable transactions (Khanna et al. 2020). This system cannot be considered perfect because some of the people thinks that contactless payments are not secure and others think that this system is very slow. 
· When using contactless payments in abroad or in some other nations, interest would apply to any kind of borrowed funds even though there haven’t been any fees paid. 
[bookmark: _Toc157778334]Application to the hotel and hospitality sector: 
The contactless hotels and hospitality cannot be viewed as an entirely new concept. The contactless accommodation in hospitality industry is on rise ever since the outbreak of covid-19 pandemic. The contactless payment and checking-in into the hotels can be done actually without any sort of human interaction and even without physically touching any surface of hotel premises (Gursoy and Chi 2020). The contactless check-in and payment is largely allowed by technologies such as NFC, face and voice recognition and it is used in large number of hotels throughout the world. 
The hotels and businesses involved in hospitality sector have introduced keyless hotel room entry (Almeida, Almeida and Mota 2019). In other words, the guests are provided with electronic or contactless hotel keys that are viewed as comparatively new invention however with contactless hotel check-in technology the guests are not needed to have any keys whatsoever. Guests can make use of their smartphones apps to unlock their room doors and make payments in hotels. Other contactless mode of entry is use of small chip that is embedded in guest’s credit card or in a bracelet (Salazar 2018). By simply pressing the bracelet to the door, the embedded chip would unlock the hotel rooms in a contactless manner. 
The hotels have implemented contactless check-in solutions to allow guests to easily check-in easily from any kind of mobile devices without the need for downloading any further apps. By using contactless keys, the guests can finish up the check-in process quickly, significantly lowering waiting time in comparison to the traditional way of check-in process. Studies by Lau (2020) have shown that more than 60% of travellers are very likely to prefer those hotels that provide contactless check-in and smart phone-based room keys. In order to develop a holistic contactless hospitality experience for the guests, it is important to allow remote check-in and upgrade requests, leveraging the website-based technology to provide guests with seamless engagement without using any native applications and facilitating independent guests interactions all through their stay. 
The contactless payment technology in hospitality sector and in hotels allows the guests to make payment for services in a very secure and hygienic manner. Without any manual contact the payments can be processed to processing terminals. The contactless terminals accept and also processes the credit card payments. Guests can make payment by using their own devices such as through smartphones and smart watches. 
[bookmark: _Toc157778335]Evaluation of future policy and management options for dealing with issue: 
The future of contactless payments in hotels and hospitality sector is incredibly promising. As per Gaur et al. (2021) it is projected that more than 80% of the consumer credit cards will have the feature of contactless payment technology by the year 2026. This signifies remarkable level of growth rate of around 120% in comparison to present usage. By implementing the contactless payment technology, hotels and hospitality sector can simply cater to the evolving needs as well as expectations of guests (Ivanov 2019). Regardless of providing seamless and secure transaction facilities to guests such as check-in or integrating contactless payments in the operation of hotels, the contactless payments can simply improve the satisfaction level of guests and also it can help in streamlining the business procedures. 
The future of contactless payments is incredibly bright. Hotels and hospitality sector are recommended to broaden the scope of contactless amenities and services. This includes providing guests with contactless access to ordering food, contactless spa service or contactless gym service Esfahani and Bulent Ozturk (2019). This type of integration would not only help in improving the experience of guests but it will also help in streamlining the operations of hotels. 
The guests are largely looking for a very quick and effective experiences. Hotels and hospitality sectors are recommended to implement contactless payments to promote hassle-free process of payment. By implementing contactless payment technique, the hotels can streamline their transaction as there shall be no fumbling for cash and no need to wait for processing time taken by card transaction (Bowen and Morosan 2018). From the viewpoint of hotel and hospitality sector property manager, contactless payment solutions can help in speeding up the process of billing and lower the queues at front desks or in restaurants. This would help in optimizing the usage of human resources. In an era that is yet grappling with health and safety related concerns, it is necessary to reduce physical touch. The contactless payment solutions simply obeys to this principle, which makes it highly appealing option for both the staffs and guests. 
[bookmark: _Toc157778336]Conclusion: 
On a conclusive note, contactless payments solution provides frequent benefits to both the travellers and businesses in hospitality and hotel industry. From increase in accessibility and safety to improved personalization and cost-effectiveness, contactless payments are simply revolutionizing the manner travellers and guests make payments. Just like any other technology, contactless payment systems in hotels and hospitality sector do have its own challenges. This might include application of new POS systems or educating the guests and staff regarding the new process. 
With the help of appropriate training and communication with guests, these challenges can be overcome easily. As the hotels and hospitality industry is slowly and gradually recovering from the after effects of covid-19 pandemic, the adoption of contactless payment is very likely to continue its growth and turn into an essential part of travel experience. 
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