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Introduction:

Technology has played a critical role in hotels and the hospitality industry (Patro, 2021) by providing hotels and other businesses with tools and platforms to elevate guest experiences. Technology can streamline and automate operational tasks, including reservations. Mobile technology has transformed the hotel’s checking-in process by allowing guests to avoid long queues, experience a seamless arrival and convenience, and give guests more control over their stay. Adapting information communication technology, ICT engages guests in AI chat boxes and text mining  Hotels to utilise guest data to anticipate guest needs and provide tailored recommendations for dining and spa treatments. Hotels enhance guests' experiences through smart in-room technology, the Internet of Things, IoT, and smart digital controls for entertainment, enabling guests to control temperatures and lighting for a personalised, comfortable stay (Shin et al. 2022) say that technology has become one of the main game changers relating to guest attitude. Hotels can never control external factors. Guest demand and reliance on technology are steadily increasing. Consumer technological preferences on personalisation industry examples include McDonnell utilising voice recognition software to assist guests with their personalised orders.     
Hotels have identified the benefits of big data technology of mobile eCommerce, supporting user-friendly apps and integrating IT into their organisations to streamline PMS software systems. AI and robotics are becoming more advanced and reliable, reducing labour and waiting time and ensuring security and efficiency in executing tasks. They will continue to deliver higher guest services, leading to positive reviews and increased guest loyalty (Sujood., Arwab and Hamid, 2023) the fear of the outbreak of COVID-19 caused many businesses to face financial hardships and closures (Hemmington and Neill, 2022) agrees COVID-19 provided opportunities for strategic innovation through Technology and personalised guest services concerning the technological trends Internet of Things IoT, artificial intelligence AI, chatbox, Augmented reality, robotics, face recognition, and e-ticket generation curb the spread of the virus and alter employees' and guests' behavioural attitudes towards a technocentric approach to finding solutions and taking precautions to protect employees and guests' moreover, COVID-19 has increased the use of technological trends where people were working remotely. However, Technology enhances brand image, improves guest satisfaction, lowers operational costs, and increases productivity.     
Overview of Literature :
Strategic planning is vital to an organisation's performance, vision and goals. This report will aim to identify internal and external performance by analysing the impact of contemporary Technology in the hotels and the hospitality industry, applying the tools and frameworks SWOT, analyses, Strengths, weaknesses, opportunities, and threats (Fang and Partovi, 2022) explain guest expectations are constantly changing due the advanced technology trends and are pivotal for hotels to adopt Information technology IT applications for hotel and client relationship leed to guest satisfaction and personalised services resulting in guest loyalty moreover, employees will uphold the organisation and brand reputation result in productivity and increase the hotel revenue. 
The hotels supporting mobile apps (Nadda et al. 2022) agree that contactless payment solutions enhance guests' service experiences and efficient and cashless payments and online ordering food smooth transactions paying for products services, faster check-in and checking-out (Wei., Torres and Hua, 2017) agrees that self-services technology revolutionise guest service creating a memorable experience that will shape consumer attitudes and behaviour’s offering personalised guest services to suit the individual client needs and expectations (Koch, 2023) in-room SMART technology such as Alexia and smart features voice control that can personalise the guest preferences SMART keys multifunction used in-room Technology; sensors heating, air conditioning, lighting and provide entertainment drive positive guest reviews, open doors, voice activation facial recognition room amenities, eliminate labour costs and shortages and allow staff to complete important tasks focusing on personalised guest services increase bookings and the hotel’s revenue. Nevertheless, when an organisation adopts new technology, the hotel can accumulate additional costs; however, revenue growth will increase over time.
Strengths: analyses the strengths of technology in the hotel and hospitality industry 
1) Self-service technology revolutionises guest experiences, creating memorable experiences, satisfaction, loyalty, and retention (Wei., Torres and Hua, 2017).
2) Technology improves brand awareness and reaches a larger demographic.
3)  Technology Increases employee productivity and hotel revenue growth (Fang and Partovi, 2022).
4)  Technology, contactless solutions, and in-room SMART sensors enlighten guest-tailored experiences (Nadda et al. 2022).
5) Mobile technology apps have advantages in marketing strategies, saving labour costs, and solving labour crises.
The impact of Technology on mobile apps is essential for travel, hotels, and the hospitality industry and convenient when guests decide to purchase, or post-purchase products and services or browse the web for customer reviews and feedback easier to process and a powerful marketing tool for hotels engagement with guest interaction by promoting special deals and packages, upselling, offering add-on services, spa treatments, and wellness tours (Marilyn, 2021) elaborate that big-chain hotels such as Hilton and Marriott prioritise the latest mobile Technology support the use of mobile apps by engaging guest via text messaging offering promoting user-friendly mobile apps that benefit the organisation and the consumer. 
Hotels and the hospitality industry use data collection to improve the guest experience and customer feedback review surveys and face-to-face interviews and alter or change and provide a unique and authentic guest experience (Yallop and Seraphin, 2020) suggest big data analytics artificial intelligence AI and the Internet of things IoT is beneficial to businesses drives market trends and influence technological advances to suit consumer needs, products and services. Researching maga data-driven strategies is crucial for business-making decisions and a wealth of knowledge that will align the goal of the business strategy with new market trends, supply and demand (Khanra et al. 2021) agree that the public sphere of increasing use of contactless payments through mobile apps, fast business transactions no human contact, the However, public concern as data breaches are common in the hospitality industry, where hotels store guests' data. There is speculation that some of the biggest hotel chains, Hilton and Marriott hotels. For example, data, such as guest credit card details and personal passport information, have leaked, making hotels vulnerable to cyberattacks, bad reputation, and poor guest relations, impacting the hotel’s bottom line.
Post-pandemic and taking a pragmatic approach (Iran Daily,  2020) elaborates that automated artificial intelligence AI, self-service touch screens, and service robotics designed human-like increased consumer usage of mobile apps and contactless payments have replaced many unskilled workers to save on labour costs, consumer dissatisfaction towards self-service machines, especially when there is a system failure to perform tasks related guest services, leads to strategically manage innovative and train staff to solve mechanical system failure as and when they arise.
Guests' satisfaction levels are based on the hotel’s Technology (Park et al. 2022) consumer expectations have increased due to technological advances and innovative Technology. Therefore, online reviews and guest feedback are crucial in determining the hotel’s in-room technological amenities, comfort, and high-speed Internet, impacting the guests' positive brand perception of satisfaction, loyalty, and retention.  
The viral pandemic is no exception, contributing to a disrupted technology (Ivanov et al. 2022) however, Technology plays a pivotal role in the hospitality industry, especially when there is extreme competition in hotels and the hospitality industry for the latest technology trends, generally accounts for high implementation cost. Moreover, hotels upgrade automation technology to save humans from viruses. Nevertheless, many low-skilled workers were replaced. 
Weaknesses: analyses the weaknesses utilising Technology in the hotel and the hospitality industry
1) Due to impersonal services such as self-service automation AI, many low-paid and unskilled hospitality workers have been replaced by automation to reduce labour costs  (Iran Daily,  2020).
2) Consumer dissatisfaction with self-service and service robotics, especially when experiencing a service failure (Fan et al. 2019).
3) Technology is rapidly advancing, and hotels must constantly upgrade to meet guests' technological expectations (Park et al. 2022).
4) Hotels account for a high implementation cost, competing in a volatile market where Technology constantly advances (Ivanov et al. 2022).   
The aim is to critically analyse, evaluate, and address the contemporary theme of technology trends (Mucunska and Nakovski, 2022) argue the impact of social media on hotels and the hospitality industry and structure positive guest reviews that can lead to increased bookings. However, when guests leave negative reviews online, Technology can appear disrupted, resulting in a decline in the hotel’s revenue. Moreover, hotels adapting new technological trends in digital marketing can have an advantage over their competitors in reaching a larger consumer base, ensuring transparency. It is more cost-effective than traditional marketing and increases consumer numbers. 
Hotels adopt information communication technology ICT (Lei., Wang and Law, 2022) to improve hotel communication by gathering client data that can be analysed for consumer marketing purposes; guest feedback is important as hotels can alter any last-minute reservation to meet guest expectations; therefore, an online PMS cloud-based system that collects consumer data benefits the hotel sector. Hoteliers should emphasise their communication between guests and firms, personalise services, gather client data on the mobile app, create value for the consumer, which leads to guest retention, understand guest preferences and expectations, and encourage guests to leave positive reviews. Mobile-friendly websites can benefit hotels where clients have easy access when they intend to purchase or post-purchase products or services online. However, most guests prefer using mobile apps or QR codes when travelling and making hotel reservations, which is a convenient, effective, and seamless experience reading guest reviews and paying for products and services through mobile apps. Smart keys are checking in and checking out open doors and leisure facilities.
Hotels and the hospitality industry have adopted AI-based facial recognition technology; however, it is vital to enhance travellers' and tourists' value and experiences (Gupta et al. 2023), suggesting data-driven personalised guest services. Providing exceptional services, security, seamless transactions, accuracy, speed, and transparency improves the travel and hospitality sectors' social, environmental, and economic benefits. 
With the development of new technology, hotels are vulnerable to cyberattacks (Chen et al. 2019) internal data breaches can have serious consequences, affecting the hotel’s reputation and causing the loss of revenue and consumer privacy issues. Nonetheless, technological advances have increased the risk of cyber attacks on the front office's PMS system hardware and software system (Boto-García, 2023) guests' and staff using personal mobile tablets, online payments and services connectivity using the hotel’s wifi can increase the risk of cyberattack nonetheless, hotels conducting risk management surveillance on cyber security is crucial, actively seeking solutions to mitigate the risk of cyber-attacks and gain consumer confidence and trust. Hotels develop crisis response strategies to protect against cyberattacks by safely introducing QR e-codes for guests when checking in using password activation to protect sensitive information and resist imminent cyberattacks.
Opportunities: analyse the opportunities utilising Technology in hotels and the hospitality industry.
1) There are consumer benefits to using contactless payment when paying for products and services: it is a convenient, effective and seamless experience (Lei., Wang and Law, 2022).
2) AI-driven facial recognition is pivotal for businesses and consumers as it provides excellent guest services and secure cashless transactions (Gupta et al., 2023). 
3) Hotel in-room SMART technology such as Alexia and smart features like voice control can personalise guest preferences (Koch, 2023).
4)  The constant adoption of new technological trends in hotel cyberattacks is more imminent in hospitality, causing revenue loss, a poor reputation, and consumer privacy issues (Chen et al. 2019).
Disrupted innovative technology changes the competition in a volatile market (Lee et al. 2023). Emerging technology innovations develop big data technology, Internet of things IoT Robotics and nontechnological ones such as the business of sharing economics, booking.com and Air-B&Bs in micro and macro environments where there is a supply and demand for products and services that gain market value, resulting in cheaper products cost-effective, replace humans with automation and robotics more productive and efficient.  
With the growth of tourism business travellers and leisure tourists, there will always be a need for accommodation (De et al. 2018) the increasing volume of guests on social media reading online reviews, and Electric word-of-mouth eWOM products, which influences clients’ intentions. Familiarity brand, focusing on the hotel service quality, guests’ memorable experiences and satisfaction (Vo et al. ) agree that the hotel’s performance is key to success. Moreover, negative online reviews can devastate a hotel’s reputation, cause a loss of revenue, and reduce guest numbers, which can be seen as a threat to the hotel.    
 Threats: analyse the threats utilising Technology in the hotel and the hospitality industry.
1) Technology is developing rapidly in hotels; however, data sharing and personal device usage, smartphones, tablets, company websites, and online payment methods used by guests and staff increase the risk of cyber attacks (Boto-García, 2023) 
2) Disrupted innovative technology changes the competition to replace humans with automation and robotics more productive and cost-effective (Lee et al. 2023).  
3) Negative online reviews can devastate a hotel’s reputation, causing revenue loss and loss of guests.
4)  However, enhancing guest experience through technology has been one of the main game changers for guest behaviours; reliance on technology and personalisation is on the rise (Shin et al. 2022).    

Application to the hotel and hospitality sector
The managerial perspective on adopting the right technology in the housekeeping department in the hotel industry is challenging to consider the unpredictable external environment and operational efficiency affecting the internal factors implementing cost and risk management, taking into account the hotel guest needs and expectations are constantly changing and relates to technology is advancement as guests are familiar using technology (Tavitiyaman et al. 2022) argues that hotels, in order to stay ahead of their competitors need to improve products and services to meet consumer demands mover to strategically adopt advanced technology that has several benefits and drawbacks, such as the benefits of smart in-room technology, the use of personal mobile phones used in hotel’s services and contactless payment seamless transaction. However, the Internet of Things IoT smart keys and controls save on energy usage, water, electricity, and voice recognition, reducing workload and labour and increasing production, efficiency and accuracy (Zhang and Jin, 2023) agree that smart technology, artificial intelligence, automation, robotics, and algorithms (STAARA) threatening, the low-level workers, such as housekeeping bars and resturant the Hilton and Marriot hotel have introduced service that can carry out a task. Awareness of job insecurity, job mobility, and losing jobs to STAARA generally leads to turnover intention. Nonetheless, managerial support provides staff well-being, flexible work, and training development to upskill career progression. Employees may feel appreciated and, therefore, satisfied employees will be more productive, resulting in guest satisfaction. Therefore, low-level workers can outperform STAARA by providing personalised guest service, which, in turn, aids in an authentic experience. Utilising advanced technology that will free up workers so staff can attend to guests' needs and expectations reduces operation costs and leads to the hotel's bottom line. 

Evaluate future policy and management options for dealing with issues:
The hotel’s policies are rules that clearly outline behavioural and work standards and employee rights and benefits. They help foster a positive company culture, ensuring everyone receives equal treatment and opportunities to excel. Discipline policies outline consequences for unethical behaviour and absenteeism, and benefits policies employees can reliably expect from their employers regarding perks like paid time off or health coverage.
Workplace policies are specific guidelines for staff behaviour and how a company would like to structure their operations. Policies reinforce the company's overall operating procedure and working practices. It's helpful to learn how to formulate a workplace policy or understand how to amend it when it needs to be updated.
A company’s vision and objectives create the best guest service policies that reflect the hotel’s goals. Therefore, your policies must align with the vision of the brand. Customer service policy should focus on improving the welfare of customers and your company’s productivity. Utilising technology to create a better guest experience and digital experiences supports customers are trying to achieve in the first place. Advanced technology and automation are more about using customer understanding to create experiences and develop a greater sense of control and self-confidence. Understanding customers ' shifting needs and effective customer listening approaches define and inspire customer-centric critical factors in achieving the goal of better understanding and adapting to customer needs (Leachman and Schenreif, 2023).
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