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1. Introduction
We live in a world where technology is something essential, sometimes we cannot do certain things without it, or sometimes it just makes our lives easier. Being an industry that is in a continuous growth, hotel sector must adapt to the new technology trends and use technology as much as possible to make the employees lives much easier. 
[bookmark: _Hlk136097969][bookmark: _Hlk136781414]Technology in hospitality industry is the application of information technology, such as robotics, big data, cloud computing, and virtual reality, with the goal to solve business problems for organisations in hospitality sector. Few examples of bringing technology in hospitality industry are technologies like artificial intelligence, chatbots can improve guests experience, mobile ordering can increase efficiency, and robots can lower staff workload and can reduce the costs. (Administration, n.d.)
As mentioned above, technology plays a big role in hospitality industry for management team, guests, and employees because it helps the process to speed up operations, and this process has direct impact on guest satisfaction and the hotel’s profit. For a good function of the hotel, hotel managers need to be aware of the technological capability and keep up with the customer’s needs. Otherwise, they will find themselves quickly replaced by the competition. (Industry, 2022)
Being up to technology trends in hotel industry is essential for guest experience first because modern technology tools, especially those designed for guests can massively improve their experience by making them able to get help more quickly and giving them the change to be more independent and to their own check in and check out for example. After momentous years in history, the hospitality sector can not be expected to go back to normal but keep up with technology trends because today’s travellers want more contactless support, self-service, and risk-free travel. In this case, technology is going to be paramount. 





1. Technology trends in hospitality industry 
These days, travellers prefer self service over waiting to be served, with an easy experience and process of using technology, from online planning and booking, to contactless and digital concierge. Implementing technology in day-to-day hospitality service is also beneficial for minimising human errors and maximising service efficiency for a better guest experience. (BARAWID, 2022)

a. Digitalized guest experience 
[bookmark: _Hlk136101292]The contactless service and digital trend have gained a lot of notoriety. Apps are very important in the way that hotels are managed, and the service provided to the customers to improve their experience. Traditionally facing customer service is being given an overhaul thanks to the use of technology options, like mobile check in, contactless payments, voice control, and biometrics. Customers that are used to unlock their smartphone or laptop using face recognition or fingerprint recognition will soon expect the same convenience when accessing the hotel rooms. (Insights, 2023)

b. Sustainability 
[bookmark: _Hlk136102374]Sustainability is a hospitality trend that has been current the recent years and it assumes its position with a focus on renewable energy. The last few years hospitality sector has been making small steps in sustainability by prioritising the removal of plastic, implemented opt in receipts to reduce the consumption of unnecessary paper and reduce the food waste. 

c. Chatbots as digital concierge 
[bookmark: _Hlk136102971]Being a 24/7 service with an increasing volume of guests, it is harder and harder for staff to manage the demand, so chatbots is shifting from luxury to necessity. Chatbots means the ability to engage with guests and answer their question on a 24/7 service, making their booking journey much easier and avoiding ques and waiting time. The percentage of hoteliers offering chatbots on their service is expected to rise to 29.2 percent by the end of 2022, up from only 14.5 percent in 2019. (BARAWID, 2022)

d. Location based services. 
[bookmark: _Hlk136103518]Hotels can offer more intuitive location recommendations by seeing the guest’s location via their smartphone without needing any staff assistance, so guests can access local information like the nearest shop or the best pun in that town. This can also be used as a day-to-day marketing and guest satisfaction, for example guests can be sent special offers in the hotel via smartphone. 

e. Internet of things for smart hotels and restaurants 
[bookmark: _Hlk136104551]Internet of things is a rapidly growing trend in hospitality sector. By connecting appliances and devices to the internet, the hotel can create and more comfortable and efficient experience for guests and create a more energy efficient environment for the hotel. As example, by connecting devices such as thermostat curtains and lightning to internet, guests can have control on their smartphone or tablet to these devices. 
Hotels can also use internet of things for staff as well, by connecting to the internet kitchen appliances such as ovens, refrigerators, and dishwashers so restaurant staff can track inventory, monitor usage, and order new supply when needed automatically. This way helps improving efficiency and reduce wastage along with providing a better guest experience. (Juliano, 2023)

f. Safety and hygiene 
[bookmark: _Hlk136106559]After COVID pandemic, many of the hospitality technology trends are related to safety and hygiene and the concept has now become a priority for hotels, restaurants, bars, and cafes. In this trend are included measures like the provision of hand gel, increased cleaning of demanding areas, implementing of protective equipment such as masks. Along with this trend, hospitality marketing must work along with the safety and hygiene steps that the company is taking. This is essential for guests because it can make the difference between generating bookings and having customer looking foe somewhere else. (Revfine, 2023) 

2. How to apply technology trends in hotels 
Because the guest experience is one of the most important priorities in hotels, many technology trends these days is about satisfying and making guest’s stay and experience easier. That’s why it is important to meet these criteria’s and keep up with technology trends in hotels. The hospitality industry is dynamic and every year the trends keep changing. If hotels want to stay profitable in this industry, technology is a must. (Team, 2023)

a. Digitalised guest experience 
Online research shows that only 8% of guests coming in a hotel would like to check in and out at the desk and up to 40% of guests are more likely to leave a positive review if a problem has been solved quickly. To prove this high level of fast communication, convenience, and choice, implementing technology and digital guest experience play a massive role. (Joy, 2022)
In these modern days, guests are always contacted to virtual world, therefore prefer to self-serve, and have personalised communication with the service, to feel safe, secure, instant communication, and have a clean environment, and comfort and convenience.  These are just a few digitalised musts to implement in hotels for a good guest’s experience. 
[bookmark: _Hlk136761227][bookmark: _Hlk136761025]To make sure guests meet a good digital experience during their stay, there are a few steps that the hotel needs to meet such as:
· effective communication across all services like answering questions and solving problems.
· understating the guests needs and provide a personalised guest experience through technology.
· implement simple technology systems that can easily be used by all guests.
· provide a consistent technology service for all guests. 



b. Sustainability 
With the help of technology, hotels were able to implement a system that track and reduce the energy and water usage by installing a ventilation and extraction system in the kitchens and reduced the energy costs by 30%. There are 5 renewable energy sources suitable for hotels: solar, wind, combined heating, geothermal, and biofuels. Even if there is a problem considering the cost of implementing this energy sources because of funding and often space, hospitality businesses realises that this is the right thing to do environmentally and cost efficient. 
Implementing and creating a sustainable plan for a hotel will help marketing plan growth, retain guests that are interested to preserve the environment, communicate social and environmental responsibility to the world, increase the resilience in the face of growing climate uncertainty, and save money. (Bureau, 2022)
[bookmark: _Hlk136762074]There is a basic of sustainable strategies that all hotels should meet:
· Energy conservation help with the costs of energy consumption. 
· Water conservation by implementing proper signage to let guests know what truly needs to be washed to reduce water consumption and optimise laundry machines usage. 
· Wate reduction by applying the 6 R’s which are recycle, reuse, refuse, repurpose, reduce, rethink. 
· Change cleaning supplies to eco-friendly ones by making sure that all clinical supplies are free of chemicals and use refillable products to reduce the plastic waste. 
· Implement operational changes like using compostable plastic, switch to LED lights and use light sensors and timers to save electric energy, and instal drinking water stations rather than giving water out when required. 

c. Chatbots as digital concierge 
Chatbots are an effective way to provide guests a personalised experience and efficient customer service in a cost-effective way for the hotels because chatbots are doing tasks that otherwise would be performed by a human employee. They can also improve customer service because they provide quick and accurate respond to common questions and enquiries. (Shubham, 2023)
[bookmark: _Hlk136763807]The benefits of using chatbots:
· It works 24/7 and they can answer the guest’s enquiries even when the front desk is closed. 
· Reduces the operational costs because the bot can be updated and configured when needed without significantly costs and can reduce the need of human employee because it can easily do their job 24/7. 
· Breaks language barriers because they can be set up to provide multiple languages, an operational thing that human employees cannot do. 
· Increase direct bookings by providing simple answers to common questions and help with the booking process. Because in this industry personalisation is the key, chatbots provide to guests a personalised guest experience. 
· Up-selling and cross-selling opportunities. Upselling is a great way to offer additional services and increase the hotel’s profitability and sales, for example, when a guest book a room the chatbot can recommend an upgraded room that comes with additional amenities. Cross-selling is a way of offering additional amenities to the already purchased package, like restaurant reservation, spa facilities, and other services. 

d. Location based services.
According to an online survey, most hoteliers said that they plan to use location service to help guests check in via smartphones, push coupons or discounts, track guests’ location, facilitate preferences, use mobile wallets for payments and know when a guest leave or come into the location. One of the most important facts about implementing location-based service is that if the hotel use data to personalise guest experience, this will also build up guest loyalty. (Ting, 2016)
[bookmark: _Hlk136766177]Benefits of using location-based services in the hotels:
· Help hotels measure the visitation impact across various business so the company can make decisions about the competition like pricing and marketing strategy. 
· Location data can help the hotel identify where the guests spend more time when they are in the building, so this data can be used for hyper-targeting offers and to assess areas in the hotel that needs to be more looked at or need more work to improve service. 
· Location based service can help hoteliers advertise the right client criteria, for example if they are business travellers or leisure travellers. 
(Unacast, 2022)

e. Internet of things for smart hotels and restaurants
As mentioned above, internet of things is the ability to connect guests’ devices to the hotel’s devices for a better personalised service, cost efficiency, and so on. 
[bookmark: _Hlk136767425]Ways that internet if things help hotels improve their service:
· Housekeeping can be notified when a room has been emptied and is ready to be cleaned for the next guest. 
· Personal device can be used by guests as a mobile key so check in is not needed anymore.
· Each time a guest connects to the hotel’s internet, the hotel can collect data with their permission about their preferences, allowing the hotel to provide personalised service. 
· It helps with cost efficiency by turning off the light when the guest is not in the room and regulate the thermostat when the room is empty. 
(Hollander, 2023)

f. Safety and hygiene 
Guests are always looking to be safe during their stay in a hotel, especially after the COVID pandemic. Bringing safety and hygiene technologies in the hotel will make them feel secure and confident in the building. 
[bookmark: _Hlk136768565]How to use technology for safety and hygiene: 
· Sensor hand dryers, disinfectant and soap dispensers are very useful to stop spreading the bacteria if purchased for the toilets. Disinfectants can also be provided in busy areas or front desk so guests can disinfect their hands regularly and on their arrival. 
· Technology can also be used for employees training, especially in housekeeping departments. They can watch online tutorials and keep up to date with the new trends in safety and hygiene law requirements. 
· Robotic devices are also very helpful for cleaning, such as vacuuming, moping, and disinfecting flooring in public areas. 

3. Technology management options 
These days is something critical not to just keep track of latest technology trends for the hotel industry, but to move up with them is also essential because this industry is very competitive and those who does not adapt are left behind. Customers expectations and needs are more and more personalised, and technology helps hotels to meet their guests needs easier. 

a. [bookmark: _Hlk136779864]Read industry publications and blogs.
This is one of the most and handy ways to keep up with technology is hospitality because these sources can provide valuable news, tips, and best practices from experts in these filed. Information about new technologies, tools, and solutions can also be found in this kind of documentation to improve guest satisfaction. (in, 2023)

b. [bookmark: _Hlk136780148]Employee training and courses 
Trainings and courses give employees the opportunity to learn from leaders, experts, and trainers, and sharing experiences and thought with other attendees. Attending this kind of courses will also provide the employee with a good background by gaining new skills, knowledge, and certification. 

c. [bookmark: _Hlk136780803]Understanding guests’ behaviour and needs 
Identifying and analysing the pattern and changes in guest behaviour needs will help the company provide the correct technological needs for them to meet their expectations. For example, for business travellers is essential that the hotel provide good speed Wi-fi, but leisure travellers are more interested about location-based services. 
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