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Technology is one of the most important factors that are Influencing the success of the current hospitality businesses. The contemporary trend of using mobile app technology in hospitality businesses will be explored in this presentation.
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Technology is the key driver of innovation and competitiveness. Businesses may face challenges to adopt the technology because of the organisational competency and characteristics of the technology. The technology adoption model is relevant for the theme and contemporary trend. The model explains that people will adopt a new technology based on two aspects: its usefulness and ease of use. If they find the technology to be useful and easier to use, they will adopt it. Otherwise reject the adoption.
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The Technology-organisation-environment framework explains three factors while adopting a new technology. For example, when a hotel business is considering introducing a mobile app to serve its customers, the adoption of such technology can be explained from the aspects of these three factors. Online distribution, e-commerce, cloud computing are other examples of such technology adoption which utilised the TOE framework. Even the digital transformation of hospitality businesses during the COVID-19 pandemic and the application of information technology in the hospitality industry are explored by the framework.
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Mobile App is a technology trend in the hospitality industry which has so many benefits in its application in the hotels. The hotel businesses will be able to ensure convenience, personalisation, effective communication, and loyalty for the organisations. Mobile apps are convenient because guests can take the services with a click on their mobile screen. Apps use customer data that helps in making personalized offerings and recommendations. Guests can make communications during their stay at the hotels through the app by placing service orders or asking assistance to the staff. They can also communicate when they have left the hotels in the form of feedback and recommendations. The loyalty programs and enhanced experience provided by the app can make the guests loyal for the hotel brands. Because of all these benefits, mobile apps have immense importance in the hospitality industry.
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Large and successful hotel companies use mobile apps to facilitate their business operations. For example, Hilton Hotels developed the Hilton Honor App which helps guests choose a room, make reservations, check-in and check out. All these functionalities have made the guest experience better. Hyatt Hotel’s app uses AI technology which provides personalised recommendations to the guests. Hence, guests get the services based on their preferences. Marriott Hotel’s app offers service requests over the app so that customers can communicate with the staff. The company provides training to its staff so that it has a capable workforce for the maintenance of the app.
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In the hospitality industry, management encounter challenges from the adoption to implementation of the technologies in the business operation. One of the issues identified is making the mobile app user-friendly and secure which will have important functions like booking, check-in, and loyalty programs for the guest. To ensure that all these functions are provided within the app, the organisations must invest significant amount of resources. Another issue and challenge is that the app needs to be integrated with various company systems, including reservations, inventory, CRM, and advanced technologies like AI. To provide enhanced guest experience, businesses may have to focus on AI-driven apps. Skill gaps and staff shortages are another issue in the contemporary hospitality industry. A comprehensive training is required to equip staff with the knowledge to maintain the app and develop it. Using the app for the marketing purposes is another challenge that the management may encounter. The changing guest tastes and preferences is one of the issues that the management may face during the implementation of the app. 
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The policy recommendations are for all the businesses within the hospitality industry to address the issues and challenges from the use of mobile apps. As guest data is being used, legal aspects such as data regulations and acts must be established and enforced. Businesses should be supported with grants, tax breaks and other options for the digital transformation and embracing new technological trends. Digital literacy must be provided in all organisations. All organisations and institutes should collaborate with the businesses of the hospitality industry to facilitate the technological transformation. Finally, ethical aspects must be considered before making any decisions.
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The management has to consider these aspects to address the challenges with app usage and technological transformation. First, they have to focus on the app’s aspects such as its functionalities at the development stage so that it can be made user-friendly. The management has to keep an eye on the changes in the industry and adopt the continuous technological advancements. They have to make a clear strategy for the technology adoption and make it aligned with the organisation’s goals and objectives. They need to engage the stakeholders with the decision-making to ensure that all the changes they have made are relevant to the market. Finally, their sole focus will be on ensuring exceptional customer experience.
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Application to the Hotel 

and Hospitality Sector 

Mobile App Benefits in the Hospitality Industry 

Convenience: Facilitates bookings, 

reservations, check-ins, and contactless 

payments (Huang et al., 2019).

Personalization: Collects guest data for 

customized experiences and preferences 

(Nyheim et al., 2015).

Communication: Enables instant 

communication between guests and staff, 

feedback, and social interactions

Loyalty: Encourages customer loyalty through 

rewards, incentives, and exclusive benefits 

(Mo Kwon, Bae and Blum, 2013).
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Examples of Mobile 

Apps 

MARRIOTT HOTELS APP: ALLOWS 

COMMUNICATION WITH STAFF, SERVICE 

REQUESTS, AND STAFF TRAINING.

HYATT HOTEL’S APP: UTILIZES AI FOR 

PERSONALIZED RECOMMENDATIONS AND 

EXPERIENCES.

HILTON HONORS APP: OFFERS ROOM 

SELECTION, CHECK-IN, AND DOOR UNLOCK 

FEATURES (PHOCUSWIRE, 2024).
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Management Challenges and 

Responses 

User-Friendly and 

Secure Apps: 

Challenge addressed 

by investing in 

development (Fish, 

2022).

Integration with 

Systems: Task involves 

integrating reservation, 

inventory, CRM, and 

loyalty programs 

(Stylos et al., 2021).

Skill Gap and Staff 

Shortage: Overcome 

by providing proper 

training and support.

Marketing Channel 

Utilization: Challenge 

met by gaining market 

insights for effective 

marketing (Carlisle, 

Ivanov and Dijkmans, 

2021).

Adapting to Changing 

Preferences: 

Management responds 

by utilizing insights for 

app personalisation

(GuestService, 2024).
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Evaluation of the 

Future Policy and 

Management Options 

for Dealing with the 

Issue 

Future Policy Recommendations

Data Protection: Enforce regulations to protect customer 

data from exploitation and third-party compromises 

(Cooper and Hall, 2019).

Support for Digital Transformation: Provide grants, tax 

breaks, and incentives for hospitality businesses 

embracing technology.

Digital Literacy: Promote digital literacy and provide 

training, incentives, and recognition to staff in the 

hospitality industry (Ford and Sturman, 2020).

Collaboration: Foster collaboration among government 

agencies, industry associations, academic institutions, 

and technology providers to uphold best practices.

Ethical Considerations: Address ethical, social, and 

environmental implications, ensuring a balanced 

approach in mobile app use.
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Management 

Options for 

Hotel 

Management

Prioritize App Aspects: Focus on functionality, design, security, 

and integration; select developers meeting company 

expectations.

Continuous Digital Transformation: Emphasize ongoing 

changes based on market analysis, allocate sufficient 

resources in the budget (Cooper and Hall, 2019).

Develop Clear Digital Strategy: Align digital strategy with 

company goals, ensuring consistency and clarity.

Stakeholder Involvement: Include stakeholders in decision-

making processes and digital transformation efforts.

Enhancing Customer Experience: Leverage mobile apps and 

digital technologies to improve customer experience and 

overall business performance (Ford and Sturman, 2020).
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Introduction

Technology is one of the most influential factors in the

hospitality industry that has changed the ways of business

operations in the hospitality industry. Robotics, artificial

intelligence (AI), and automation are the latest technological

contributions to the hospitality industry (Lukanova and Ilieva,

2019). Mobile app usage in businesses is the latest trend in

technology. The presentation will explore the various aspects

of technology and one of its trends: mobile applications.
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Overview of Literature 

•

Technology as Key Driver and its Impact

• Key driver of innovation and competitiveness (Cooper and Hall,

2019).

• Adoption challenges: Technology characteristics, organizational

competencies.

• Chatbots, Robotics, AI influencing operations (Tussyadiah, 2020).

• AI automates services, supports direct interactions (Van Doorn et al.,

2016).

• Improved guest experiences, operational efficiency, cost reduction,

and sustainability (Bharwani and Mathews, 2021).

• Challenges include ethical issues, security risks, and human-robot

interaction.

Technology 

Adoption Model 

(TAM)

Explained by 

Pillai and 

Sivathanu

(2020).

Perceived 

usefulness and 

ease of use 

influence 

adoption.

Applied in social 

media selection 

and web-based 

self-service 

studies (Lee, 

2013).
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Overview of Literature (Cont’d)

TOE Framework

Technology-

Organization-

Environment 

(TOE) 

framework 

(Racherla and 

Hu, 2008).

Factors 

influencing 

adoption: 

Technological, 

organizational, 

and 

environmental 

(Baker, 2011).

Online 

distribution, e-

commerce, 

mobile apps, 

cloud computing, 

data analytics, AI 

(Lukanova and 

Ilieva, 2019).

TOE framework 

applied in digital 

transformation 

during COVID-

19 (Nikopoulou 

et al., 2023).

Information 

technology 

adoption in the 

hospitality 

industry using 

this framework 

(Murphy, 

Schegg, and 

Olaru, 2006).


