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[bookmark: _Toc138849380]Introduction: 
Beginning in the early 1970s, the integration of technology specifically designed for the hospitality sector has continued to advance (O’Connor & Murphy, 2004). Scholars and industry experts have expressed concerns about technology’s use and its effects on customer satisfaction right from the beginning (Piccoli & Torchio, 2006). However, it is essential to acknowledge that applications of hospitality technology are recognised for their ability to provide a competitive advantage, enhance productivity, improve financial performance, and expand guest services (Kim, Lee, & Law, 2008; Ristova & Dimitrov, 2019). For a long time, industry professionals have advocated using technology to manage the hospitality sector (Squires, 2008).
Diverse technical advancements are necessary to improve hotel service, boost quality, and increase effectiveness. It is essential to comprehend how they are realised and put into practice. Due to their knowledge and widespread use of technology, clients are also growing more knowledgeable about the supply offered by different hotel firms and becoming more demanding (Kumar, Tiwari, & Zymbler, 2019). The capabilities of the internet enable data to be more complete, distributed more quickly, and personalised. Diverse technical advancements are necessary to improve hotel service, boost quality, and increase effectiveness. It is essential to comprehend how they are realised and put into practice. Consumers are also getting more aware of the supply of different hotel firms and more demanding with the widespread use of technology (Buhalis & Law, 2008; Squires, 2008). The capabilities of the internet enable data to be more complete, distributed more quickly, and personalised (Siguaw, Enz, & Namasivayam, 2000). 
The rapid adoption of technology is leading to significant transformations in the hotel industry. To enhance customer experiences, streamline operations, and improve service quality, hotels and other businesses are implementing various technological advancements (Cheah, Ho, & Li, 2018). These technological improvements are revolutionising how customers interact with hospitality services, ranging from self-service kiosks for a seamless check-in and check-out procedures to smartphone applications that enable guests to book rooms and access hotel facilities (Gummerus, Lipkin, Dube, & Heinonen, 2019). Moreover, integrating innovative technologies enables personalised services, such as intelligent room features and tailored recommendations (Gupta & Sharma, 2021).
While technology usage in the hospitality sector is still evolving, it is crucial to consider how it impacts the customer experience (Victorino, Verma, Plaschka, & Dev, 2005). Despite the extensive use of technology-driven solutions, more research is required to determine how these developments affect client contentment, the calibre of services, and overall guest experiences (Davis, Field, & Stavrulaki, 2015). For hoteliers and other industry professionals to incorporate and use technology in their operations, they must thoroughly understand the repercussions of doing so (Law & Jogaratnam, 2005).
This study intends to investigate how technology adoption affects customer experience in the hospitality sector. The primary goal of the research is to provide valuable insights that can help hotels improve customer satisfaction and optimise service quality by examining how technology is integrated and used in the business.
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Project Statement/Question: 
The main questions examined in this research are: 
· How does technology adoption affect the customer experience in the hospitality industry?   
· Which aspects of customer happiness, service quality, and overall visitor experience are influenced by the use of technology specifically?
[bookmark: _Toc138849382]Aims and Objectives: 
There are following aims and objectives of this study:
• To measure customer satisfaction and impressions of how technology is used in the hotel sector.
• To investigate how technology adoption affects service effectiveness and quality.
• To evaluate how technology affects customer engagement, customisation, and overall experience.
[bookmark: _Toc138849383]Rationale (Reasons): 
The utilisation of technology in the hotel sector is increasing to enhance customer experiences, personalise services, and streamline operations. However, there still needs to be a greater understanding of the actual impact of technology adoption on the customer experience. Hoteliers and industry experts must gain inclusive knowledge to satisfy customers, satisfaction, and overall experience before making informed decisions regarding its implementation using technology. This study aims to bridge the knowledge gap and provide valuable insights for the hotel industry.
[bookmark: _Toc138849384]

Literature Review: 
The studies and research articles that study the effects of technology adoption on customer experience in the hospitality industry will be the main focus of the literature review. It will address a variety of subjects, such as how customers perceive using technology, how technology affects how personalised services are, how technology affects service effectiveness and quality, and how technology adoption affects guest pleasure.
[bookmark: _Toc138849385]Customer Satisfaction
Customer satisfaction is a crucial factor in the hospitality industry. It discusses the evaluation of product quality based on pre-purchase expectations, indicating whether the service quality surpasses the guests' anticipated level (Khare & Bhagwat, 2019). Achieving higher-than-expected service quality is a primary goal in all hospitality industries. According to Zeithaml, Bitner, and Gremler (2006), guest satisfaction directly influences customer loyalty. The correlation between service quality, customer happiness, and customer loyalty has been involved in numerous research (Yee, Yeung, & Cheng, 2010). 
Despite customer satisfaction and high service quality, a customer is not guaranteed to return to the exact property (Reid & Bojanic, 2009; Zeithaml et al., 2006). Various factors can influence a customer's decision not to return, such as a preference for exploring new areas rather than revisiting the exact location, the desire to try something different even within the same size (potentially seeking another hotel intentionally), or the influence of a superior agreement offered by the alternative hotel. Yee et al. (2010) They discovered a significant and direct impact of service quality on customer satisfaction, with a highly effective relationship between happiness and customer loyalty. 
[bookmark: _Toc138849386]Technology in Hotels 
Since the early 1970s, the hospitality sector has been incorporating technology, and this acceptance has continued to change (Erdem, Schrier, & Brewer, 2009; Khare & Bhagwat, 2019). The confidence in automation tends to increase with the size and complexity of hospitality services, including food and beverage outlets, accommodations, Spa and Wellness Services, Concierge Services, and recreational activities. In the hospitality sector, technology is commonly utilised at two levels: operational and managerial levels and in-room customer services (Higley, 2007). 
Customer-focused technological amenities are offered to increase visitor happiness and boost the efficiency and effectiveness of hotel staff. Minibars, alarm clocks, entertainment systems, climate control systems, electronic locks and safes, personal computers, fire annunciators, and security systems are in-room technology services that strive to create a more pleasant and secure atmosphere. Recognising that travellers are becoming more technologically savvy, industry professionals in the hospitality sector stress the significance of in-room solutions (Higley, 2007; Munyan, 2008). 
[bookmark: _Toc138849387]Technology Adaption and Customer Satisfaction
Product selection is vital to customer satisfaction by aligning with their needs and expectations. Numerous studies have examined guest satisfaction, emphasising its significance for long-standing success (Reid & Bojanic, 2009)and suggesting the essentiality of hotel guest satisfaction while Kandampully and Suhartanto (2000) linking satisfaction to factors such as service, cleanliness, and price, as well as the impact of hotel image on customer loyalty. Their workplace model proposed that employees and facilities play influential roles in customer satisfaction.
Numerous industry studies have investigated the adoption and implementation of technology in the hospitality sector, giving light to its influence and consequences for various parts of the business (Ristova & Dimitrov, 2019). Although findings have varied, research consistently highlights the growing significance of technology in property selection. For example, a study conducted in upscale Korean hotels found that guest-related interface applications, including electronic locks, energy management, call accounting, in-room entertainment, in-room vending, and information services, did not significantly impact overall satisfaction (Ham, Kim, & Jeong, 2005).
[bookmark: _Toc138849388]Project Methodology: 
This study will employ an integrated approach that combines qualitative and quantitative techniques. The qualitative phase will involve in-depth interviews with hotel guests and business experts. These interviews will explore their attitudes, experiences, and perspectives regarding technology adaptation. Thematic analysis will be applied to the qualitative data to identify significant themes and patterns.
During the quantitative phase, a representative sample of hotel customers will be selected to complete standardised questionnaires. These surveys will gather data on customer satisfaction levels, preferences, and general impressions of technology usage in the hospitality industry. The quantitative information collected will be examined using suitable statistical techniques, such as statistical analysis, correlation analysis, and regression analysis, to determine the relationship between technology adoption and customer experience (Truong, Xiaoming Liu, & Yu, 2020).
[bookmark: _Toc138849389]

Conclusion: 
This research proposal emphasises the value of examining how technology affects customer experience in the hospitality industry. This study intends to add to the body of knowledge and offer insightful information for the hotel sector by addressing the research question and objectives, conducting a comprehensive literature review, using a mixed-methods methodology, and abiding by ethical standards. Understanding how technology adoption affects the customer experience can help hoteliers and other industry experts make wise decisions about integrating technology, thereby improving customer happiness and overall service quality in the hospitality business.
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