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[bookmark: _Toc157435465]1.0 Introduction
The selected theme and its importance
It is to state that in the present times, the usage of technology is done in the hotel and hospitality industry in a proficient manner. In the present case, the considerations of the Mobile app technology are done along with the incorporation of the AR and VR technology for the booking as well as customer query solving in the hotel as well as the hospitality industry. A report by Medium (2018) has highlighted that about 85% of the time is spent on mobile apps by the end users.  Mobile apps are able to help the hotel and hospitality companies in their user engagement, customer loyalty as well as their communication medium. 
The details of the hotel as well as the hospitality industry and its relevance 
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Figure 1: Market size of the hotel and hospitality industry
(Source: Statista, 2023),
A report by Statista (2023), is able to present the fact that 4.699 billion US dollars and it is expected to reach the figure of 5,816 billion by the end of 2027. It is able to highlight the fact that this industry is one of the essential industries in the world as it is able to highlight the revenue that is contributed by the industry in the global economy. 
Prevalence of technology in the hotels as well as hospitality sector 
Tomislav and STIFANICH (2020), highlight that the use of technology is becoming prevalent in the hotel as well as hospitality sector. 74% of the travellers prefer to use mobile apps for their booking and other works. Further, hotel apps are used by 70% of travellers to make their booking decisions (Tomislav and STIFANICH, 2020). It is able to gives an insight on the prevalence of the technology in the hotel as well as hospital sector. Cooper and Hall (2019), state that technological incorporation is significant in hospitality sector. 
[bookmark: _Toc157435466]2.0 Overview of literature: 
SWOT analysis

	Strengths
· Mobile apps are helping in the increment of the customer engagement (Abdelmoaty and Soliman, 2020).
· It is able to help in the addressal of queries as well as questions of the customers (Anand et al., 2023).
· It is helping in hotel booking for the customers.
· AR and VR technology usage is increasing customer satisfaction 
	Weakness 
· The use of AR and VR can increase the cost of the customers (Thelen, 2022).
· Limitation of technology is one of the main hurdles in reference to AR and VR technology. 

	Opportunities
· It can help the hotel industry to give exclusive experiences to customers (Anand et al., 2023). 
· It can increase the trust of the customers regarding the hospitality sector. 
	Threats
· Taxation of VR technology applications can enhance the cost of the hotel and hospitality firms (Thelen, 2022).
· The use of the technologies can bring legal issues. 



Impact of the mobile app in the hotel as well as hospitality industry for the booking as well as customer queries 
Kamboj and Gupta (2020), in their study, are able to highlight the fact that service providing firms have been using M-commerce as the platform that is allowing them to reach to their customer in an effective manner. The features of mobile apps happen to include ubiquity, portability as well as personalisation. The engagement of the users is increased through such measures.
On the other hand, Abdelmoaty and Soliman (2020), in their study, have highlighted that the usage of mobile apps can be done in innovative ways. Many of the employees of the customers of the hospitality sector have been opting to do the usage of mobile phones for paying the bills. It can be said that the usage of the mobile phones is done for the booking of the hotels. Apart from that it can be said that the usage of the mobile apps is to be done for the consideration for addressing the queries of the consumers in a proficient manner. 
Impact of AR and VR technology along with the Mobile apps in the hospitality as well as the hotel industry 
According to Anand et al. (2023), the use of AR-based apps has been able to focus on three essential quality determinants. This includes the service quality, information quality as well as system. It is to state that the consolidation of customer satisfaction can be achieved with AR-based apps. Optimisation of the customer queries can be done with the help of such technology. 
On the other hand, Thelen (2022), in their study has highlighted that use of the AR and VR technology is done in the pre-booking stage. It is able to help in the resolve of the questions as well as insecurities that the customers have regarding the facilities as well as accommodation in the hotels. Thelen (2022), in their study, is able to further highlight that weakness in relation to technology includes technology limitation, increasing the cost of customers as well as creation of a distance in respect to the real experience. The threats of the element include taxation in reference to the VR technology and it can create legal issues in respect to the technology. 
Theoretical perspective of the study
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Figure 1: Technology Acceptance Model
(Source: Goh and Wen, 2021)
Incorporation of the different theories is to be done. Goh and Wen (2021), highlight that the technology acceptance model gives the notion that the ease of use as well as the usefulness happens to be an important element in the acceptance of a technology. Ford and Sturman (2020), in their study, are able to imply the fact that the tourism industry is able to highlight the fact in the tourism, the customer interaction plays a pivotal part. It is to state that the mobile apps as well as AR and VR are useful as an opportunity for customer engagement. However, perceived usefulness can be questioned. A better understanding of it can be done with the help of diffusion of innovation theory. 
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Figure 2: Diffusion of innovation theory 
(Source: Al Mansoori et al., 2016)
As per the observation of the study of Min et al. (2021), the diffusion of innovation theory is able to imply that most of the individuals as well as entities take a considerable amount of time to get accustomed to new technologies. Even in the case of the technologies such as the AR, VR and mobile apps, it is to state that a certain time will be needed. 
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In the modern context of any industry, technology has started to play an important role in raising the capacity of the business to perform and raise overall operational efficiency of organisations. Contemporary systems have had an impact that contributes to the development of the hospitality industry (Cooper and Hall, 2019). Moreover, in the modern world, the tourism and hospitality industry is shifting to address the changing technology scope (Lemelin et al., 2013). This is the consideration that will be key to conducting this study, especially in the context of the hotel and hospitality industry. As opined by Jayawardena et al. (2023), digital transformation has been an evolutionary process which can leverage the digital infrastructure in any geographical location and the available technologies to develop operational competencies and customer service capabilities in the hotel and hospitality industry. This level of technological acceptance has been an instrumental step in the innovative capacity of the hotel and hospitality industry (Brotherton, 2015). More specifically, mobile technology has become a significant tool in the industry in discussion to develop technological acceptance to enhance customer relationship management and service quality. As per Law et al. (2018), Information and Communication Technologies, commonly referred to as ICTs have significantly impacted the hospitality industries for a long time. In the modern era of the smartphone and smartphone applications, this technology has provided positive reinforcements towards effective data transmission, accumulation and analysis. Therefore, from this discussion, it can be clearly presented that the goal of this report will be focusing on the assistance of smartphone applications in the technology acceptance capacity of the customer service aspect of the hotel and hospitality industry. 
Furthermore, extended acceptance of mobile phone technology, such as smartphone applications has been a critical upgrade in developing the capacity of the hospitality sector in developing improved communication with customers, therefore, enhancing its capacity to serve the customers in the most effective manner. As defined by Huang et al. (2019), technical innovations have been among the most relevant undertakings benefitting the service capacity of the hotel and hospitality industry. Many hospitality businesses have developed smartphone applications for enhanced communication with customers to develop overall guest satisfaction and generate an avenue for enhancing customer loyalty. Technologies such as mobile applications can also add certain drawbacks for customers, such as vulnerability to data theft and other cybersecurity issues. According to Veleva and Tsvetanova (2018), limitations such as technological barriers can have a negative impact on the application of smartphone technologies on the hospitality industry. More importantly, lack of consumer trust, lack of security of personal data and difficulty in building customer relationships are the other issues faced by the industry in this factor as well, especially, when considering mobile applications for digital marketing. The American hotel chain, Marriott, developed the Marriott Bonvoy app, which has used augmented reality (AR) technology to use the mobile phone of a guest as the room key (Marriott, 2024). While this technology has been there in one form or another in the hotel chain since 2010, in the post-pandemic era, this technology has been critical to addressing social distancing norms while not harming the operational capacities of the hospitality organisation. 
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Figure 3: The Marriott Bonvoy mobile room key feature
(Source: Marriott, 2024)
In this case, it has been observed that technological innovation has afforded the organisation the opportunity to facilitate simplifications in human life, creating a technological revolution. This scenario can be considered a significant example of an effective incorporation of the technology acceptance model (TAM) (Aburbeian et al., 2022). Another major hotel chain, Radisson hotels has considered the utility of mobile applications for online checking in and checking out. The mobile application for the hotel chain can be utilised by organisations to express their own tastes and preferences and making the checking in and checking out processes simplified for the customers (Raddisson-hotels, 2024). As observed in the aftermath of the global pandemic, the application of mobile technologies, such as mobile check-in has created a positive guest experience, guests’ control over services, room quality and creating a general enhanced experience. As observed by Chan et al. (2021), the applications of these technologies have also benefited by aiding control and prevention measures for the COVID-19 virus. It is also important to note that the technology considered for the development of these mobile applications is the Internet-of-Things concept, which enhances the capacity of an organisation to utilise technology to effectively render any service to the customers when necessary (Car et al., 2019). Also as per Car et al. (2019), the concept of automatic check-ins in hotels has been an IoT-enabled technology factor, which has also presented certain weaknesses, such as privacy and security issues, as well as a challenge to data management due to generation of complex software systems. 
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Figure 4: The concept of IoT
(Source: Car et al., 2019)
However, the application of mobile technologies in the hotel industry has primarily aided the industry to deliver improved customer service aspects. An observed case has been that of the automated booking app of Premier Inn, which has driven up the revenues of the hotel chain by 1.6 million USD (Butcher, 2023). Thus, the considered technology aspect of using AR and VR technology to aid an improved automated hotel booking experience in the hotel and hospitality industry can be beneficial to the industry. 
[bookmark: _Toc157435468]4.0 Future policy and management options for incorporating AR/VR-based hotel booking mobile applications
In this section of the study, there will be two types of recommendations presented. The first type of recommendation will be focusing on general application of technological tools in the hotel and hospitality industry, especially when considering the incorporation of smartphone applications. The second type of recommendation will aid the understanding of the industry leaders in the application of augmented reality and virtual reality-based technology incorporation in automated hotel booking for mobile applications. 
· The first recommendation that can be feasible for the given subject of the study will be enhanced cyber risk management strategies. Cyber risk mitigation systems can include technologies such as benefits of digital risk reductions, using measures such as end-to-end encryption for mobile communication, the reduction of entry points, management of bugs and glitches and hardware issues (Paté‐Cornell et al., 2018). These risk management actions can be effective as cybersecurity measures in the case of mobile applications. End-to-end encryption can be specifically effective as it creates a wall around any form of conversation between the hospitality institution and the customers, protecting sensitive information.
· Another recommendation in this case can be placing a focus on the utility of mobile phones as communication tools (O’connor and Andrews, 2018). The task of a smartphone as a communication device can be the management of data and information sources. This can aid the management of customer data such as specific tastes and preferences. This can enhance the process of generating augmented reality or virtual reality imaging for serving the customers. 
· Digital technology can also improve the aspect of inclusivity and diversity in the operations of the hospitality industry. Mobile applications can have the significant attribute of allowing enhanced capacity to people with disabilities such as autism, creating more inclusive hospitality experiences in the post-pandemic era (Rehman et al., 2021). For example, specific tools can be presented by the digital application that can aid people with disabilities be able to use the online booking and checking-in functions. Augmented reality can also benefit by assisting these inclusive practices.
The application of artificial intelligence (AI) and machine learning (ML)
AI and ML can aid the developers of the mobile applications in providing the opportunity to machines to emulate human intelligence and learn by gathering additional information from ‘experiences’ (Castanyer et al., 2024). Therefore, a learning mobile application can be developed. This learning mobile application can gather information on the basis of customer preferences, therefore, creating an enhanced customer experience with every learning experience.
[bookmark: _Toc157435469]5.0 Conclusion
In the conclusion of the study, it is to imply that the usage of the mobile apps is being done in the hospitality sector in a proficient manner. The reason for this is that it is able to help in the conductance of a certain number of applications of the industry such as the booking of the hotels as well as the resolving the customer queries that the consumers have regarding the accommodation that they are willing to take. The use of AR and VR technology is also helping in this cause as all the answers or queries of the customers can be addressed with the help of the AR and VR technology. The use of the technologies is done in hotels such as the Premiere Inn as well as the Marriott. However, a certain number of hurdles in respect to the technology are to be considered. For example, the incorporation of the technology can make an increment in the overall cost of the customers in an efficient manner. Apart from that there is a possibility that legal issues can arise with the use of the technology. 
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