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[bookmark: _Toc166877389]Introduction 
The ever-changing world today incorporates technology as a vital tool in transforming the aviation and hospitality industry. This integration of the latest technology enables hotels to focus more on customer satisfaction by using fewer resources. This paper will focus on the role of technology and its growing importance within the hotel and hospitality industry, as it affects both guest satisfaction and business performance on high levels.
Nevertheless, the upcoming graph reveals that right in November 2021, hoteliers applied a guest survey as the most common hospitality technology before the pandemic. Self-service check-in technology was the most implemented one during the COVID-19 pandemic while about 25.3 %, only a negligible minority of hoteliers, 3 per cent according to the statistics, chose to utilize payback. Finally, among the hoteliers, 15 per cent of them look to roll out mobile keys in 2022.
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Figure 1:Technologies adopted by hotels worldwide as of November 2021
(Statista, 2023)
On the other hand, in the digital era which tends to be characterized by connectivity and convenience, the use of technology is the key that helps us to stay competitive and relevant. Consequently, the finesse of the technology integration within the hotel and hospitality sector is of the essence as it not only perfects the guest's experiences but also prospers the future courses of the industry. 
[bookmark: _Toc166877390]Overview of Literature 
The UK hospitality industry has proved itself to be a good example of how technological innovations have been accommodated so that the way customers interact with hotels and the experiences that they have had have changed. Mobile Applications, digital Keys and Personalized control features will be the latest innovations to improve guests' communication and accessibility (Rahman and Others 2022). , Bharwani and Mathews (2021) stress the tech-enabled functions of high-tech state-of-the-art facilities that are particularly important in the co-creation and delivery of experiences in luxury hospitality. Nevertheless, it underlines that the personalized approach is the most important factor in running luxury and premium hotels in the United Kingdom and is the main must-have of this niche. High-end hotels are going to be forced to customize and specialize their services providing just the right balance between high-tech and high-touch depending on the micro-segments they aim to attract.
Besides that, Narayan et al. (2022) confirmed that the AI system collects input data from popular websites and then compares it with a different algorithm implemented with a neural network. Based on the findings of the research the AI and human interaction with customers determine whether they are faithful and enjoy the services. The study concludes by presenting the recommendations including the creation of separate hardware devices which will allow engaging the customer on a large scale and improve accuracy in the future. Likewise, mobile apps according to Das (2023) have become must-take applications for guests by eliminating both the check-in and check-out hassle, providing personal recommendations and access to all-around hotel amenities. Therefore, as Kim et al. (2018) stressed, this approach has through keyless entry systems revolutionized the arrival experience, getting rid of physical keys and decreasing queuing at the reception. Despite this, keyless systems can bring customers the most convenience they can enjoy by eliminating interruptions that might occur if one utilizes a key-enabled system. 
Firstly, according to Prentice et al. (2020), technological integration has far-reaching effects on consumer gratification and loyalty in the hospitality industry. This demonstrates that technological convenience is an influential piece of a guest experience puzzle that eventually affects their decisions to come back again and bring their friends to explore the hotel. Conversely, the study conducted by Shahid Iqbal and others in 2018 has shown that the usage of self-service technology(SST) affects customer loyalty, satisfaction, and behavioural intentions. The study results have demonstrated a positive and significant link between SST's service quality, loyalty, and behaviour intentionality, both directly and indirectly through customer satisfaction. Such results contribute to the drive for the service providers in the UK to pursue the integration of new technology in the services they offer to boost consumer experience, satisfaction, loyalty, and intentions.
[bookmark: _Toc166877391]Application to the hotel and hospitality sector 
A PESTEL assessment encompassing the UK's hotel and hospitality industry as a theme of the modern era bases the analysis of different external factors impacting the industry on a structured framework.
[bookmark: _Toc166877392]Political Factor 
The political landscape has been a fundamental factor shaping the regulatory setting which determines the operating conditions of the hospitality industry. The application of data protection, cybersecurity, and privacy laws by the government influences the way hotels implement and use technology. For example, high data protection regulations such as the GDPR (General Data Protection Regulation) in the UK require hotels to emphasize data protection and compliance when incorporating technological solutions. Also, government initiatives geared towards digitization and the building of infrastructure platforms are novel platforms for hotels to improve their technological capacities.
[bookmark: _Toc166877393]Economic factor 
In the graph below, the UK's hotel market includes some well-known 5-star and luxury hotels to the major national budget brands. In the UK's market in the year 2023, the ratio of the size of the hotel industry was valued at around 24.7, billion Pounds an increase of overall expenditure from the previous year's record of 16.42 billion British pounds. In 2024, the total industry size is predicted to go down slightly with a decrease of approximately 400 million British pounds Statista, 2024).
[image: ]
Figure 2: UK hotel industry market size 2013-2024
(Statista, 2024)
Conversely, the Inflation rate for United Kingdom restaurants and hotels increased by 6 per cent in March 2024 compared to the previous month. In October 2022, the UK inflation rate spiked to 11.1 per cent, with the country in the grip of a serious cost of living crisis (Statista, 2024a).
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Figure 3: CPI inflation rate for restaurants and hotels in the UK 1989-2024
(Statista, 2024a)
Through the use of automated check-in systems or energy-efficient technologies, hotels could successfully reduce their operating costs when times are tough economically. In contrast, during periods of economic booms, hotels would probably spend more on introducing superior technologies like virtual reality tours or artificial intelligence personalization (Keogh-Brown et al. 2020).
[bookmark: _Toc166877394]Social factor 
The demand for and use of new technologies in the hospitality industry greatly depends on socio-demographic shifts and influence. Due to the growing dependence of consumers on smartphones and digital gadgets, hotels are looking into mobile applications and online booking systems to be able to meet the latest guests' behaviours (Su et al. 2017). This relationship is also demonstrated by the graph where spending on restaurants and hotels in the UK in 2020 fell drastically compared to the previous year. Consumer spending fell to 77.45 billion British pounds during this period, a decline of 42 per cent from the preceding year. Moreover, customer spending on hotels and restaurants in the UK was considerably influenced by the pandemic which has caused strict stay-at-home measures all over the country to manage the virus spread. Thus, consumer spending increased to over 117 billion in 2021 (Statista, 2023).
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Figure 4: Consumer expenditure on restaurants and hotels in the United Kingdom (UK) 2005-2021
(Statista, 2023)
Currently, the number of hotels embracing online communication as a way of creating a cross-customer linkage is growing and growing. The use of traditional marketing, which in many cases was ignored by the customer, was replaced by online offers and promotions sent directly to every guest (Volberda et al, 2021). On the one hand, this modern approach could be a double-edged weapon. This is because complaints about a poor product or an unsatisfactory service are public and negative opinion about the company is affected. Besides, increasing awareness and concern for sustainability have made hoteliers resort to environmental technology solutions like energy-efficient lighting systems and zero waste generation systems to align with societal expectations (Nguyen, 2017).
[bookmark: _Toc166877395]Technological Factor 
Technological development is an inspiration and a threat to the hotel and hospitality industry. The accelerated rate with which technologies rapidly evolve paves the way for regular investments in updating and refining existing systems for the sake of staying ahead of competitors. Hotels should not lag but should adjust to the latest tech solutions like AI, IoT, and cashless payment methods used to improve services and make them less cumbersome and personalized for the guests. Through information technology, the hospitality industry has managed inventories, bookings, reservations, and customer data much more efficiently (Zsarnoczky, 2018). By installing systems such as the POS system, CRM solutions, or property management systems, companies can archive data of customers, manage their inventory levels, process payments and book the bookings respectively. The graph demonstrated how technology would aid the travelling community in the United Kingdom. However, among the travellers who were surveyed, 35 per cent named flexible cancellation policies whereas 34 per cent listed mobile check-in as technology that would make them trust travel again (Statista, 2023a). 
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Figure 5: Leading technologies that would increase the confidence of travellers from the UK in 2021
(Statista, 2023a)
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Environmental sustainability is the factor that more and more hotels consider, due to the regulatory pressure and the demand of customers for eco-friendly activities. Technological tools like smart energy management systems, water-saving devices, and waste reduction technologies enable the hotels to reduce their environmental impacts, and also demonstrate a commitment to environmental sustainability. Furthermore, eco-friendly initiatives provide cost savings as well as help firms improve their image and stand out in a crowd of other hotels that are more environmentally friendly.
[bookmark: _Toc166877397]Legal Factor 
The regulatory frameworks constitute the legal issues that affect the implementation of technology from different angles in the context of hospitality. In addition to the data protection laws cited earlier, hotels are required to observe other industry-related regulations on guest safety, accessibility of multiple platforms and intellectual property rights when they put forward technological solutions. In addition, hotels are subject to a variety of legal obligations arising from their contracts with technology vendors and service providers that must be handled with care to avoid problems such as disputes or liabilities (Williams and Horodnic, 2017). Furthermore, one of the first and the most important legal regulations in the hotel industry in the UK is the licensing and permits, i.e. obtaining the required licenses and permits (Barth and Barber, 2017). The act set in UK on the National Minimum Wage Act 1998 which is the basis for pay rates, and businesses must follow these standards. Also, it is necessary to comply with anti-discrimination laws, regulations on working time, and health and safety standards to avoid legal consequences (Riley and Bondibene, 2017).  
[bookmark: _Toc166877398]Evaluate future policy and management options for the chosen theme 
Because technology is moulding the distinguished landscape of the hotel and hospitality business, stakeholders should predict trends and futuristic developments by formulating policies and sound strategies to enable the industry to take advantage of emerging opportunities while mitigating challenges.
Policy Implications
· Data Protection and Privacy Regulations: With an ever-growing extent to which guest data is being used for personalization and operational efficiency, policymakers need to set up strict laws and regulations with the ultimate goal of protecting consumer privacy and that is through compliance with data protection laws at a global standard such as the GDPR. Hotels have to ensure data security and transparency concerning the information of guests which includes trust level and lowering the chance of data breaches.
· Digital Infrastructure Investment: The government's initiatives oriented at strengthening digital infrastructure, including broadband connection and mobile network coverage, play a determining role in making sure that the technology is integrated and operates smoothly within the hospitality sector. Policymakers can promote innovation in hoteliers with the help of digital infrastructure investment since it will help them build a favourable environment for digital transformation.
· Skills Development and Training: As technology spreads to various functions in the hotel industry, upskilling and training workers to acquire the skills needed for the digital age becomes a pressing issue. Governments could have joint efforts with stakeholders in the sector to develop training programs that suit the hotel and hospitality features thus, leading to a workforce that will be able to use the technology readily.
Management Strategies
· Integrated Technology Platforms: Hotels should implement integrated platforms technology, which unifies the processes and elevates guest trips throughout each point. Integrating varied systems into one unified system facilitates greater operational efficiency, data visibility and effortless guest interactions for hotels. Another aspect of integrated platforms is the use of data-driven decision-making and the ability to provide personalized guest services.
· Investment in Emerging Technologies: To keep their competitive edge, hoteliers need to undergo regular evaluations of novel technologies that may be applied for disruptively innovating the said industry for the better. Artificial intelligence, the Internet of Things (IoT), and augmented reality are some of the latest technologies that have the potential to redefine guest experience and hotel ops optimization. Through innovation, hotels can be in an advantageous place in a challenging market and meet the needs of the guests.
· Sustainability Initiatives: Supporting the growing preference of customers for ecological products, hotels should establish the priority of sustainable technology investments and practices regarding hotel operations. This comprises the introduction of energy-saving methods, minimization of waste through the use of digital tools and implementation of sustainable purchasing practices.
Recommendations
· Collaborative Industry Partnerships: Establishing good working relationships between hoteliers, technology providers, and policymakers needs to be a priority for driving innovation and solving industry-wide challenges. Through cooperative platforms, stakeholders get the chance to exchange skills, work hand in hand and create collective solutions to common issues that are geared towards advancing the industry.
· Continuous Monitoring and Adaptation: The hotel and hospitality industry requires a quick progression of technologies to keep up with changing consumer tastes. Due to this, hoteliers have to be proactive in technological adoptions constantly tracking market trends, and consumer behaviours, to implement the best strategies. Through being flexible and adaptable to shifting business environments hotels would have the capability to defeat the odds in that strongly competitive market.
· Focus on Guest-Centric Innovation: In the end, a technology that makes guests' stay more comfortable and satisfying is what will make it successful in the hotel and hospitality business. Furthermore, hotels must set guest-centric innovation as their priority, considering technology to foresee and satisfy guest demands, personalize services and create lasting memories. By focusing on their guests and technologies, hotels are making guest engagement deeper, providing customer loyalty and improving growth.
Thus, the future of technology in the hotel and hospitality industry is impressive as long as stakeholders welcome active policies, a strategic management model, and a guest-centric innovation model. The digital transition could be facilitated by hotel owners in a way that they will invest in emerging technologies and sustainability. Long-term success is achieved as hotel owners can position themselves for long-term success in a tech-driven world.
[bookmark: _Toc166877399]Conclusion 
Conclusively, the technology's integration into the hotel and hospitality sector is essentially for expanding guests' experiences, refining operations, and boosting sustainability. Policymakers should implement tough data protection laws as well as invest in digital infrastructure to promote progress in technology. Integrated platforms, investment in emerging technology, and emphasis on sustainability are the key ways for hoteliers to keep a competitive edge. The collaboration among industrial stakeholders and a guest-oriented innovation model emphasizes that service providers who use this technique will be highly successful. Through implementing these strategies the hotel and hospitality sector can not only handle but also take advantage of the changes and opportunities within the digital environment for years to come.
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