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Abstract 
The title of the conference research paper is Contemporary Themes in the Hotel and Hospitality Sector where the chosen theme is digital transformation in the tourism and hospitality sector. The report will cover an introduction along with background information on the sector and the impact of the theme on the sector. The next section is the literature review where a chosen area of the theme, that is artificial intelligence, was critically analysed with the help of different viewpoints of the authors. The PESTEL analysis highlighted the impacts faced by the industry while adopting the theme followed by examples from numerous companies in a critical manner. Lastly, recommendations were discussed on how the digital transformation in the UK hospitality and tourism sector can be improved. 
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[bookmark: _t42r5h7v5vhy]1. “Introduction”
The chosen theme for the conference paper is digital transformation in hospitality and tourism. The hotel and the hospitality industry can benefit from digital transformation since it can help the industry improve customer experience and streamline services by automating tasks (Mercan et al., 2021). In several restaurants, the information system is useful for bringing improvements to service delivery through the inclusion of database information related to the freshness of the products that are used in the preparation of the meals (Ford and Sturman, 2020). The hospitality sector is largely represented with the help of hotels, restaurants, pubs and leisure companies in the UK. Costa and Costa (2022, p.16) stated that the onset of the pandemic resulted in hotels facing a downturn in their overall business operations and revenue decreasing drastically resulting in lower profits for the company. 
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Figure 1: Market Size of the hospitality sector in the UK 
(Source: Statista, 2024)
As of 2023, market size within the entire hospitality sector was valued at around £24.7 billion increase from £16.42 billion in the previous year (Statista, 2024). Digital transformation is an important element in the hospitality sector since it can be useful in enhancing the guest experience through the automation of the tools that are required to use the data much more effectively. For instance, Artificial intelligence can be used for enhancing the guest experience followed by mobile apps for hassle-free check-in and check-out procedures. 
[bookmark: _jwy9aq1zj3tz]2. “Literature Review”
Importance of AI in the hospitality and tourism sector 
The chosen area within the theme of digital transformation in the hospitality sector is the implementation of AI for bringing enhancements to the guest experience. AI is important for suggesting activities, room upgrades or dining options for providing a personalised experience for the customers. From the views of Kannan (2024), virtual assistants and any AI-powered chatbots in the hospitality and tourism sector can be useful in providing a 24/7 customer experience. Supporting the above statement, Conrady and Buck (2012, p.9) argued that one of the main reasons for technological advancement is exponential growth which is the key driver for meeting the demands of the new generation through innovative technology. Contradicting the above statement, Ghesh et al. (2024) argued that AI is important for analysing the customer’s sentiments through the help of Surveys, reviews and social media. This can help the hospitality and tourism sector to enhance overall growth and development by reaching out to customers to help them provide a personalised experience. 
Benefits and challenges of AI in the hospitality and tourism sector 
The implementation of AI in the hospitality and tourism sector can come with several benefits and challenges. As per the statement of Bisoi et al. (2020), AI in the hospitality and tourism sector can be useful in the enhancement of the guest experience by analysing their data. This information can be used by the UK hospitality and tourism sector for creating recommendations and personalised services. AI can be also useful for hotels in the management of data with the help of numerous sources like Property management systems and Point of Sale. Contradicting the above opinion, Nam et al. (2021) argued that AI implementation in the hospitality and tourism sector can also be subjected to technical difficulties. AI systems usually collect a lot of data on the guests like their spending habits and their preferences which can be manipulated if it falls into the wrong hands. This can hamper the reputation of the hospitality and the tourism sector. 
Strategies for mitigating the challenges of AI in the hospitality and tourism sector
The challenges of AI can be mitigated through the right measures that might be implemented. As per Huang et al. (2022), hospitality and tourism managers need to make evaluations regarding the AI tools that they need to use to enhance their operations. Companies need to choose a compatible system with their hotel management systems to ensure that the AI software that was adopted by the company can maintain an alignment with the company’s overall requirements. Transparent policies are important while implementing AI in the hospitality and tourism sector to ensure that their experience is not hampered. Corresponding to the above opinion, Mingotto et al. (2021) indicated the implementation of training programmes that need to be introduced to the staff to be updated with the advancements of AI. It is also paramount to maintain open communication with the staff so that they can voice their concerns and any other suggestions based on AI implementation. 
[bookmark: _23wcxk7zoncd]3. “Application to the hotel and hospitality sector” 
PESTEL analysis 
	Macro Elements
	Factors 
	Impact of Factors 

	Political 
	Introduction of the Digital Development Strategy 
	The digital development strategy has been mainly aimed at the introduction of a digital transformation procedure, digital inclusion, and digital responsibility (Gov, 2024). This can have a positive impact on the hospitality sector since it helps in improving the customer experience, increment in agility, reduction in costs and bringing improvements to the performance of the employees. However, adoption of this technology can also be a challenge for the hospitality and tourism sector due to higher cost requirements and the lack of retaining and attracting talent where lack of training and a talent which is digitally savvy is the barrier to digital development of skills. 

	Economic 
	Unemployment levels 
	Unemployment levels were the highest in the UK climbing to 4.4% which is the highest figure since September 2021 (Labiak and Verity, 2024). The implication of digital transformation in the UK hospitality sector can result in job loss for lower-skilled workers and skill gaps increasing significantly which can also result in the loss of productivity in the hospitality and tourism sector. 

	Social 
	Consumer’s tastes and preferences 
	Consumers have been increasingly embracing contactless technology and wanted convenience in their guest experience. The total number of contactless payment users in the UK through their smartphones is expected to increase by nearly 3 billion from 2022 to 2026 (Statista, 2024). This can have a positive impact on the hospitality and tourism sector since it will not only allow the companies to adopt a personalised customer experience to help them meet their needs but also create a lot of opportunities for this sector in the long run. 

	Technological 
	New technologies in the hospitality sector. 
	Based on a survey conducted in 2021, around 40% of the total respondents indicated that self-service check-ins were the most viable option for travellers followed by 35% of the respondents opting for flexible cancellation policies and 34% being inclined towards mobile boarding to streamline their experience (Statista, 2023). Self-service check-ins can positively improve the overall guest experience and bring reductions to the overall waiting times for enhancing the overall efficiency thus helping the hospitality and tourism sector. 

	Environmental 
	Net Zero Emissions 
	The ambitious net zero carbon strategy in the UK has been brought into focus for making savings related to carbon emissions (Ukhospitality, 2024). The transition towards the net zero strategy can have a negative impact on the hospitality sector due to significant upfront costs along with a lack of expertise and not having enough awareness regarding the net zero strategies. Therefore, digital transformation technology can be useful in the designing and optimisation of energy systems that have a lower carbon footprint. 

	Legal 
	“Data Protection Act 2018” 
	The main aim of the “Data Protection Act 2018” is to empower individuals who can establish control regarding the processing of their data and provide support to organisations with the help of their lawful processing of data (Legislation, 2024). Through the adoption of a privacy-centric approach towards the strategies of business and digital transformation, the Data Protection Act in alignment with the GDRP rules can help the hospitality and tourism sector to drive innovation, building on the customer’s trust levels and the creation of a long-term value within the digital age. The principle of ethics in the context of tourism represents the correct way of acting that is related to the tourist, the host community, the public authorities and the profession (Tribe, 2009, p.58). 


Table 1: PESTEL analysis 
(Source: Created by the learner)
“Examples of industry responses to the chosen contemporary issue, critically reflecting on their levels of impact – strengths and limitations.”
The hospitality industry in the UK has adopted several ways of digital transformation strategies for maintaining competitiveness in this sector and fulfilling the needs of the customers. The hub hotel from Premier Inn has also been using augmented reality for the city guides through the help of wall maps on the hotel rooms. IHG Hotels and Restaurants is one of the largest hotels in the UK that revolutionised a digital booking experience for its guests by providing a much easier and more comfortable way for the guests to personalise their stays (Ihgplc, 2023). As per the opinion of Mercan et al. (2021), digital technologies in the hospitality sector can be useful in streamlining the overall processes, reducing the overall waiting times and enhancement of the overall productivity levels. The digital transformation in the UK has helped improve the personalised experience for guests such as Premier Inn by monitoring the reviews of existing customers and using Google hotel advertisements to reach out to new customers. 
Supporting the above statement, Narayan et al. (2022) argued that digital transformation is also helpful in automating routine tasks resulting in the reduction of overall costs. Companies like Accor UK Business and Leisure Hotels Ltd, Mitchells and Butlers and Marriott International were responsible for the implementation of digital technologies to help them automate their tasks and reduce their overall costs for meeting the needs of the guests. Mitchells and Butlers harness the technology of Cisco through the unified network across 1700 venues and locations through the simplification of security measures in alignment with the cloud-first goals (Cisco, 2024). This helped ensure that the company was able to provide a streamlined guest experience to meet their needs. 
Contradicting the above opinion, Kavitha et al. (2021) highlighted the challenges of digital technology like IoT and AI are vulnerable due to being easily hacked and can also result in the loss of overall trust among consumers. As evidence, the owner of the holiday inn, the Intercontinental Hotel Group has been subjected to a cyberattack due to unauthorised access to their technology systems (McCallum, 2022). It resulted in the company’s booking applications being completely disrupted resulting in the loss of customer trust. Some other challenges faced by the UK hospitality sector include the gaps and skills of the employees since they did not receive much training in handling the technologies efficiently. The advancements of newer technologies were also difficult for the hospitality sector during the implementation process resulting in the disruption of overall operations. 
[bookmark: _kk6n2foa7p5w]4. “Evaluate future policy and management options for the chosen theme.” 
Some of the recommendations for improving digital transformation in the hospitality and tourism sector in the UK are the usage of mobile technology, implementation of smart room technology measures, the usage of AI and machine learning and smart room technology. Mobile applications can be helpful in providing a seamless guest experience that can provide guidance to the guests in both checking in and checking out, pre-ordering any meals and gaining access to their rooms with the help of any digital key (Leung and Loo, 2022). This will ensure that the hospitality sector and the companies are able to provide real-time support along with a personalised experience to build a strong connection with the guests. Another process is the implementation of Smart room technology where the guests can make use of voice control to adjust the temperature and request any amenities. The improvement in AI and Machine Learning is one of the most important components for analysing the experience of the guests and the usage of chatbots for providing quick responses to the questions of guests. 
The implementation of Virtual Reality (VR) can be useful in providing personalised support and proper assistance to the guests by providing them with reservations and virtual concierge services. This can help the hospitality and tourism companies in the UK to help the guests access and manage their bookings and reservations in an easier and more effective manner. The utilisation of big data is also useful in for making assessments towards the needs and preferences of the customers along with an analysis of the trends and behavioural aspects of the consumers. Seamless online booking processes through mobile applications can also be recommended for the hospitality and tourism sector to ensure that the guests are able to book the rooms and services without having the need to visit the office for booking making it a hassle-free experience. Lastly, it is also for upskilling the training needs of employees to improve the overall digital literacy of the workforce. This will ensure that the employees are able to utilise the technology to cater for the needs of the guests. 
However, the hospitality and tourism sector can also face challenges of legacy systems, challenges of data security, system integration and improper training for the staff. Lack of staff training is also a challenge within the hospitality and tourism sector where not receiving adequate training can result in skill gaps (Nam et al., 2021). Digital transformation can also be helpful for the aspect of cultural tourism since it can help in producing and consuming cultural services at the same time and enhance the overall travel experience. According to the findings of Gowreesunkar (2021, p.26), cultural tourism is the development of tourism that makes use of cultural resources for its attraction purposes where the tourists can engage and gaze at the local culture. The incorporation of diverse technological advancements is also an important element in improving the aspects of cultural tourism for providing improved efficiency in operations.
[bookmark: _fy3dnjoaz5g2]5. “Conclusion” 
Concluding the findings of the conference research paper, digital transformation is an important element in the hospitality and tourism sector which has helped the UK-based companies in helping the guests in providing a seamless customer experience. In the digital transformation, AI, machine learning and IoT are useful in providing a 24/7 consumer experience which also helps in meeting the needs and preferences of the consumers. However, AI implementation can also have certain technical difficulties. Based on the Pestel analysis, the political and economic factors have been imposing a negative impact on the hospitality sector which can be mitigated with the help of technological advancements. 
Numerous companies like Premier Inn and Mitchells and Butlers have started adopting digital technology for enhancing consumer experience. However, the breach of data was faced by Holiday Inn in 2022 where the company’s data centre was breached which hampered their ability to provide real-time support to the customers. Therefore, to improve the implementation of the technological measures, it is strongly recommended that the entire UK hospitality sector makes use of mobile applications and art room technology to ensure that the guests are satisfied with the services. On the other hand, AI and machine learning can also be used for analysing the needs of the guests based on which the products and services which the guests require can be delivered to them. 
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