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The chosen contemporary theme revolves around the advanced use of technology within the hotel and hospitality industry. Technology is a cardinal factor that helps improve operations, customers’ satisfaction, and competitiveness; therefore, the industry cannot do without it (Shiwen et al., 2022). Traditionally, the services in hospitality sector were very much people oriented and quite often required a lot of manual efforts. Nevertheless, the continuous progression of artificial intelligence (AI), the Internet of Things (IoT), big data analytics has completely changed this scenario (Ali et al., 2020). These technologies help the hotel to provide specific services, manage resources efficiently and reduce workloads. For example, with the use of Artificial Intelligence, the chatting bots offer round-the-clock customer services, while Internet of Things-enabled gadgets enable guests to regulate the climate of rooms with their smartphones (Leung, 2021). This theme is relevant as there is a growing need for effective, integrated and customised solutions to the traveling needs of today’s putative traveler underscored by the COVID-19 realities that enforce contactless means of service delivery for safety.
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The application of technology in the hotel and hospitality industry has attracted significant attention in the previous decades because of its potential impacts on productivity, consumers’ satisfaction, and strategic position. TAM has been used to examine guests’ attitude towards the use of various innovations including mobile check-in, AI concierge and IoT devices showing the influence of perceived usefulness and ease of use by the guests as highlighted by Xiang et al. (2017).
Studies have also employed SERVQUAL model in measuring the effect that digital innovations have on factors such as tangibles, reliability, and responsiveness with the aim of improving the satisfaction levels of the guests and the quality of loyalty they portray (Liang et al., 2020). According to RBV theory, technology is another source of sustainable competitive advantage with the research on how hotels can utilize the advanced AI algorithms and data analytics to enhance the value proposition and create a niche for differentiation (García-González et al., 2020).
The Dynamic Capabilities theory highlights the issue of flexibility and creativity as the key concerns for technology adoption and integration such as using AI chatbots or smart rooms (Sigala and Christou, 2021). The Relationship Marketing theory looks at utilizing technology to create customer-endearing strategies with strong focus on long-term customer relations through AI empowered CRM solutions that improve the engagement and loyalty (Tussyadiah and Pesonen, 2022).
Altogether, these theoretical frameworks offer a clear explanation of the broad impact of technology in the hotel and hospitality industry in terms of the acceptance model, service quality, competitive advantage, organization capabilities, and customer orientation.
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Performing the PESTLE analysis enables considering the key external factors affecting the hotel and hospitality industry and understanding how the discussed contemporary theme of technology impacts the sector.
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The use of technology in the hospitality industry is influenced greatly by Politics since most of the policies regulating its use are passed through the political system. Technology in the hotel industry can also be helped or hampered by policies and regulations implemented by the government. For instance, the European Union’s General Data Protection Regulation affects the use of AI by hotels in managing their guests’ information (Tussyadiah, 2020). Implementation of such policies is critical in keeping guests’ information secure and retailoring their expectations. Nevertheless, the integration of regulatory requirements may necessitate costs that hotel entities need to bear affecting the uptake of technology.
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The economic factors in the use of technology is based on the financial implications that affect operations management in hotels. As suggested by Ivanov and Webster (2019), there are opportunities to cut overall costs and boost revenues due to technology-assisted dynamic pricing and resource management, yet, the costs of implementing an AI system may be rather high initially. For instance, Marriott International has integrated an AI algorithm into the company’s revenue management system with the aim of including a dynamic pricing model and customised experience for the guests which increases company’s revenues (Ivanov et al. , 2020). But, the high initial capital expenditure and continuous costs of maintaining and upgrading Artificial Intelligence technologies pose challenges to the adoption by many hotels.
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The social aspect includes the effects of technology on guests, their satisfaction and workforce utilisation. Chatbots and virtual concierges powered by AI revolutionize guest experience by offering quick answer to requests and appropriate recommendations (Wirtz et al. , 2018). But, the use of artificial intelligence may reduce the human element in hospitality and as a result may influence the clients’ perception of service delivery and may pose threat to the front line employees. For hotels to remain relevant to their guests, they need to redesign their strategies in such a way that they incorporate use fo automated systems and also include personal interactions.
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Technological factors are the technological trends that affect change in the hospitality industry through innovation. AI technologies like, natural language processing, and machine learning are significant tools in the contemporary hotels (Buhalis, 2020). For example, in the accommodation sector, AI chatbots are applied by Hilton Hotel to offer instant and continuous customer support, thus improving guests’ satisfaction (Wirtz et al. , 2018). However, the rate at which technology is established makes updating the software and training the hotel’s employees constant which creates recurrent costs and the need to adapt new technologies.
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Legal factors refer to the legal aspects that are involved in the implementation of technology in the hospitality industry. Data privacy laws, IPRs and liability considerations are some of the key concerns in the hotel industry that adopts AI technologies (Buhalis & Sinarta, 2019). Protection of data from external threats is important not only to regain guest’s confidence but also to avert being on the receiving end of the law. However, there are still some issues, which can be critical for the hotel’s functioning, such as the tough legislation regarding the attribution of resources for legal regulation and supervision.
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Environmental factors essentially concern the implications that exist in adopting technological advancement from the perspectives of sustainability in the hospitality industry. Automating the system through the use of AI can enable efficient use of resources as well as conservation of energy to Foster environmental conservation (Kuo et al. , 2020). For instance, smart thermostats and lighting installing in guest rooms and adjust them based on occupancy, saving a great amount of energy. Thus, although the introduction of sustainable technologies complies with the consumers’ changing attitudes towards more responsible consumption, the costs of implementing sustainable technologies and correspondingly long payback period present certain difficulties for hotels.
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Marriott International has displayed perfect examples of excellent responses to technological advancement by incorporating Artificial intelligence algorithms into its revenue system. Dynamic pricing, targeted invitations, and guest preferences have led to higher revenues as well as higher satisfaction of clients (Atingo, 2020). However, the challenge of costly AI systems and constant upgrading limits innovations based on elaborate structures. Hilton Hotel using the AI chatbots for customer satisfaction and support is another example of industry’s move towards technological incorporation. Continuous customer support improves the effectiveness of serving guests also creates a sense of fulfilment (Thakur, 2022). However, depending on these chatbots can reduce the kind of warm touch the guests receive when addressing their services. Another example that demonstrates the response of the industry is Accor Hotels, which implemented smart room technology with which it is possible to configure room settings directly through a mobile application (Nikolskaya et al., 2021). These factors create satisfaction and sound accommodation, which confirms the sustainability of the room experiences. However, the implementation costs as well as the recurrent nature of maintenance are concerns for the hotel.
[image: ]
Based on the findings of the study, future policies and management strategies in the hotel and hospitality industry should address a number of important aspects. First of all, it is necessary to implement the improvements for data governance and privacy to follow rules such as GDPR for the guests’ data security (García-González et al., 2020). Ethical frameworks for AI shall reduce the problem of bias and lack of fairness and promote openness in the system (Liang et al., 2020). It is better to continue investing in staff training and development to ensure that guests are still dealing with actual people during the interactions and in the delivery of the AI-enabled services. Improving the cooperation and the exchange of information between the members of the industry will encourage innovation and standards (Tussyadiah, 2020). Last but not the least, it is essential to prioritise sustainable AI implementation in order to get the most out of the given resources and limit harm to the environment. In implementing these recommendations, hotels can use technology in delivering a superior guest experience, betterity operate their businesses, and sustain themselves for the long term in an industry that is constantly innovating.
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In conclusion, pursuing technology, especially AI, changes the hotel and hospitality industry for the better in terms of productivity, guests’ experiences, and environmental friendliness. It also has it disadvantages, like having to meet some rigorous legal requirements and the issue of keeping interaction with people to some extent. The future policies have to address the increased pace of innovation together with raising ethical questions and data safety concerns. Adoption of these strategies will help the industry to grow. Therefore, in this process of embracing new technologies we should always keep in mind that the aim of all the changes is to improve the guest experience and, at the same time, the stability and sustainable development.
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Introduction

Enhances operational efficiency

Improves guest experiences

Influences comptitive dynamics in the industry
Historically labor-intensive and personalized sarvices

Shift due to advancements in Al loT, and big data analytics
Al-driven chatbots: Provide 24/7 customer support

IoT devices: Allow guests to control room settings via smartphones

Meets modern travelers' expectations for efficient, seamless, and personalised services

Emphasized by the COVID-19 pandemic's need for contactless technologies for health and safety
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Overview of Literature

Technology Acceptance Model (TAM):

* Investigates guest perceptions towards innovations like mobile check-in, Al
concierges, and IoT devices [Xiang et al., 2017).

+ Emphasizes perceived usefulness and ease of use.
Service Quality (SERVQUAL) Model:

« Assesses how digital innovations influence dimensions like tangibles, reliability,
and responsiveness (Liang et al, 2020

* Impacts guest satisfaction and loyalty.
Resource-Based View (RBV) Theory:

+ Considers technology as a source of sustainable competitive advantage (Garcia-
Gonzalez et al., 202

+ Examines how hotels leverage Al algorithms and data analytics to create value
and differentiate themselves

Dynamic Capabilities Theory:

* Highlights the importance of organizational agility and innovation in adopting
and integrating new technologies (Sigala and Christou, 2021).

+ Focuses on Al-powered chatbots and smart room systems
Relationship Marketing Theory:

* Uses technology to foster personalized interactions and build long-term
customer relationships (Tussyadiah and Pesonen, 2022).

* A-driven CRM systems enhance customer engagement and loyalty
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'Annlicatiun to the Hotel and Hospitality Sector: PESTLE Analysis

* PESTEL analysis provides comprehensive
examination of external factors in hotel PESTLE Analysis
and hospitality sector.

* Helps understand how technology EAIENEIEIIRS
integration impacts the industry.

« Offers insights into opportunities and - oo
challenges arising from technology
integration.
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'Anplicatian to the Hotel and Hos

Political Factors

ality Sector: PESTLE Analy.

« Ppolitical factors influence regulatory landscape for
technology  adoption in  hospitality (Tussyadiah,
2020).

+ Government policies can facilitate or hinder
implementation of technalogy in hotels.

+ Regulations like GDPR impact how hotels manage
guest data using Al

« Compliance essential for data protection and guest
trust.

« Implementation may incur additional costs, posing
challenge to technology adoption.
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'Anplication to the Hotel and Hospitality Sector: PESTLE Analysis

Economic Factors

* Economic factors impact the financial feasibility
%ltg)chnology integration (lvanov and Webster,

* Technology can reduce operational costs and
increase revenues through dynamic pricing
(Ivanov et al., 2020).

+ Initial investment in Al systems can be
substantial.

* Marriott International's Al algorithms in revenue
management led to increased revenues.
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'Annlicatiun to the Hotel and Hospitality Sector: PESTLE Analysis

Social Factors

+ Social factors include impact of technology on
guest interactions and staff employment (Wirtz
etal., 2018).

* Al-driven chatbots enhance guest service with
instant responses and personalized
recommendations.

+ Reliance on artificial intelligence may diminish
human touch in hospitality.

+ Balance between automation and human
interaction crucial for guest satisfaction and
employee morale.
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'Annlicatiun to the Hotel and Hospitality Sector: PESTLE Analysis

Technological Factors

* Al technologies, including natural
language  processing and  machine
learning, are essential in modern hotel
operations (Buhalis, 2020).

* Hilton Hotels uses Al chatbots to improve
customer service (Wirtz et al., 2018).

* Continuous updates and training for hotel
staff are necessary.
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'Annlicatiun to the Hotel and Hospitality Sector: PESTLE Analysis

Legal Factors

+ Compliance with data protection laws,
intellectual property rights, and liability
issues is essential for hotels using Al
technologies (Buhalis and Sinarta, 2019).

. EnsuriryF data privacy and security is critical
for building guest trust and avoiding legal
penalties.

+ Navigating the complex regulatory landscape
and allocatinF resources for legal oversight
presents challenges for hotels.
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'Annlicatiun to the Hotel and Hospitality Sector: PESTLE Analysis

Environmental Factors

* Al-driven systems optimize resource use and
reduce  energy  consumption,  promoting
environmental sustainability (Kuo et al., 2020).

+ Smart thermostats and lighting systems adjust
according to  occupancy, reducing energy
consumption in guest rooms.

* Adoption of sustainable technologies aligns with
consumer  preferences for  environmentally
friendly practices.

« Implementation costs and long_ return on
investment periods pose challenges for hotels.
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Application to the Hotel and Hospitality Sector

Marriott International:

 Incorporated Al algorithms into revenue management for dynamic
pricing and personalized guest experiences (Atingo, 2020).

* Increased revenues and improved customer satisfaction.

* High costs and need for continuous updates.

Hilton Hotels:

« Implemented Al chatbots for round-the-clock customer service.
« Enhanced guest satisfaction and efficiency (Thakur, 2022).

« Potential reduction in personal touch, affecting service quality.
Accor Hotel:

+ Adopted smart room technology for guest control of room settings
Via a mobile app (Nikolskaya et al., 2021)

+ Contributed to guest satisfaction and sustainability.
+ High implementation costs and ongoing maintenance needs.
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' Future Policy and Management Options

* Enhance data governance and privacy measures;
ensure compliance with GDPR (Garcia-Gonzalez et
al., 2020).

* Develop ethical Al frameworks to address biases,
fairness, transparency, and accountability (Liang et
al., 2020).

* Invest in staff training and development to
maintain the human touch in guest interactions.

* Promote collaboration and knowledﬁe sharing
among industry stakeholders (Tussyadiah, 2020).

* Prioritise sustainable Al implementation to
optimise resource use and reduce environmental
impact.

* Leverage technology to enhance guest experiences
and improve operational efficiency.
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Conclusion

Technology, especially Al, profoundly impacts the hotel industry, enhancing efficiency and

personalization

Challenges include regulatory compliance and maintaining human interaction

Future policies must balance innovation with ethical considerations and data security.
Embrace strategies to enhance the guest experience and foster sustainable growth.

Enhancing guest experience while fostering sustainability and resilience.
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Conclusion

Technology, especially Al, profoundly impacts the hotel industry, enhancing efficiency and

personalization.

Challenges include regulatory compliance and maintaining human interaction.

Future policies must balance innovation with ethical considerations and data security.
Embrace strategies to enhance the guest experience and foster sustainable growth.

Remember the goal: enhancing guest experience while fostering sustainability and

resilience.
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