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Introduction 
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This study delves to explore the profound effect of technology on the experiences of guests and operational management in the hotel and hospitality industry.
As Ford and Sturman (2024) highlight, the commitment to offering outstanding customer experiences has always been a defining characteristic of the hotel and hospitality industry.
The industry is bound to benefit greatly from this development since it can transform all facets of the hospitality business, from guest services to other support operations (Kansakar, Munir and Shabani, 2019). 
Overview of literature 
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Having realised what technology can offer and how this can impact their experience, today, guests expect convenient and seamless experiences throughout all the touchpoints right from when they make reservations to checkout, as technology plays a crucial role in impacting the process (Das, 2023).
Positive impacts 
Technology in the hotel industry is viewed as reliable due to the efficiency and convenience it offers. Through online platforms and mobile apps, customers can make bookings swiftly and conveniently. By eradicating the need for drawn-out phone conversations or in-person visits to make a reservation, this convenience improves the entire experience of the guest.
Hotels can customize the visitor experience by using data analytics and sophisticated customer relationship management applications to analyse historical visitor behaviour and preferences.
There is seamless communication between guests and the staff as communication is enhanced. As a results of the pandemic, hygiene was emphasised on as distancing was emphasised on and contactless processes came to respond to these challenges (Lacalle, 2023 & Hao 2021). 
Digital divide is the negative result, this is because while tech-savvy visitors enjoy a more enhanced experience, some who are less accustomed to or comfortable with digital interfaces find it off-putting. Privacy concerns are brought about by possibility of data breaches and cyberattacks jeopardising visitor privacy and faith in the hotel’s security measures.
Application to hotel and hospitality sector 
PESTEL analysis 
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Political 
Positive: Governments encourage sustainability practices by offering tax exemptions or subsidies to hotels that incorporate eco-friendly technologies.
Negative: The acceptance and incorporation of technology can be impacted by political unrest or changes in regulations, which can create uncertainty and possibly cause operational disruptions to the hotels.
Economic 
Positive: Through better revenue management, lower labour expenses, and higher operational efficiency, technology can save money in hospitality institutions (Dakic, 2022).
Negative: The initial outlay for technology and continuing maintenance expenses can be substantial, which has an effect on hotels’ profitability particularly for smaller businesses.
Sociocultural 
Positive: Technology improves visitor experiences by offering individualized services that suit the tastes of a wide range of consumers. 
Negative: There may be differences in the enjoyment and loyalty of guests between those who choose tech-driven experiences and those who prefer conventional, human-centred services at the establishments.
Technological 
Positive: Technological developments like artificial intelligence, the Internet of Things, and data analytics allow hotels to provide customers with unique experiences.
Negative: Rapid advancements in technology mean that hotels must constantly train employees and improve their systems, which presents both financial and adaptive issues (Stylos et al., 2021).
Environmental 
Positive: By implementing sustainable practices technology can assist hotels in lessening their environmental impact.
Negative: Technology gadget manufacturing and disposal add to electronic waste, and can undermine environmental initiatives.
Legal 
Positive: Legislative frameworks that guarantee security and privacy may encourage the responsible use of visitor data.
Negative: For hotels, complying with a variety of rules, including those pertaining to data privacy and accessibility, can be difficult and expensive and failure to do so would have dire consequences (Webster and Cain, 2024).


Industry responses to technology integration in the hospitality and hotel industry 
[image: ]Implementation of mobile check-in and keyless entry 
Keyless access and mobile check-in improve visitor convenience and expedite the arrival process, cutting down on front desk wait times. It is not unusual to have some visitors who will not feel comfortable utilizing mobile devices or there will be problems with the app which makes it the hotel’s business to offer assistance (Torres, 2018 & Elphick, 2024). 
AI-powered chatbots for customer service 
AI-driven chatbots provide round-the-clock customer service, responding to frequently asked questions and offering help in several languages. Guests may become frustrated as chatbots fail to comprehend sophisticated or nuanced requests that they are yet to be trained to respond to.
Utilisation of virtual reality for virtual tours and room previews 
By enabling clients to virtually tour hotel facilities and inspect rooms prior to making a reservation, virtual reality technology improves transparency and lowers uncertainty. Virtual reality encounters might not accurately capture all the sensory elements of a real-world visit, which could cause mismatches between visitors’ expectations and reality (Lee, Lee and Jeong, 2021). 
Adoption of robotics and automation for room service and housekeeping 
By automating monotonous jobs like housekeeping and room service, robotics and automation technologies increase operational efficiency and lower personnel expenses. Robots may also run into problems with their technology or run into obstructions when navigating hotel environments, necessitating continuous assistance and repair (Nam et al., 2020 & Ivanov and Webster 2019).
Future recommendations 
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For this section, the focus is on offering recommendations for the hospitality and hotel industry for the management of the adoption of technology in the sector. 
Investing in seamless integration – An establishment must ensure that technological solutions are seamlessly integrated into the current hotel operations and guest experiences.
Personalization ought to be prioritised – It is only prudent that a business offers personalised services to its guests throughout out the touchpoints in the service (Piccoli, Lui and Grün, 2017). 
Empowering of staff using technology: An institution needs to ensure that everyone is on the same page when it comes to adopting and utilising tech in the business.
Have a balance between human touch and automation – To deliver exceptional services to guests and having seen that there are tech-savvy and conventional guests, it is important to strike a balance between ensuring the human touch is present as much as technology so that no guest is left out as insisted on by Saini and Bhalla (2022).
Enhancing cybersecurity measures – It has already emerged that institutions gather the personal data of their guests and in as much as they try to ensure the data is safe, at times there is a data breach resulting in loss of data (Arcuri et al., 2020).
Embracing an innovative culture – By fostering a culture of continuous improvement and innovation within the business, employees to share ideas, embrace change, and experiment with new technologies to ensure the business stays ahead of its competitors. 
Conclusion 
[image: ]
The hotel and hospitality industry are among the sectors that have to keep up with trends to ensure that their guests are offered the best possible services in the market. Just as this work has demonstrated, the integration of technology in this industry illustrates how technology transforms various aspects of guests’ expectations and services have to match up to these expectations. 
Right from online bookings to contactless solutions, tech has revolutionised how hotels deliver services and offer solutions to some major challenges that guests encounter. To respond to these requirements, businesses have found themselves adopting mobile check-ins, data analytics, AI chatbots, virtual realities, and robotics to personalize experiences, improve efficiency, and optimise on revenue gathered. But this is not to say that this adoption is without challenges, matters regarding digital divide and privacy concerns have emerged that establishments in the sector cannot overlook. The pros clearly outweigh the cons driving businesses in the sector to adopt tech. 
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