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Introduction 
[image: ]Speaker notes 
Adaptation of digital technologies has become essential for the hotel and the hospitality industry that provides approaches for improving guests’ satisfaction, managing the firm’s functioning, and ensuring its sustained viability. Technological advancement that has overtime created consumer awareness of personalized services and integrated solutions borne by the COVID 19 health crisis creates both a challenge and an opportunity to the industry. AI, IoT and big data, for example, have become indispensable solutions for generating effective change that creates flexible frameworks for operating in today’s milieu. 


Importance for Hospitality and Tourism
[image: ]Speaker Notes:
Digital transformation fulfils the growing customer needs for digitalisation as consumers expect easy and customised services. It provides competitive advantage since it can automate work processes and offer better services to its clients. The analysis highlighted that the pandemic influenced the decision to go digital as customers needed less physical interaction.


Industry Background
[image: ]Speaker Notes:
Hospitality and tourism industry is one of the biggest world industry providers and job creators. It covers everything from providing lodging to providing leisure, to customers and clients in the global market. The sector has tremendous competition and is influenced by changes in the angles of technology that include online booking and uses of data to create unique services. 


Literature Review
[image: ]Speaker Notes:
Technology Acceptance Model (TAM) is used commonly to study how a user adopts a particular technology which depends on perceived usefulness (PU) and perceived ease of use (PEOU). In hospitality, TAM makes it easier to forecast customers’ acceptance of the use of such digital technologies as the mobile application and artificial intelligence services that improve the efficiency of a smooth and individual approach to guests. 


PESTEL Analysis
[image: ]Speaker notes 
The analysis in terms of PESTEL provides information concerning the external factors affecting digital transformation in hospitality. In the political context, DP laws influence how organisations handle the identity information of their customers. From an economics point of view, digital enhancements are expensive in the short run but economical in the long run. Concerning an economic perspective, social trends give focus on the need to have personalized services. In terms of technology the notions such as AI and IoT improve guests’ experiences. Environmentally, sustainability programs are aided by energy-efficient technology while legally, hotels have the issue of data privacy. 


Industry Responses to Digital Transformation
[image: ]Speaker Notes:
Through adoption of digital transformation, hospitality industry has adopted different technologies to enhance guest’s experience and business operations. Many hotels including Marriott and Hilton have gone further to enable their customers check in with their mobile phones, transact with their rooms through the App and have their needs attended to by robots or virtual assistants. IoT mainly includes room automation and energy savings whereas big data is beneficial for modifying the marketing techniques. 


Strength and limitation 
[image: ]Speaker notes 
Digital transformation in the hospitality industry presents significant strengths such as customer experience, operational value, and customer experience which can advance service tenderness and sustainability. Nevertheless, it is crucial to pay for it, especially for the small and medium businesses while its use entails cyber security factors, and there is a need for constant training for the employees. However, attention should be paid to their protection to meet the requirements of customers, thus the need for moderation.


Recommendation for evaluating Future Policy Options
[image: ]Speaker Notes:
It’s recommended that future policies concerning hospitality should address issues of data privacy and security in order to protect the data of guests. Organisations’ training will educate its employees on how to go about the technological tools, thus improving services delivery. 


Management Options for Digital Transformation
[image: ]Speaker Notes:
The best management strategies for implementing digital technology in hospitality are resource funds for implementing the IoT and AI and investing in infrastructure. Updating digital skills incrementally becomes crucial if one has to deliver good digital service. Stressing more on operational controls enables the managers to personalize service delivery by focusing the one guest preferences, and firm specific touch points such as guest’s mobile applications increases customer interactions. 


Conclusion
[image: ]Speaker Notes:
Presently, a strategic investment in working capital and training will consequently produce sustainable competitive growth in what is becoming an increasingly competitive market.
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