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Executive summary
Technology has been one of the integral elements of the hotel and hospitality industry that has posed both benefits and difficulties. The following report has been performed on a contemporary theme of technology within the hotel and hospitality sector. The report has incorporated a specific technological trend of robotics within a specific hotel context of Hilton Hotels. A SWOT analysis has been conducted to identify the strengths and weaknesses of the hotel industry through the previous literature. Apart from that the impact of technology themes on the hospitality industry has been also explored within the previous literature. Therefore this report has been moved into the application to the hotel and hospitality sector with a specific customer management and room service area of the industry. The strengths and limitations of the management responses to the industrial issue have been explained in this report. At the end of this report, it has been recommended that prioritising guest feedback and adoption, data privacy and security and training and development has been effective in dealing with the identified issues. 
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[bookmark: _Toc157717629]Introduction
Technology advancement has developed a huge scope to implement innovative and smart approaches within corporate functioning. Technology helps to manage a wide range of data and fast operating ability that delivers high productivity and quality service. The tourism and hospitality industry has experienced positive reflection through the implementation of technology within the organisational operation. Hospitality management has a high trend of implementing the latest technologies like robotics, AI, IoT and many more to manage their customer, and inventory and develop sustainable approaches. Effective usage of the technology enables the hospitality industry to control the cost of production and gain customer retention. The report will be deployed with an aim to address the impacts of robotics within hospitality management. The case study of the Hilton Hotel will be analysed to assess the significance of "technology" contemporary themes. 


[bookmark: _Toc157717630]Case study overview
Hilton Hotel possesses a hotel chain business throughout the global market. Hilton Hotel has possessed a high customer trust and a strong market within the hospitality industry. The technological evolution has initiated the organisation to possess technology integration through the installation of robotics within operational management. The key issues that have been addressed within the Hilton hotel include a lack of appropriate customer management. The organisation has focused on their customer retention rate and gained positive reviews on the social media platform to achieve a competitive advantage. Thereby the organisation has chosen to collaborate with IBM to develop user-friendly and highly efficient robotics for performing room service and customer management. Connie has been developed with Watson programming that is eligible to convert human language into machine language and deliver appropriate responses (Morris, 2023). 
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Strengths
Impressive global presence
According to Faulkner et al., (2001), the Hotel industry has been one of the well-recognised industries all across the world and its diverse service portfolio allows it to cater for the needs of multiple market segments in terms of both economy and luxury. The hotel industry also has a presence in most economies which has provided the hotels with a wide international network. Apart from that, many hotels have a high global presence that enables them to generate revenue effectively while reducing their reliance on a single market segment or brand. It further helps it to tackle the disruptions caused by regional economic fluctuations. 
High focus on technology and innovation
As per Laws et al., (2007), the Hotel industry has been known for its focus on innovation as many big hotels for instance Hilton Hotels, and Marriott have previously incorporated various new-age technologies within their organisation and business processes. This technological effort of the organisations has been directed to improve the experiences of their guests and operations while reducing the overall costs. Many companies have provided their guests with personalised experiences and improved convenience through technological innovations for instance connected room features, digital keys, mobile applications and more. 
Weaknesses
Employment challenges of the hospitality industry
As stated by Ezzaouia and Bulchand-Gidumal (2020), the hospitality industry has been vulnerable to external shocks related to employment which has remained one of the major challenges till now. The employee retention, satisfaction and training-related challenges greatly affected the hospitality industry including Hilton Hotels. The industry has often been affected by high employee turnover which has affected the overall service cost and quality. Due to the presence of hospitality-based organisations in multiple jurisdictions, they have faced challenges regarding complying with labour laws. 
Opportunities
Modern technological advancements
According to Soares et al., (2021), modern advancements in technology have been an opportunity for many hospitality-based organisations to improve their service offerings and competitiveness. The hotels often invested in data analytics and robotics technology to improve their overall guest experience while improving their service. The AI-powered robots can help them in providing a personalised guest experience that further can contribute to fostering customer loyalty and referrals. 
Strategic partnerships and acquisitions
As per Dalgic and Birdir (2020), the strategic partnership and acquisition can be an opportunity for hotels to improve their brand portfolio and technological capabilities. The organisations can collaborate with technology-based organisations to implement robot-based technological solutions within their organisational processes. 
Threats
High market competition
As stated by Çakar and Aykol (2021), the UK hospitality industry has been roamed by various big players which makes the UK hospitality market highly competitive. Despite the contribution of big players for instance Hilton Hotels, Marriott and more in increasing the competition however, they also had to face difficulties in capturing and maintaining their market share due to the competition from other big brands for instance Hyatt, Premier Inn, Marriott and more. This threat has often led to price wars and put a strain on the profit margin of the hotel industry. 
The increased cost of technological implementation
According to Fernandes and Melo (2023), technological advancements come with their own set of significant costs that often make the implementation process difficult for many. However, the benefits of such information have often helped the companies in the long run. This can pose a threat to the hotel industry to implement robotics-based technological solutions within their operational processes and pose a requirement of securing sufficient funds for this implementation. 
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Impact of technology within the hospitality industry
As per Parapanos and Michopoulou (2023), modern technologies and digital transformation have held a respective place in the hospitality industry of the UK. The external events for instance Russia-Ukraine war and pandemic have posed challenges regarding customer behavioural changes, rising operational costs and shortage of labourers. This has increased the importance of technological adoption within the hospitality industry to revolutionise their products and services and maintain their competitiveness in the market. According to Ivanov et al., (2020), the modern technologies for insurance chatbots and AI have helped many organisations to improve their efficiency and guest experience while reducing operational costs. Robotics also has been introduced within the hospitality industry in the form of housekeeping robots, cooking robots, robot greeters and more. This helped them in making their services quicker and smoother while reducing their reliance on human workers. 
Unified Theory of Acceptance and Use of Technology
As stated by Kecić (2020), the UTAUT is one of the prominent theories that states that the behavioural intentions of individuals determine the actual use of technology. The overall probability of getting a technology accepted relies on four factors for instance effort expectancy, facilitating conditions, social influence and performance expectancy. This theory has great application within the hotel industry especially during technological interventions for instance robotics. 
Theory of Technology Dominance
According to Krippendorf (2011), the technology Dominance theory states that a dependency on a decision made in an intelligent design aid can be developed under two conditions. They are either the decision maker has low task experience or the decision maker has high task experience, decision aid familiarity, cognitive fit and task complexities. According to this theory, a dominant influence in decision-making, organisational behaviour and performance can be posed by technology that also can be applied in the robotic implementation context. As per Nikolskaya et al., (2020), the advancement of technology and increasing willingness to adopt robotics within the hospitality industry often increases their dependence on technology. This has ultimately affected their decision-making abilities and posed difficulties in achieving desired outcomes. 
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The UK hotel and hospitality industry has been known for high employee turnover rates that pose challenges to organisations to develop and maintain a stable workforce. This greatly affected the customer management and room service efforts of the hotel industry. The external events for instance Russia-Ukraine war and pandemic, inflation and more have increased the severity of this issue (Mill, 2012). This posed a requirement for technological intervention within the hotel industry to mitigate the issue completely or reduce its severity. According to a report a new robotic-based introduction has occurred within Hilton Hotels. IBM has helped in the development of Connie, a Watson-enabled robot concierge. This greatly helped in improving the guest experience by assisting them in making decisions regarding visiting or dining places. 
Transformational Leadership Theory and Robotics
The transformational leadership theory refers to the philosophy of management that inspires and encourages workers to develop and innovate unique paths on their own for the future success of the organisations. Conrad Hilton, founder of Hilton Hotels has been identified as a transformational leader as he believed that quality-based service can be provided to the guests by motivating the employees. However, the introduction of Robotics can help in taking the guest experience to the next level with its AI-driven personalised services that can fulfil the dream of improved guest experience of transformational leaders. Therefore this can reduce the need to rely on employee motivation to improve guest experience therefore contradicting the transformational leadership principles of Conrad Hilton (Allen, 2022). 
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Augmentation of human labour for quality-based room service
The augmentation of human labour with robotics has occurred within various UK-based hotels that can be a response to the contemporary employment issues of the hotel industry. This management response has helped in helping the employees to perform their tasks effectively by deploying robots. Within many hotels, the management response comes out as a robotic intervention for the housekeeping staff. Robotic exoskeletons have been identified as effective by the management of the hotel industry in supporting the housekeeping staff in lifting heavy loads which helps them to prevent injuries and improve their overall productivity. This further helps in ensuring improved room service provoked by the staff that can contribute to optimum guest satisfaction and management. Therefore this response allows a harmonious existence of both humans and robots while ensuring improved job satisfaction and performance (Barten, 2024). 
Customer management through Hilton Madison
The Hilton Hotels has added a new member to their team in the previous years named Munson who has helped them to deliver quality-based guest experience. According to Derek Morrison, general manager of Hilton Hotels, the robot has been easier to integrate within their operations while having positive interactions with their staff and guests. This robot has been capable of providing food delivery service to the group events while providing refreshments to the hotel guests. This robot has been actually leased by Hilton from an AI-based company named Bear Robotics (Mathis, 2020). 
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Strengths 
Cost saving
The implementation of robots within hotels greatly helps organisations to minimise their operational costs. The robots can perform repetitive tasks faster than a human worker within a shorter amount of time which helps in saving their operational costs. Apart from that, using hotels also helps reduce the chance of any errors further helping in providing quality-based services while saving costs (Robson, 2016). 
Consistency in service
A seamless service delivery can be delivered by the hotels while ensuring consistency and efficiency. Fatigue is one of the main issues of human workers that get completely eliminated by using robots that can ensure high-quality consistent service at all times. This can greatly help in maintaining the service of the hotel industry including Hilton Hotels consistent (Wahab and Cooper 2005). 
Multilingual capabilities
The language barrier is one of the notable barriers to guest service that can be eliminated by the interventions of robotics. Multilingual capabilities can be integrated into robots that can provide an effective guest experience to international guests. Therefore a universal welcome can be provided to guests from all over the world with the help of robots while fostering gaps between hotels and global communities (Metasphere, 2022). 
Limitations
High implementation costs
The implementation of robotics in hotels requires a significant amount of investment, employee training and infrastructure. Therefore implementing this technology puts a strain on the financial stability of the organisations. However, this implementation can afterwards provide cost-cutting benefits though the high implementation cost restricts many organisations from adopting the technology in their businesses (Service Robots, 2022). 
Technological dependency
The implementation can surely make the work processes, customer management and room services of the hotels easier. However, it often makes the hoteliers more dependent on technology which can pose difficulties for them. The machines can have malfunctions at any point in time that can ultimately degrade the experience of the guest. Apart from that emergency situations cannot be handled effectively by machines as compared to human workers (Cobanoglu, 2022). 


[bookmark: _Toc157717638]Evaluate future policy and management options for dealing with this issue 500
Focusing on guest feedback and adaption
The integration of technology in the form of robots within the hotels can be successful with the help of the feedback of the guests. Seeking feedback and helping the hoteliers for instance Hilton Hotels to identify the areas that need more improvements and make adjustments to ensure that the technological innovation meets the guest expectations (ONPassive, 2022). 
Data privacy and security
Data privacy and security concerns are associated with every technological intervention. Therefore the technological robotic implementation within the hotels including Hilton Hotels also can pose data security and privacy threats to the hotels. This can be mitigated by the organisations through developing new policies and systems that adhere to the guidelines of the UK DPA and GDPR. Apart from that implementing such measures also can help in their guest management by gaining their confidence and trust (Alisaaro, 2022). 
Training and development
The employees of the hotel industry should be provided with sufficient training and development regarding robot management and operations before implementing it into their daily operations. This can help the employees to adapt to the technological changes more easily while supervising that the robotic operations are directed to guest satisfaction and management. Thus further can help in providing an impressive service experience to the guest (Siteminder, 2023). 
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The research has identified the significance of robotics within hospitality management. The case study has specified the impacts of technology like robotics within hospitality management. SWOT analysis has been conducted which has identified the impressive global presence of Hilton hotel and its high focus on technological integration. Employment challenges within hospitality have been addressed as the key weakness within the Hotel's functioning. Based on the identified opportunities and threats literature review has been conducted to address the significance of technological integration. The varied aspects of robotics within room service and customer management within the hotel industry have been identified and future policy and management have been evaluated within the research.
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