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Before we start....

As there are quite a few of us here, please ensure that your mic
are asked
a question or there is a group discussion to prevent backgroung

You should attend every class and have a private space to wo

You should not be at work, shopping, driving or caring for children.

Your camera must be always on during lectures please E8E

privacy.

YOU must join via a laptop or PC/MAC g\ eR-111gleF1alel=We

You will be removed from the session and logged as absent if you fail to adhere to these criteria

This and all sessions will be recorded so that you
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Why is this important?

This is a Full Time University course and as such the University definitions
of engagement and decorum apply as they would in a physical classroom.

-Your Cameras must remain ‘On’ for the duration of the session in order
to ensure equal engagement and for your lecturers to observe your full
attendance of the session which is a condition for student
loans/maintenance to be authorised.

-You should be using a desktop or laptop device with a camera, speakers
and a microphone so that you will be able to engage in the session on
equal footing with your classmates.

(4

-You will be asked to share your screen and “present” your work, access
documents, engage in writing activities use websites and create
presentations which are either difficult or impossible on a phone.
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Where Are We Now?
m Contemporary Themes for the Hotel and Hospitality Sector

Lecture Topic

Introduction to the Module
Overview of Themes and Research

PESTEL Analysis and Policy and Practice Across the Hotel Sector

Writing Academic Conference Papers

Assignment One(1) Support and Introduction to Conference Presentation
Conference Planning and Management and Conference practice

Conference Practice

1
2
3
4
5
6
7
8

Conference Week and Module Feedback
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Recap-What did we learn last week?
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Recap-What did we learn last week?

Module Overview
Assignment introduction
The concept of Contemporary Themes

How Contemporary Themes impact our industry

Examples of Contemporary Themes

How to use Generative Al in Assessment
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HOSPITALITY
AND
TOURISM
MANAGEMENT

Contemporary themes are the negative issues or
trends? True/False

Why should hospitality student be concerned with

contemporary themes?

Why should hotel and hospitality industry be
concerned with contemporary themes?
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Today’s Objectives

1. Overview of assessment one (1)
2. How to write introduction and literature review
3. Overview of required research

4. Looking into more depth of each of the identified
themes
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Assessment One

Submission: Thursday 315t October
23:59

Introduction

Overview of the literature
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Introduction

Outline the chosen contemporary theme
and explore why it is of importance and
relevance for the hotel and hospitality
sector. Provide any background detail
about the sector and why the
contemporary theme is prevalent within
the industry. (200 words)
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Overview of the literature

Identify a specific area within the
chosen theme to focus your study on
and examine the real impacts of the
contemporary theme according to
current literature. Draw on the latest
findings from current journal articles
and credible sources to get the best
marks for this section. (800 words)
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Research
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Journal articles

Up-to-date and indicate new developments
in your subject area.

Specific, detailed analysis of a specific area of
research.

Authoritative

Generally, peer reviewed (when published in
academic journals)
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Sources

https:.//www.hoteliermagazine.com/categor
y/magazine/

The Institute of Hospitality is the global professional
body for hospitality

The Caterer

https:.//www.socialtables.com/blog/hospit
ality/best-technology-publications/
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Library Search @QUWTSD
Library Search can help you find books & e-books, journals &
journal articles, videos and much more. Sign in to: |
Save st s and personalise your account
iew ful ch results -some databases only show results

LLYFRAUaRHAGOR
Seclenin ol

Google Scholar

® Articles Case law

Stand on the shoulders of giants
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https://www.hoteliermagazine.com/category/magazine/
https://www.hoteliermagazine.com/category/magazine/
https://www.instituteofhospitality.org/
https://www.instituteofhospitality.org/
https://www.thecaterer.com/
https://www.socialtables.com/blog/hospitality/best-technology-publications/
https://www.socialtables.com/blog/hospitality/best-technology-publications/

Themes
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Themes...

Digital transformation in hospitality and tourism

Sustainability

It's your choice

Safety and Crisis Management

Staff shortages and labor challenges
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Digital transformation in hospitality
and tourism

The hotel and hospitality industry is actively
embracing advanced technology such as
Artificial Intelligence (Al), Internet of Things
(loT), and automation to enhance guest
experiences and streamline operations. This
shift, which includes features like customer
service robots, contactless check-in/check-out,
and digital concierge services, is a clear
indication of the industry's commitment to
providing the best possible guest experiences.
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The History of Hotel & Travel Technology

Digital transformation in hospitality
and tourism

Have a look at the timeline and
find one piece of information of
interest to share with the group.

techtalk.travel (2023)

University of Wales
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Artificial Intelligence (Al) in hotel and hospitality

-  Labor decrease - Lack of human interaction

Waiting line reduction Al unfamiliarity
Fast access to service Fixing error difficulties
Hygiene and cleanliness Financial capacity
- Always — on customer support Misunderstanding between Al and

- Improve privacy and security customers/employees

OPPORTUNITIES THREATS
- Future human helpers - Lack of job opportunities for people
Reduce language / cultural barriers - High energy resources
Improve safety and security - Customer data security
Better world for introverts and the - Environmental impact
anti-social - Al against humanity
Sustainable development

- Solution for mass tourism
SWOT analysis
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Artificial Intelligence (Al) in —

‘Cootents Ests available at Sciencellirect

Hospitality and tourism L et oo o oty Mg

jownal homepage: wwew ol sovia roomJecatadijhm

The Value of Service Robots from the Hotel Guest's Perspective: A
Mixed-Method Approach

Ingrid ¥. Lin™*, Anna 5. Mattla "

abdfnw-ﬂb-l_g—ll——e. u-h—a—qrn—uluell—q 2960 Compes Racd, n—,:ﬂmn—iﬂn HE, WA, Ursied Shado
School of 207 Mo Buideg, Cnbrosty Park, PA, TSS0Z, Urkied Siete

ARTICLE INFO ABETRACT

mmn:s}ume.n@ynhmd amd embeacsd; they are here 0 stay. Resessch o eollaboracive in-
b ie - bveen g
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Read through the article: The value of service robots P N

amnd

g

ane adapting to the new normal amid the Covid-19 2020, p. 1L

voe of (e amadl To the retumn
in-)d.-” e on such Btis ehmmmﬁem

discuss the key findings and recommendations et e e e, Tt e

(Koumelis, HE2L Come- ithe most P witven h
seem gh the benefits of fa face ex. —dmmwmﬂlmummmm
\\\\\\\\1 periences (Enramtzavelow, 20200 Far chn.

at hotels and cootactless payments are the most Hkely techneaol -]
assure business trancders [Earantzavelon, 20200 Major hotel chains (fe.,
Wyndham Hotel Group, LLEC, Marriott Intermational Co., Hilton Inber-
mational Co.) are opting for various techoologies, ncloding service no- B
bots, to reammre and atbact guests while following the COVID-19 gaest experiences? 2) how can service robots and human scrvice agents
protocols. Due to the Covid-19 amd collabarate to Emest
mmmmwmm ns a tool for As the sconcmy reliss more on high-tech (Al and sexvice roboes) amd

from the hotel guest’s perspective and in your groups e T ok e e, Cotenthiem cxprenes dem ot . e i s ech

& Fvancw, 2020). Further, = .n.a, lve imto pr and ac
“Informed by 6,000 travelers across India, (ivamens, 2009, p. B Schneider (2017) predicied that by
UK amd US, found that B pI.IF - role in & ¥ a5 of all will eake
recovery, as ower 4 in & (B4%:) weouldd a agent. L 61 af are seill
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Digital transformation in hospitality
and tourism

@chtalk.travel

1.How has the slow adoption of technology in @
the hospitality industry impacted productivity,
and the guest experience, and what changes

are being made to adapt to the increasing Technology in

digital transformation and tech-savviness of Hospitality, evolution,

guests? innovation and guests.

2.What is the expected future of Artificial =
Intelligence (Al) in the hospitality industry,

particularly in terms of boosting productivity,

data analysis and forecasting, and guest

experience?
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Sustainability

There is growing emphasis on
sustainability and eco-friendly
practices within the hotel and

hospitality sector.
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q‘;;:w sustainability ﬁGBP!J

Rewiew
Challenges and Solutions for Environmental Sustainability in
the Hospitality Sector

Ajay Khatter

-
‘William Angliss Institate, Melbaume 3000, Australia; ajay khatterangliss.cdu au
Abstract: This study aims to investigate the p by which hospitali isations can initiate

their pursuit of environmental sustainability, utilising a literature review as the primary research

method. This study explores the notion of environmental sustainability within the context of the

This study aims toidentify the challenges
encountered by the industry in attaining sustainability goals and proposes potential strategies for

v industry and its diverse range of

fostering a sustainable future. In recent decades, there has been a notable increase in industrial
ncluding within the hospitality industry, which has occurmed without consideration for

y leading to envi ! ion. The issue of

environmental -summalxlm is a matter of concern for stakeholders in the hospitality industry, and a

of its loag: i 4 to be improved. The significance
of environmental sustainability is growing in tandem with the expansion of the global population,
industrial activity, and the observed phenomena of global warming, environmental degradation, and

Read through the article: Challenges and e e e

will investigate the obstackes to the b ity sector achieving envi bility. It will

also propese novel strategies to enhance guest service and contentment, bolster the organisation’s

solutions for environmental sustainability in T e e
the hospitality sector and in your groups

Claon: Khathor A Clallengesand  SUSH and other relevant parties, as well as the broader emironmental context.

Sabutitns Sor Enanmmizal

ity industry; policy

discuss an answer to your allocated question e ey iy v sty s e . e

Alumgi Hissain, Miark Wickhusn hospitality industry is ch d by its significant consumption of energy and natural
send Sty Marcbull resources to cater Lo the needs of its clientele [1]. The hospitality industry is confronted

'
with two significant challenges, namely the impacts of global warming and the subsequent
O S a re \x/l e g ro u p ' R‘“_’“"_""’“"‘" = reduction in biodiversity [2]. Due to the mhmnlunpredn_labﬂuy of future events and the

Rl Ty 20 dynamic nature of the climate, evaluating the p 1 hazards, feasibility, and financial
|n\p||cal|nns associated with of ing a hospitali prise poses iderabl Lhal-

lenges [3]. Business enlities possess a hensi derstanding of the i
cmﬁequencﬁ of de]]\ermg l.helrgoodﬁ and services, and they acknowledge ll\elrob]lhallm
to ib ing this | This assertion applies to enterprises across

Copysight © 23 by the autton various secmrs, including the hmpltahry industry [4].

Wicinses MOPY, Bacal, Swilzeclaecd Over the last decade, there has been much emphasis on “going greener”. Many of
This article is an open access arside LSS Practices are now ingrained in the collective psyche. It is becoming increasingly
distributd cmder B hems and  COMMON for hospitality businesses to use low- or non-toxic cleaning and pest control
products and reduce the wasle d daily in their i [5] These
¢4 tactics have repeatedly demonsirated their ability to increase profits for operators who
mumons.ang o by apply them correctly. Many changes are taking place in today’s businesses because of the
fast pace of the hospitality industry. The demand for high-quality, consistent products in a

Sustaimability 2003, 15, 11491, hitps/ /dolorg/10.3390 /50151511491 hetps:/ /www.mdpi.comjournal /sustainability
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Sustainability

1. What are the environmental challenges faced by
the hospitality industry are discussed?

2. What strategies are proposed for the hospitality
industry to achieve environmental sustainability?

3. What suggestions are made for the hospitality
industry to enhance guest service while also
promoting environmental sustainability?

4. What role do stakeholders play in promoting
environmental sustainability in the hospitality
industry according to this paper?
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Safety and Crisis
Management

The hotel and hospitality sector have
been exposed to many crisis. A crisis
can be a low probability, high impact
event that threatens the viability of
the hotel and is characterised by
ambiguity of cause, effects and
means of resolution.
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Safety and Crisis
Management

Common crises in hospitality and
tourism include natural crises like
earthquakes and floods, environmenta
crises like oil leakages, geopolitica
crises like terrorism attacks, politica
disturbances or wars, social crimes or *_TB;- [.]
road accidents and epidemic diseases. =

¥

IDENTIFY  ASSESSMENT ~ UNDERSTAND
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Incermational Jowmal of Hospitaliry Managemens 1240 (2024) 103758

Coatents Hsis available at Sciencelirect
International Journal of Hospitality Management

jourmal homeapage: weww.ol smvior.ocom/iooatafijhm

a et a n rI S I S —
Crisis-driven innovation in hospitality: How do international hotel chains ;

innovate to recover from a global crisis?

Ogman Ahmed El-3aid “" ", Sayed Elhoushy ©, Michael Smith *, Marwa Yousmf"”

nq-n—:ql Touram, ond Service Managomen, Cermen Unswsty of Tecnelag: (CUch), Omas
a a m Depertrere of Hotel Menogeeens, Pacnlty of Tourim o Matsls, Alessndris Ustersty, Sgret
n e e n &ddu—qu—lﬁrym.{a—l— Mils Bnd Eood, Londos E14N5, Unted Kinysdeo:
ARTICLE INFO ABETRACT
Rywards:

The COVIEL19 d has d I i Do e b bty industry, yer chese semaing a
Emited undesstanding of the pesponse strategies by international hoted chains (FHCs) during this erisic. This soudy

sonkehodder ortenped rnovason during crises. The siudy’s main eantriburion lies in integrating the findings inmo a.
usding framework and providing cheoretical insighrs Enfo the conmerrions betwesn a global crists, innowation,

Crisis H

Read through the article;

mdm“mwmﬂzm-wﬂzmndm

(Pappas and Glyptou, 2021) B

Crises have been deemed s a trigger for innovation and change in hemd&::pcuddﬁevhu-ﬁnﬁdhmm-—dm
service ty {Sharma == al, 2021).  ploypess interacted with each other, reducing the atiractivenes of both

To ensure their survival and sestain customes frust, i staying and working in hotels ((ang =t al | 2027). As a result, up to 120

management practices during the

COVID-19 pandemic and in your groups
discuss the key findings and
recommendations

* Cosvesponding sethoe ar: Department of Logistes, Tourisn, and Servies

hospitality crgani-
zations have besn forced to rethink and redesign their operational
models, guest experiences, and heslth and safety pratocals (Soivastoa
and Kumar, 2021 ; Sharma =t &l 2021 Insovations and adspentions of
ot o have the interest of the academic
given their to the industry (El-Said =t al, 2023).
However, little is known about the innovative solutions developed by
international hotel chains (THCs) to respond to the OOVID-1% crisis
(Bireier et ol , 2021%
The COVID-19 erisis has posed global threats to the survival of the
bospitality and towrism industriss dus o trowel restrictions amd

million direct tourizm jobs and up to 2.6% of the global gross domestic
product wers at risk, according to a policy brief published by the United
Mations (M) in August 2000 (78 2020).
Some previows research has the role of in
z during the Ho  much of this has
hcmnﬂmllmn.dwuflndnﬂthmdhﬂlmﬂ(q, Lick
eenthaler, 2021; Sharma ef al., 2022a, 20225). While their findings are
Muﬂm;wmwmm
the haspitality industry. The mnique natare of this industry, character-
ized by the of pr and from pr

heightened public anxisty shout the virus (UNWT0, 2020)
about the pandemic’s severity harmed hotel bookings (Ju and Jang,
2023) and h o the way made
dation i L [+ becams pr
with the sanitary and by hatels as

u:lnﬂtclrb:lllhl.dnﬁ:lghdl.lﬁuﬂ(lm and Han, 202 As these
attributes became cemtral to customers, brands and destinations

Amang existing studies o the hospi-
tality industry, many have targeted specific contexts such as small
tourism amd boq:llll.n]- enterprises in emerging destinations (23.,
Bhaskara et al., 2000) or concepts such as the busines model inpovation
feg, Breier et al, 2027), and there remains a gap in examinations of the:
industry as a whale.

Hence, researchers are calling for imvestigaticos into how the

German of Technok (GUeeh), Omam

E-mail address: craman barghouth @ gutech_odu om (0.4 E}-Sald).

betpse,/ Adol oeg 1010706,/ 103758

mxammmmmmuwmwomm

Available anline 18 April 2034
027E-£319C 2024 The Asthors Peblished by Elarvier Lid. This ks an open escess artcle ander the OC BY-NC Doense (b et vesommons. org e ey -
B0/
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Staff shortages
and labour
challenges

The hotel and hospitality sector
face significant challenges in
recruiting and retaining skilled
staff
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International journal of Hespitality Management 28 (2009) 573-578

Contents lists available at ScienceDiract

International Journal of Hospitality Management

journal hemepage: www.elsevier.com/locata/ijhosman

Staff shortages

S\, Staffing issues among small hospitality businesses: A college town case

and labour :

3 E INFO ABSTRACT
/// o"n“\?; ARTICLE

Keywards: Many studies have reported on the operational challenges that hospitality businesses face, including

/ N _ o
,! ’, | | "\\\\ E_r;:lll':or:pmllry businesses
Crainges

Abel D. Alonso®*, Martin A. O'Neill ™!

* Horel and Kestaurant Manazgement, 3288 Spidle Hall, Auburn University, Auburn, AL 36849, US4
b 3284 Spidie Hall, Aubum University, Auburn, AL 35849, LISA

shortage of skilled labor and high turnover. To date, however, little attention has been paid to whether
these challenges differ for small hospitality enterprises (SHEs). In particular, little is known about SHEs
located in college towns, where plentiful labor supply of job-ready applicants is available on a constant
basis. The present study explores labor issues with 21 small and medium hospitality owners and
managers. The findings not only demonstrate that attracting labor is a daunting undertaking among
participating businesses, but also that both turnover and other staffing related problems are on top of
their list of challenges. These problems are of such nature that other issues, including getting the word
out about their businesses or facing competition appear to be rather minor in comparison. Furthermore,
only the least participants seem to understand the value of keeping staff for as long as possible;
accordi these few op: have ped basic yet critical initiatives to promate employee
retention. The importance of retaining ble empl becomes as it may reflect on
several areas of the operation, including consistency and quality of service. However, despite its
importance, the employee retention component appears to be missing.

& 2009 Elsevier Lid. All rights reserved.

Read through the article: Staffing

issues among small hospitality
businesses and in your groups discuss - mroctn e g e sy e

an answer to your allocated question
to share with the group.

HOSPITALITY

students come and go on a continuous basis creating a sense of

ity that hospitality busi (restaurants, bars, cafes) may
use to their advantage, both to cater to and employ students. These
situations also provide local restaurateurs with opportunities to
rejuvenate and re-flourish amidst the potential arrival of new talent.
At the other end, seasonality and constant student transience may
also create openings that may otherwise remain unfilled and lead to
negative impacts, including lack of a consistent service culture, or
even in terms of quality food/beverage provision.

Contemporary hospitality research has extensively addressed
many of the problems hospitality businesses face, including food
providers such as restaurants that live in a constant state of
uncertainty due to labor costs (Nelson, 2001), low profit margins
(Standard and Poors, 1998, in Nelson, 2001), competition, rising
food costs and economic downturn. To add to their woes,
restaurateurs also have to deal with the problem of high turnover

AND Man Geni Addysg Uwch yng Nghymru

TOURISM
MANAGEMENT

Where Higher Education Began in Wales

While there is an extensive body of literature pertaining to the
many problems hospitality businesses face, very few studies have
addressed these issues among small hospitality operations in
college towns and in particular among owner operated restau-
rants. Against this background, this paper seeks to answer the
following questions:

» To what extent, if any, is shortage of labor an issue?

« To what extent, if any, is employee turnover an issue?

« What are additional challenges small restaurant operators face in
a college town?

The limited extant literature surrounding these questions has
implications not only for the research community, but also the
hospitality industry itself and its many stakeholders; not least
owner-operators. For example, while a number of challenges
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Staff shortages and labour =
challenges

1.After reading the article, can you identify and discuss the unique labour challenges faced
by small hospitality businesses in college towns?

2.How does the article suggest that high turnover rates in the hospitality sector affect
service quality and overall business operations?

3.Based on the article, what strategies or initiatives could be implemented by these
businesses to improve employee retention and mitigate labour challenges?
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Recap

Today we have discussed:

Assessment one (1)
How to write introduction and literature review

Required research
Comprehensive discussion of each of the identified themes

Assignment 1 Deadline — Thursday 315t October 2024
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Next Week!

PESTEL Analysis
Policy vs Practice

Things to do by next week..

Choose and confirm your theme

Y .
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Thank You
For

Joining

See you next week!

Dr Ernest Balutie Wavei
Email: e.wavei@uwtsd.ac.uk
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