2



Contemporary Themes in the Hotel
and Hospitality Sector







Student ID:2016411
Student Name: Vimalini Vicnarajah
Word: 2500
Module code: BMIH6001 
Lecturer: Giulia Chifari Scott James
Date: 4.02.2024







Table of Contents
Introduction	3
Literature Review/SWOT Analysis	4
Application to a Specific Sector	6
Policy and Management Recommendations	8
Conclusion	11
References	12






















[bookmark: _Toc156645293]Introduction
The hospitality industry is one of the largest in the world because of the hotels, cuisine, travel, events, and other services that it offers. The growing integration of information technology inside the hotel business makes innovations in operations, customer service, and competitiveness possible. One significant tech development in the industry is the use of automation and artificial intelligence (AI) to back-of-house processes and customer interactions.
Among the automation solutions that hospitality firms may use to reduce costs, increase efficiency, and personalize the visitor experience are chatbots, robotic process automation (RPA), and self-service kiosks. McKinsey estimates that by 2022, this type of automation may help the industry save $130 billion on labor costs. Parallel to this, artificial intelligence (AI) may leverage data analysis to predict customer behavior, enhance pricing, and offer tailored solutions that might generate over $400 billion in income. In addition, as COVID-19 is expanding and there is a labor shortage, more individuals are embracing technology. A 2021 Oracle study found that 70% of hotel leaders have fast-tracked automation projects for front and back-office areas during COVID-19.
Therefore, with game-changing potential across guest engagement, operations, revenue and cost management, emerging automation and AI represent an important contemporary focus for hospitality leaders. Understanding and strategically implementing these technologies has become essential to remain competitive and maximize opportunity as technology proliferates across the sector. This paper will further analyze the impacts of automation and AI specifically for hospitality firms.
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One major strength of technology adoption is driving operational efficiencies. Multiple studies reveal significant cost and time reductions from emerging innovations. Wang, Li, Li, and Zhang (2013) empirically found a 57% increase in hotel sales output and revenue with technology integration. Investing in platforms improved productivity without expanding staff.
Strengths
Event management technology likewise yielded an 83% decrease in administrative workload based on polls, enabling faster check-ins and report creation (Cvent, 2022). Customer-facing technologies like kiosks and mobile apps provide even greater labor savings, lowering transaction costs 60-80% through automation (Oracle, 2021).
Beyond efficiency gains, personalization and customization are key strengths for enhancing guest experiences. Technologies like AI and machine learning can match guest preferences to make personalized recommendations that feel tailor-made. One Stockholm hotel saw a 17% increase in bookings from an AI model predicting customer desires (Erstin, 2019).
Similarly, Hilton analyzes loyalty data to customize room amenities. After sending tailored welcome amenities to rewards members, Hilton reported a 1.9% occupancy jump from this initiative alone in 2018 (Hertzfeld, 2021). Beyond occupancy, personalized upsells raised ancillary revenue 15-30% with analytics-driven campaigns at resorts and entertainment venues (Guttentag, 2021).
Finally, mobile, and in-room technologies remain in high guest demand, found in 82% of recent hospitality surveys (Lu et al., 2022). Integrations with smart TVs, voice controls, mobile keys, and connected devices enable greater personalization plus differentiated guest experiences. Thus, monitoring changing expectations—particularly in the wake of the pandemic—and making sure that rooms satisfy requests for connected, self-service, and contactless products constitute a significant service strength.
In summary, using technology has several advantages, ranging from significant cost and production savings to significant efficiency gains to more personalization that boosts spending and occupancy. Leaders must constantly monitor performance improvements and increases in visitor satisfaction from investments to guide strategic modernization activities. Understanding and quantifying bottom line impacts will growingly determine competitiveness.
Weaknesses
While delivering tangible benefits, emerging technologies also pose notable weaknesses for hospitality firms regarding costs and job impacts. Many innovations require major upfront investments, with one estimate pegging basic hotel technology enhancements exceeding $11,500 initially, plus over $4,000 in annual costs (Leung, 2019). Such expenses remain prohibitive for smaller independent hotels without the scale or resources of chains (Ivanov & Webster, 2017).
Additionally, increasing automation through innovations like AI and robots threatens to displace hospitality roles. Business Intelligence forecasts 1.3 million cumulative job losses to automation across hotels and restaurants by 2030 as technology handles more transactional tasks (Business Insider Intelligence, 2020). Beyond direct displacement, cultural adoption barriers around new tech persists among some employees (Lu et al., 2022). Change management and skills training are hence imperative.
Opportunities
However, technologies offer opportunities to enter entirely new markets through digital channels. Goldman Sachs (2020) projects online delivery expanding the restaurant sector's addressable market 15% by 2025. Meanwhile, hotel in-room tablets and streaming may represent $12 billion in additional revenue by 2025 (Madanoglu & Ozdemir, 2022). Platform-based models are creating growth avenues.
Another opportunity lies in differentiation. Guest surveys reveal technologies enabling customization, like mobile check-in, boost perceived quality and brand prestige (Shams, 2021). Younger guests especially prefer such personalization and self-service (Kandampully et al., 2022). Creative implementations can hence become positioning strengths.
Finally, performance improvements represent opportunities from properly leveraging data insights. Optimized pricing from analytics tools increased revenue-per-available-room (RevPAR) (Wang et al., 2013), while AI-powered customer spends predictions raised ancillary purchases $125 per stay (Erstin, 2019). There remains untapped potential here.
In summary, while requiring budgeting for substantial costs and workforce changes, technology synergies with emerging growth areas and analytics distinguish valuable opportunities. Executives able to support personalization and digital expansion while harnessing data and driving organizational adoption will gain advantages. A balanced approach weighing investments against such openings is essential.
Threats
However, dependence on technology poses threats. Outages from network disruptions or cyber-attacks critically impact operations and guest experiences (Chen & Wang, 2019). Financial and reputational damages from data breaches also represent major threats, with over 60% of hotels reporting cybersecurity as a top concern post-COVID (Oracle, 2021).
Competitor technology adoption threatens firms slow to innovate. Early AI/ML adopters like Marriott and Hilton have seen guest satisfaction indexes climb 5-10% higher than laggards (Hertzfeld, 2021). App-based competitors like AirBnB also pressure hotels to adopt mobile functionality or risk share losses (Guttentag, 2021).
As illustrated through this analysis, while driving efficiencies and experiences, emerging technologies exhibit high costs, job impacts, and dependencies requiring careful mitigation. Leaders must balance these weaknesses and threats with strengths and opportunities in shaping modernization strategies. Additional research is still needed on long-term human resource implications as hospitality evolves alongside advancing automation and digitization.
[bookmark: _Toc156645295]Application to a Specific Sector
The hotel sector represents the heart of hospitality, generating over $570 billion globally in 2021. As both guest expectations and labor costs rise, hotels have aggressively adopted innovations in AI, service automation, and personalization technology. Implementation continues growing - an Oracle study found 70% of hotel leaders fast-tracking tech projects during COVID-19, for instance (Oracle, 2021). Nevertheless, management responses exhibit limitations alongside strengths.
Hilton provides one example of leveraging data analytics and AI for personalization. By analyzing member profiles and stay information, Hilton tailored room amenities for loyalty guests using an AI assistant. Post-stay surveys then inform further model improvements in a feedback loop (Hertzfeld, 2021). This data-driven personalization increased repeat visits and helped drive record occupancy prior to the pandemic. Strengths include boosted loyalty and revenues while delivering differentiated service that meets rising customization demands (Kandampully et al., 2022). However, reliance on continued data collection raises privacy concerns, and benefits remained confined to top-tier elite members initially.
Regarding automation, hotels like Marriott have introduced mobile check-in, apps for guest requests, and kiosks to facilitate self-service. Investments have reduced front desk labor requirements by estimated 20-30% while supporting contactless experiences (Lu et al., 2022). However, kiosk usage saw significant declines during COVID-19 over contamination concerns. Management was forced to suspend projects optimized for traffic flow but unprepared for distancing barriers. Striking the optimum automation balance between efficiency and meaningful human touches thus remains challenging.
Proactive change management and skills retraining further represent a key limitation. Per an Axios survey, 58% of hotel workers feel unprepared for advancing workplace automation, expressing uncertainty, and needing guidance (Kumar, 2021). Addressing anxieties around job impacts is indispensable alongside implementing technologies that enhance guest experiences. The breadth of responses must match the scope of tech disruption.
In summary, hotels have rapidly scaled AI-powered customization and service automation with mixed results. While advancing hotel competitiveness, pervasive integration across operations remains nascent. The ultimate balance incorporating data-personalization, smart self-service, and empathetic staff support has yet to be optimized.
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Based on this analysis of technology’s multifaceted impacts and examples like hotels’ recent initiatives, several key recommendations emerge for hospitality executives:
1. Hospitality companies should implement technology in an incremental, controlled manner to minimize the dangers involved with significant expenditures in technology. Considering that implementing new technology can cost over $15,000 per hotel property in fixed expenditures (Leung, 2019), there are financial repercussions to full-scale implementation without testing. It is recommended that businesses initially test new ideas at a limited number of locations, assessing both visitor satisfaction via surveys and revenue indicators like occupancy boost. This minimizes costs during testing and bases rollout decisions on actual performance data. Considering the ongoing post-pandemic health and safety concerns, contactless self-service innovations should be given top emphasis at this time (Lu et al., 2022). In-room controls and app-based check-in are two options that are in line with changing customer demands. Wider release of such goods will be determined by measuring response and effect data. Before widespread implementation across several sites, trust is built by a methodical evaluation of performance indicators one by one. Leaders in the hotel industry may carefully target rollouts and obtain the necessary data to optimize returns on technology integration by first conducting cautious iterative piloting.
2. Hospitality companies need to provide strong data governance and privacy policies a priority because since 2020, more than 60% of hotels have faced increased cybersecurity risks (Oracle, 2021). Suggested actions include setting up specialized teams to oversee customer data to create standards and policies, as well as routinely conducting independent third-party testing audits of controls. Getting cyber insurance ensures financial security as well. Additionally, considering that phishing and social engineering are now the main attack vectors, hospitality management should require basic security awareness training for all employees, from cleaning to CEOs. In the face of increasingly intense digital risk settings, multilayered reinforcement—whether in the form of policies, technological controls, insurance, or education—offers the best guarantee that guest data is safeguarded and secured to support operations, trust, and safety.
3. Employee reskilling must be done proactively as technology continues to replace occupations. My proposal is to refund up to $5,250 in tuition fees each year to any employee who wants to further their education, be it through degrees, cross-training between departments, or online hospitality technology courses. Additionally, we are going to establish internal "academies" to help people move into hybrid professions that combine human interaction with cutting-edge technologies like service robots. Workers with flexible schedules can attend these academies part-time. We will analyze internal fill rates, retention, and satisfaction measures to assess the efficacy of our training programs and continue those that show potential. Rather than reacting as jobs disappear, our sector can lead the way in upskilling, productivity development that is sustainable, and providing security and growth opportunities for workers in the face of automation. We can keep our competitive edge and our ability to deliver consistent, excellent customer service well into the future of technology by investing in human capital now.
4. Instead of using all our resources trying to develop technological skills that are future-focused internally, I suggest forming alliances with suppliers who specialize in virtual, augmented, and extended reality. Potential Metaverse hospitality industries are expected to grow to be worth over $12 billion by 2025, so we need to act quickly to establish our position while enlisting the help of key partners. To precisely define hospitality experiences that are appropriate for our brand on still-developing platforms like Decentral, we will put together a small internal team. After that, we will publish an RFP seeking creative companies that have a track record of success creating immersive digital worlds to collaborate on bids. We will evaluate answers according to the breadth of comprehension of our customer service philosophy and corporate identity, as well as the technical prowess demonstrated by previous work samples. This enables us to leverage outside talent to accelerate our Metaverse development while utilizing our background in hospitality and customer knowledge to steer user experiences. As a result, we can keep up with this developing industry without using excessive amounts of internal resources.
5. Adoption often arises in disjointed, classified ways as technology arrives every component of our stuffs' processes, from dusting robots and visitor requests to AI-enabled software schemes. There is no long-term integration or vision, but instead, each department chooses diverse methods to satisfy immediate demands. I believe that one Chief Technology Officer (CTO) or Chief Information Officer (CIO) need to be tasked with overseeing architecture and developing a thorough digital strategy. Our first tech executive will assess systems, find gaps and synergies, and then build an ecosystem that combines solutions into faultless experiences while working under supervision and monitoring the entire property. Amplified visitor contentment, benchmarking, and productivity identification are ended conceivable by central information analytics. 
Industries that prioritize safety, people growth, scalable novelty policies, and ascendency may fully influence technology while proactively evading new hazards. This radical era has made a thoughtful exertion to address significant gaps, such those in disjointed solutions and alteration management, one of its rudimentary basics. The attainment of these objects will central to progressions in management expansion and technology readiness.
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According to this object, technology now stances a serious hazard to the hotel business, pretense both new chances and glitches that management must determination. The inspired possible to employ mechanization and artificial intelligence to make major effective competences, initial tourist involvements, and open novel markets finished digital competences was one of the greatest significant lessons erudite. But there are also big contests to overwhelmed, such the essential for big financial investments, the essential for reeducation because of apprehensions about losing one's work, and difficulties with data safety and ascendency.
Leaders in the industry are making technology a far higher strategic priority due to its wide-ranging effects and urgency. Analytics prowess, customer-focused platforms, and the careful integration of automation to maintain a balance across touchpoints are becoming increasingly important for competitiveness. Although the first steps taken by hospitality companies show promise, further planned growth centered on skill creation is needed.
In the end, the statistics say it all. When used wisely, technology may generate over $400 billion in new income for the hotel industry while reducing transaction costs by up to 80% (Lu et al., 2022). Easy comparison is surpassed by the upside business case possibilities. When combined with the value added by customization, the potential benefit is so great that managers should give adoption roadmaps top priority before dispersing competitor adoption or guest expectations alter and requiring hasty crisis management.
In the modern hospitality sector, technological fluency is essential, and the stakes will only rise as AI, VR, and quantum computing transition from buzzwords to cornerstones of the sector. The best strategy for achieving post-pandemic short- and long-term market leadership is to maintain your emphasis on technological readiness and vision rather than making a one-time change. The hospitality sector must change in tandem with technology's fast growth.
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