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[bookmark: _heading=h.gjdgxs]1.0 Introduction
As seen from the report of Kansakar et al. (2019), technological factors are making a positive impact on the business scenario of the global hospitality industry. According to the report, a range of technological factors are helping the business organisations in this industry which is serving a successful business scenario. Looking at the contemporary market, this can be said that the whole hospitality industry is growing with a strong technological base which is changing the market, especially after the pandemic scenario. The report of Zhu et al. (2021) revealed that different technological factors like augmented reality, virtual reality and robotics are widely used in the recent technological industry which is shaping the business factors with a positive turn. Summarising the whole scenario, this can be said that understanding the technological factors is important to understand the recent hospitality industry. This report focuses on this factor and discusses the technology of contactless payment in the recent hospitality industry.

[bookmark: _heading=h.30j0zll]2.0 Overview of the Literature 
[bookmark: _heading=h.1fob9te]2.1 Understanding of Hospitality Industry
According to Pizam and Shani (2009), the hotel industry is among the most active and large. According to Hemmington (2007), the inability to see or appreciate hospitality as a commercial phenomenon has fragmented academics and produced schizophrenia in the industry, perhaps impeding its global expansion. Clarifying hospitality as both behaviour and experience brings up exciting new opportunities for hospitality management. Kansakar, Munir, and Shabani (2019) categorise the hotel industry as leisure, one of the country's two primary economic engines. Many new technologies have been deployed in the hotel industry in recent years to improve service delivery and reception. The authors discovered that many hospitality firms' technological backbones need to be updated in order to adapt to contemporary technology. They advised focusing on personalising experiences and digitising services to grow this company. Many hospitality service providers have attempted to personalise their services for clients. Some of their hospitality services include cutting-edge services such as body area sensors and augmented reality, among others. 
[bookmark: _heading=h.3znysh7]2.2 Understanding the Technology of Contactless Payment
Alcácer and Cruz-Machado (2019) stated that Industry 4.0 ushers in digitalization. Everything is digital—business models, settings, production systems, equipment, operators, goods, and services. It's all related to the digital scene and virtual depiction. High-level automation systems and software enable factory communications with the latest information and communication technologies, creating a state-of-the-art factory inside and outside the factory that engages all value chain elements in real-time.
Contactless service has been popular in the hotel sector during the COVID-19 outbreak to protect clients and personnel. The COVID-19 epidemic has boosted contactless technology adoption for hospitality service interactions; therefore, understanding customer technology acceptability is crucial. Hao (2021) revealed that many antecedents affect consumers' contactless technology adoption. Customers adopt and use novel technology based on effort expectation, performance expectancy, enabling circumstances, hedonic motivation, price value, and social influence. The personal trait of optimism also influences customers' conduct. One positive side of new technologies is that customers are more willing to embrace contactless hospitality. Trust also has an impact on customer behaviour. Recent advances in technology acceptance theory show that effort and performance expectations impact acceptance determinants. These data show that effort expectancy positively affects performance expectancy. Customers said easier-to-use tech performed better. Facilitating circumstances, hedonic motivation, optimism, price value, and trust affect behavioural intention via effort and performance anticipation. The sole mediator of social contact on behavioural intention is performance expectation.
The financial crisis has had an impact on hospitality, forcing hotels to adapt to shifting circumstances and customer demands. Thus, several hotels worldwide have prioritised digitalization to install contactless technologies to fight virus infection. Moser's (2022) research found four main consumer benefits during the contactless journey: “creation of time and process efficiencies; improved experience along the service period; simplification of the process for the customer; and independence of time, place, and employees”. The biggest improvements in these four categories are time efficiency, process simplicity, and enhanced interactions. Despite these improvements, the absence of human connection remained the biggest deterrent. Positive and negative aspects are continually changing and context-specific.
COVID-19 has seriously impacted the global economy, businesses, and individuals. But digitalization is also helping many organisations adapt to and overcome COVID-19. Almeida, Santos, and Monteiro (2020) found that digital acceleration is shown by individuals and organisations using technology more to cope with this unique scenario. Digitalization is likely to have a cross-area influence and spur the development of flexible digital goods and services. New methods of working will increase demand for skills, regardless of location. Additionally, cybersecurity and privacy will help the integrated development of IoT technology solutions, AI, big data, and robots. The biggest need is integration and automation between salespeople and distributors, especially on platforms that help salespeople get the lowest pricing and distribute their goods, which may lead to new business models. In turn, the payment systems business model, which has hindered new company growth for certain tiny enterprises, will increase turnover. This may lead to new players and more negotiating leverage for corporations that switch to new marketing platforms, especially social media. This helps enterprises diversify their sales venues and lessen the chances of another physical store closure.
Ismail et al. (2022) have mentioned in their paper that some fast food establishments struggle with the new standard of minimum touch for all services. The present circumstance shows that customers are not ready to employ technology during payments. Cash is the most preferred payment option. The absence of contactless payment user experience research is also concerning. According to Ismail et al. (2022), perceived risk is the most notable and original discovery, then perceived utility, perceived ease of use, effort expectation, performance expectancy, and social impacts.
Trütsch (2020) examined how contactless payment affects cash demand early in dissemination. The integrated features of debit and credit cards are examined. After adjusting for unobserved cash use variability, contactless credit and debit cards did not affect cash usage in the early stages of diffusion. Non-random consumers pick contactless cards. Cardholders use contactless cards instead. This does not influence cash use overall. If endogenous contactless payment choice is ignored, the data imply a link between contactless payment uptake and cash use reduction. Unaccounted factors like payment capitalization may potentially influence estimates. Thus, ignoring heterogeneity overestimates the impact of contactless payments on cash demand.
Mobile payment systems (MPS) without physical interaction may become more popular in hospitality after COVID-19. MPS adoption may be delayed until a more appealing version is available. Given customers' reluctance to embrace such services, MPS adoption postponement and its causes have to be studied. Khanra et al.'s (2021) model expands innovation resistance theory by integrating privacy concerns and visibility and examining how security concerns regulate their relationships. They highlighted use, image, privacy, and visibility as key determinants. Security considerations also considerably reduced the image barrier-MPS adoption delay relationship in hospitality. The authors recommend that future studies study the variables that delay the adoption of additional technical breakthroughs in this industry.
[bookmark: _heading=h.2aixbpe51eaf]2.3 Impact of Contactless Payment Technology's Integration in the Hospitality Industry Based on the above Discussions: SWOT Analysis
The detailed discussion of the literary opinions above provides a comprehensive view of the impact of the technology of contactless payment in the hospitality industry, which can be discussed using the SWOT analytical tool. Based on the opinions of Huang et al. (2019), Lew et al. (2020), Puriwat and Tripopsakul (2021), Hossain et al. (2022), and Ofori and Appiah-Nimo (2022), theories like the technology acceptance model (TAM) and resource-based view (RBV) can be helpful to explain the strengths, weaknesses, opportunities, and threats of this technology for hospitality consumers and organisations.
The strengths of this technology lie in its safety and convenience for consumers, as well as its efficiency and competitive advantage for organisations. The TAM theory indicates that perceived utility and ease of use are key determinants of technology adoption, especially contactless payment technology, which is considered a safer alternative to cash transactions owing to its simplicity. Additionally, contactless payment technology streamlines the payment process, decreases transaction time, and removes physical touch, making it more comfortable for consumers and raising acceptance and adoption rates. RBV believes competitive advantage resources are scarce, expensive, and hard to recreate. Contactless payment technology improves hospitality operations by lowering transaction time and worker productivity. This improves service quality and customer happiness, making it hard for rivals to copy without major effort. Using distinct resources and talents gives this theory a competitive edge. It uses contactless payment technologies to meet client demands. This boosts the hotel business's value, attracting safety- and convenience-focused consumers.
Weaknesses of the integration of contactless technology comprise security concerns, usage barriers among consumers, and dependability on the infrastructure of the organisations. In terms of weaknesses, contactless payment technology relies on strong internet connections and working terminals; thus, interruptions or technical difficulties might hurt user experience and confidence. RBV highlights the importance of physical and intangible resources in value creation and competitiveness. Due to technical constraints like sophisticated interfaces or unfamiliarity with contactless payment methods, TAM theory suggests that some consumer groups may not embrace it. TAM acceptability also depends on perceived risk and trust, and security issues might impede contactless payment technology confidence.
However, using this technology, organisations can leverage opportunities for market expansion, partnerships and collaborations, and the integration of loyalty programmes. TAM explains that contactless payment technology is becoming popular due to its ease and safety. This trend may help hospitality organisations develop their client base, income, and market by targeting safety- and convenience-focused consumers. RBV stresses the strategic value of external partnerships and alliances for hospitality enterprises. Companies may build novel contactless payment solutions, improve their competitive position, and generate consumer value by cooperating with fintech or payment service providers, boosting growth and profitability. The notion of using distinctive resources and competencies to produce value is also stressed. Integrating contactless payment technology with loyalty programmes and giving tailored incentives and rewards may boost customer loyalty and market share for hospitality firms.
On the contrary, hospitality firms can confront threats like changing consumer preferences, a competitive market, and compliance with regulations at the local, national, and international levels. TAM implies that ideas and attitudes strongly impact technological adoption. Contactless payment technology is popular, yet some users prefer conventional methods or worry about privacy and security. This might slow adoption and cost market share to rivals. In addition, TAM argues that legislation and standards might affect technology adoption, especially in hospitality. Failure to do so may result in penalties or reputational harm. Continuous resource development is crucial to sustaining a competitive edge in the hospitality business, particularly as contactless payment technology grows. Lack of technology and infrastructure investment may hurt market share and competition, particularly among tech-savvy customers who prioritise ease and safety.
[bookmark: _heading=h.2et92p0]3.0 Application of the Theme to the Industry
Looking at the above discussion, this can be said that the whole business scenario in the hospitality industry is hugely supported by technological factors. The technological factors are supporting the business with ease, accuracy and agility which are making a successful business for the organisations. A similar scenario can be seen for contactless payment systems and this is helping the industry with a better approach in time management.
One of the most important factors that can be seen from the report of Barten (2023) is that a huge number of organisations in the hospitality industry are using contactless payment. This can be seen from the report that the factors of contactless payment can be of different forms like credit cards, debit cards and online payments. This is changing the way of payments for any service in hospitality and ensuring a better outcome for the whole business. Apart from that, as found from the report of Kılın and Vaudenay (2018), this process is secure and fast which makes the business agile and easy. In short, the technology of contactless payment has a huge range of applications in the global hospitality market.
[bookmark: _heading=h.tyjcwt]3.1 Strengths of Contactless Payment
Some important areas of application of contactless payment in the hospitality industry are as follows –
· As found in the report of Hao et al. (2023), the contactless payment method is being used to serve customers with an excellent experience. According to the report, contactless payment ensures streamlined transactions; increased convenience and improved hygiene are some of the factors that are ensured by the technology of contactless payment.
· The report of Rahimizhian and Irani (2020) shows that the whole business scenario with the hospitality industry is facing operational up-gradation with the factors of contactless payment. The authors have said that the payment methods are making a positive impact on operational factors reducing processing time and increasing security. This is serving a huge benefit in terms of business operations.
· Further, the report of Sawant and Mahadik (2021) shows that the whole business scenario in the hospitality industry is using contactless payment in different factors. One of the most important factors that can be found from the report is that all the important areas of payment in the global hospitality industry are making a positive outcome of check in-check out, seamless bookings and self-service kiosks.
Summarising the whole scenario, this can be said that the technology of contactless payment is making a positive impact on the hospitality industry.
[bookmark: _heading=h.3dy6vkm]3.2 Limitations of Contactless Payment
The above discussion has revealed that the factors of contactless payment have made some ease for the hospitality industry. However, the technology also has some limitations which add some risks to this technological factor. Some of the limitations of contactless payments are mentioned below –
· Contactless payment can be breached with cyber attacks and this can be risky for the users. This is making the technology less trustworthy.
· This payment method is widely dependent on the World Wide Web. Any issue with the WWW can affect contactless payment.
· The process of contactless payment is tough to understand for some people, especially for the elderly. This can affect the business process up to a greater level.
(Source: Brotherton, 2015)

[bookmark: _heading=h.1t3h5sf]4.0 Future Policies and Management to Deal with the Issues
The above discussion has shown that technological approaches like contactless payment are changing the business scenario of the global hospitality industry towards a positive turn. However, it also can be seen that the technology is also subjected to some limitations which are damaging the opportunities for business development up to a greater level. This would be important for the organisations in this industry to manage the factors with proper management processes. A brief discussion on this topic is as follows –
· One of the most important factors that the report of Deloitte (2020) has served is that proper monitoring would be important for business organisations to handle the threats of security breaches.
· As per the report of Sahinaslan et al. (2021), proper cybersecurity management is one of the most important factors to handle the whole scenario. Important technological measures and safety protocols are important to manage the factors properly.
· Zhong and Moon (2022) mentioned that winning customers' trust is important to ensure the development of the technology of contactless payment. This would be important for organisations to be transparent on the seamless transactions so that the customers can trust the whole process.
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Summarising the whole scenario, this can be seen that the technological approach of contactless payment in the hospitality industry is a major part of the whole business scenario of this sector. The report has discussed that the industry is using a wider range of technologies and contactless payment processes are serving a positive outcome for the business. The whole hospitality industry is using contactless payment processes through various forms like credit cards, debit cards and online payment. However, the process also has some limitations which must be handled properly for betterment. In short, the process of contactless payment is widely used and helpful to make a better business.
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