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Abstract.
The abstract explores contemporary themes within technology, highlighting key areas of focus within the digital bookings, smartphone apps and emerging trends in Cardiff. It discusses topics such as artificial intelligence, cybersecurity, data privacy, and the impact of technology on society. Additionally, it touches on the ethical implications of technological advancements and the importance of responsible innovation, policy and regulations. Overall, the abstract provides a concise overview of the current landscape of technology and its implications for individuals, organisations, and society, within the hospitality industry, focusing attention on Cardiff city UK.
Introduction:
According to Stilinovic and Hutchinson (2022) the issue of Policy & Internet shows complexities within the Internet regulation, platform governance, and digital innovation, by exploring diverse topics such as platform regulation in the UK, social credit systems in China, and the impact of Australia's News Media Bargaining Code, these contributions highlight the need for clarity and reconceptualization in addressing contemporary challenges such as datafication, platform and IoT regulation. Overall, the issue underscores the importance of understanding the multifaceted nature of Internet governance and its implications for society, economy, and politics. 
Research (S et al., 2023) suggest that the digital marketing emerged in the present and Facebook, Netflix, Amazon using machine learning techniques to personalise and collect data from customers, this way the customer experience can be enhanced and by monitoring and using algorithms the customer service satisfaction increased. Data collection of digital marketing and future customer service such as chat bot based on artificial intelligence software are new trend within organisations and businesses and according to Farıd Huseynov (2023) within his research mentioned that the chat bot will replace human customer service by 2027.
Some researchers suggest such as Kuehn and Porter (2019) that technology is used with management not just part of a hardware, as are managerial innovation. 
New technology includes the rise of mobile payment such as apple wallet, apple pay, this new trend had a positive impact on businesses, the introduction of digital technology could possibly reduce customer waiting time while shopping and enhance shopping experience according to Liébana-Cabanillas et al. (2020). 
According to Hao et al. (2022) the covid19 pandemic was one of the biggest challenges for the hospitality industry, thus the new norm for health, hygiene, and sustainability are becoming the normal. To safeguard customers from touch and prevent the virus spread, more contactless use of payments was adapted by hotel industry to meet customer preferences, also the digital keys, contactless key, self-check-in, and digital ordering are shaping the industry, however the cost of keeping contactless within hospitality may rise due to travellers' preference and demand.
Masiero, Viglia and Nieto-Garcia (2020) discuss new trends in online booking of hotel rooms, finding discuss the customer behaviour such as online booking with free cancellations that allows them to change bookings in unseen circumstances or to rebook hotel room in lower rates, with the online platform TripAdvisor offers such methods, including online agency help, this trend have become marketing generator for customers behaviour reference (Tripadvisor, 2024). This finding shows insights on consumer preference on nonrefundable and refundable hotel room offerings; thus, this finding suggests that hotels should update refundable policies for guest purchase and higher profit margins.
According to Akhtar et al. (2024) online influencers are gaining more popularity, in businesses, engaging consumers and influencing buying tendency, the new norm shows a successful virtual interaction with customers to promote brands, this virtual communication can be segmented as online management in the digital era, thus technology such as online platform, internet connection helps, but it is not revolutionary, mostly the use of management is what makes it advanced.
Xia et al. (2021) describe the e-commerce successful development, and the internet technology, so that more people seem to collect information's online and share their thoughts on online booking and hotel rooms or experiences. This trend seems to have become the norm in everyday life for users, and greatly helps hotels strengthen their brands.
According to Gupta and Narayan (2020) the Smart cards are essential for secure authentication and data protection, outperforming barcodes and magnetic stripes due to their self-contained nature. They excel in security-sensitive operations, preventing both simple and sophisticated attacks. Key to their success is the use of biometric authentication methods like face recognition, iris, and fingerprint matching.
In banking, smart cards have revolutionized security, particularly through Europay, MasterCard, VISA standards. These cards enhance security with two-factor authentication, reducing risks and lowering operational costs by minimizing bank staff involvement in transactions, and reducing labour cost.
Security for smart cards involves hardware, software, data protection, and remote user authentication, addressing vulnerabilities at each level. While contactless smart cards improve convenience, they also face new threats like cloning and side-channel attacks, the use of biometric login uses data to confirm the user identity, while the authentication process and the help of technology can help banks to save money on a long term (internationalbanker, 2024).
Smart cards have seen global growth, their widespread adoption, especially in banking, underscores their importance in enhancing security and operational efficiency.
Research Bounie and Camara (2020) suggested that contactless card payment have emerged within Europe and Asia, the latest digital innovation within payment methods, small merchants and sectors with small transaction amounts, like bakeries, benefit most. While contactless payments boost card sales in leisure sectors, they may cannibalize sales in sectors like taxis. For new businesses started in 2016, adopting contactless payments led to a 27.1% increase in annual card sales and a positive spillover on contact card sales.
Future research should explore contactless payments via mobile phones, as their popularity grows among younger generations and could replace card technologies. Additionally, the study could examine whether contactless payments substitute cash and cheque transactions, and whether they attract customers who prefer this technology (Bounie and Camara, 2020).
Kocaman and Kocaman (2019) find that in restaurants management the innovation of the restaurant management system helps greatly towards efficiency within food orders, reducing workload off waiters, cash handling and payments, improving inventory management control. The use of restaurant management system benefits includes faster and more accurate order processing, reduced waiting times for customers, enhanced inventory, and stock management. Detailed sales, discount, and payment reports for management, with easier coordination and control for managers, especially in chain restaurants. Ability to update digital menus frequently and provide detailed product information to customers (Francis, 2024).
Improved workflow with features like table assignment, merging, and takeaway service tracking (Kocaman and Kocaman, 2019).
Srivastava et al. (2021) has examined how technological advancements can help the hospitality industry recover. Modern Restaurant Management Systems (RMS) improve efficiency by automating order processing, inventory control, and customer interactions. Similarly, hotels are adopting AI, machine learning, and robotics to enhance customer safety and satisfaction. Examples include AI-enabled cleaning devices, voice-assisted robots, and contactless services.
The technological adoption in hospitality can streamline operations, reduce costs, and improve customer trust. The research explores how new-age technologies like biosensors and robotic process automation can transform hotel operations, making them safer and more appealing to customers post-pandemic. Highlighting the importance of integrating technology to meet evolving consumer expectations and maintain competitiveness in the hospitality industry (Srivastava et al., 2021).
Çeltek (2020) suggests that the QR code is widely used in the hospitality sector and helps reach the information faster than traditional marketing or advertising, users with the help of smart phones using the camera can access information instantly trough scanning the QR code given. Customers can access information at national parks, zoo, restaurants, hotels, museums and so on. Diverting users from offline to go online, this method is widely used by companies and marketing.
According to Fernandes and Melo (2023) the digital era and new trend within smart technology are greatly used within hospitality industry as, they are responsive to new trends, and adding value through technology is greatly differentiated from competitors. The hospitality uses the service robots for services without human contact, integrated with artificial intelligence technology to enhance services. 
The adoption of AI and robotic technologies in hospitality is accelerating globally, with research focusing on their impact on business operations and customer satisfaction. The integration of these technologies in the tourism sector, especially in smart hotels, is gaining significant importance. Smart hotel studies leverage advanced computer technologies and are prominent in countries like the USA, China, Korea, and Singapore.
Examples such as the Fly Zoo Hotel in Hangzhou, China, powered by Alibaba Group's AI services, demonstrate the intersection of hospitality and technology in smart hotel initiatives. Smart hotels utilize advanced technology components like AI room service, self-check-in/check-out systems, mobile key access, and voice assistants to enhance guest experiences.
Despite the emphasis on technology, smart hotels prioritize sustainable management models while focusing on guest satisfaction. Ultimately, the goal is to enhance the guest experience while maximizing operational efficiency. The COVID-19 pandemic has further accelerated the adoption of these technologies to maintain social distancing and improve safety measures in the hospitality industry. Understanding tourists' perspectives on these technological advancements is crucial to ensure that services meet their expectations and enhance overall satisfaction (Fernandes and Melo, 2023).
Arici, Saydam and Koseoglu (2023) suggested that customers experience related to AL technology and robotic service is not yet concluded, some maybe personal and the acceptance of the technology have a gap of research, between human connection, but the acceptance of AL chatbots, it is widely used, the research need to be more widely about the gap between technology and hospitality sector.
The new technology impacted Cardiff city as well and it is greatly embracing the use of digital technology. In Cardiff the use of technology include website, and mobile app as well as for travel purpose example the new taxi company called Veezu, have overtaken most of the taxi companies, and recently been widely used by customers, the taxi company have QR codes in hotels, which customers can use for information and order the services according to Veezu (2024). With any smartphones the taxi service offers for users' easy access to download and book any services. 
The covid 19 outbreak, greatly impacted online services such as Deliveroo, just eat, Go Puff, HelloFresh, Yoello, this mobile service food ordering platforms and services have gained popularity with the lockdown, and customers using these mobile apps for food ordering and delivery (World Health Organization, 2021). 
The Go Puff mobile service app users can download to smartphones, and they offer wide range of service for shopping, delivering alcohol, frozen and chilled food, and fresh food and vegetables (www.gopuff.com, 2024). 
The deliveroo.co.uk (2021) have a wide range of customers thus offers food delivery across Cardiff city and works easy the customer chose the restaurant they want to eat from and order food, then they can track the process while waiting for delivery.
Just Eat (2019) mobile app working like Deliveroo app, the customer needs to update its location finding the food, and order for delivery or collection, using online payment methods. 
The Yoello (2023) website can enhance the mobile payment and, ordering experience which allow customers to pay and order from their mobile. The features allow users to pay by bank, order at table, pay bill, quick pick up, and click and collect. 
The HelloFresh (2024) offers food selection with recipe of cooking food, including fresh ingredients, of the chosen meal, it is a great way to save time and money for a simple meal at home, it is family friendly, have vegetarian, low calorie and with flexible subscription, pre-portioned meal for less waste reduction, showing sustainable practices.
This mobile app services greatly had an impact on people's technological behaviour and contributed to the smart phone's usage and digital ordering, without human connection. Each of them mobile app has its own strengths and weaknesses but are widely used, it can save time and money while helps the labour market to earn money. Mostly uses digital payment. 
Conclusion:
The tourism and hospitality industries are undergoing transformative changes driven by advancements in digital technology and the increasing adoption of AI and robotic solutions. These innovations are reshaping business operations, enhancing customer experiences, and improving efficiency. The integration of technologies like AI, machine learning, robotics, smart cards, and mobile payment systems is not only improving service quality but also addressing new consumer demands for safety, efficiency, and personalization, especially in the wake of the COVID-19 pandemic.
Smart hotels exemplify the intersection of hospitality and technology, utilizing AI-driven services, self-check-in systems, mobile key access, and voice assistants to create a seamless and enhanced guest experience. These advancements are prominent in countries leading in smart technology adoption, such as the USA, China, Korea, and Singapore. The success of smart hotels like the Fly Zoo Hotel in Hangzhou illustrates the significant role that technology plays in modern hospitality.
Moreover, the rise of mobile payment systems, digital ordering platforms, and online booking systems are revolutionizing customer interactions, providing more convenience, and streamlining processes. Services such as Deliveroo, Just Eat, and HelloFresh have gained popularity, reflecting a shift towards contactless, efficient, and user-friendly solutions in everyday life.
However, the rapid adoption of these technologies also presents challenges, including the need for sustainable management models, addressing the gap in human connection, and ensuring data security. The hospitality industry must balance technological innovation with maintaining high standards of guest satisfaction and operational efficiency.
Recommendations
Enhance User Experience with AI and Robotics:
Continuum integrating AI and robotic technologies in customer service to improve efficiency and personalization. Implement AI-driven chatbots and service robots to handle routine tasks and enhance customer interactions.
Focus on Sustainable Practices can be driven by developing and implement sustainable management models that prioritize environmental and social responsibility. Utilizing the smart technology to monitor and reduce energy consumption and waste.
Investing in Security and Data Protection while strengthening security measures for digital payment systems and smart cards.
Bridging the gap between technology and human connection, ensuring that the adoption of technology does not compromise the human aspect of hospitality, and offering a blend of high-tech and high-touch services to cater to different customer preferences.
Adapting to emerging trends while staying updated with digital marketing, online influencers and mobile services to engage customers and enhance brand visibility can maximise profit.
Expanding the use of contactless services, such as digital keys, self-check-in, and mobile payments, to enhance safety and convenience for guests. Regularly updating these technologies to meet evolving customer expectations.
Improving online booking platforms to offer flexible options like free cancellations and refundable bookings. The use of data analytics can help to understand customer preferences and tailor offerings accordingly.
Leverage Mobile Apps for Customer Engagement:
Develop and maintain user-friendly mobile apps that facilitate easy access to services, information, and payment options. Ensure these apps are regularly updated to provide the best user experience.
Continuing the research of the impact of AI and robotic technologies on customer satisfaction and business operations. Addressing these gaps and understanding the balance between technology use and maintaining personal connections in hospitality, to achieve satisfactory organisation performance.
By embracing these recommendations, the tourism and hospitality industries can navigate the complexities of digital transformation, enhance customer satisfaction, and remain competitive in an increasingly tech-driven market.
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