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Nowadays technological excellence is directly linked with business success. The hospitality industry is the major source of employment and a significant contributor in the GDP of every country. The customer's demands have also changed in these years and the hotels are striving to add value to their business by using the latest technology. Be it small, medium or large hotel business technology has become evident part of all. The following report will lay emphasis upon the technological influences on the hospitality industry. It is evident from the study that the influence is very significant. With digitalization technology has become an inevitable part of the business in every sector. The aim to choose this topic for the thesis is to understand the transformation the business operations have undergone in the hotel industry. The thesis will make use of secondary data sources for the data collection (Gregorsson and Jönsson, 2018). Technology is transforming business process faster than ever before. This has led to expect change for both administrators and customer. Some of the technological methods have paved way for improvements and savings for the hotels while in other aspects the pattern of staffing, building, and infrastructure
[bookmark: _Toc526982265]Research background
Technological advancements are contributing effectively in every industry. Even the job roles have been modified through technological evolution. The hospitality industry is no exception. Even the old hotels are trying to make most of the technical ability and inculcate it in the business process. With the development of artificial intelligence, IT and CRM the workflow has indeed been simplified (Mohammed and Rashid, 2011).
In the hotel industry, the point of sales, sales, marketing, and booking policy have come a long way. The managers of the hotel are trying to gain customer satisfaction by improving the services in the hotel. Technology has increased the profits of the organization while adding a competitive advantage. There is no longer need to carry cash and go physically to a hotel to make a booking. The receptions no longer have cash flow register and customer detail filing paper forms. Everything now is cloud-based and there is less reliance on physical data. As new technology keeps adding the hospitality business will continue evolving. Every hotel is striving to innovate better with the help of technology (Mohammed and Rashid, 2011). The critical factor that determines the success rate of the hotel is customer satisfaction. Customers now need faster information, quicker booking that too at cost effective rates.
Therefore the thesis will highlight how traditional approaches have been replaced by technology and what are the ways of further improvement. The study will also help in explaining how technology and customer satisfaction are interlinked. The study will further help in understanding the challenges faced by hotels while implementing technology and the ways it can be overcome.
[bookmark: _Toc526982266]Research objectives
The purpose of the following report is to evaluate the role of technology in the operations of the hospitality industry.
Thus the research question can be determined as
· In what ways technology is managing various operations in the hospitality industry?
The sub-questions are:
· In which all business operations of the hospitality industry is technology contributing significantly?
· What strategies are the hotels adopting to inculcate technology for business development?
· What are the challenges addressed by the hotels while implementing technology?
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The importance of technology in the hospitality business has gained attention in recent years. Their implementation is seen in maintaining the employee database efficiently, enhanced revenue and in gaining customer satisfaction. Gregorsson and Jönsson (2018), presented that the inculcation of technology in the hotel industry has proven to be beneficial for both organizations and customers. Customers now have multiple options to select the hotels as per their requirements, compare the rate also see the hotel virtually. The organizations are also able to communicate about their hotel at a big platform and offer tough competitions. In this way, the organization is also able to improve its existing practices. Customers can review the ratings of the hotels; customize the amenities as per their need or even make changes in their schedule (Gregorsson and Jönsson, 2018). 
As mentioned by  Li, Ye and Law (2015),technology has now become an indispensable part of the hospitality industry. The organization can now assign the job roles easily. Finding a right candidate has also become easier for the hotels. They no longer need to post in newspapers or ask for a recommendation from the employees. The job opening can now be posted online, the applications collected can be scrutinized and then the best suitable candidate can be called for an interview (Sloan, Legrand and Chen, 2013). Use of technology has enabled hotels to communicate with its staff and customers defiantly. Though the implementation of technology requires one-time investment but form long term it is cost saving, effective and reliable.
 Thus it can be clearly known from the viewpoint of Enz (2009), that now the hotels need the lower cost of operations and they can use these savings to improve the infrastructure or to provide training to its employees. Enz (2009) argues that the implementation of technology incurs the high cost to the organization, but at the same time, it offers multiple benefits to the firm (Enz, 2009).
The study conducted by Winata and Mia (2005)reflects that technology has improved hospitality business processes in multiple ways and increased the quality of services. However, there are certain indicators that the customer service and human interaction will be taken over by equipment to a certain extent.  Customers can verify the details and check in the hotel themselves and follow the same while paying bills during the checkout. However, the indications do not seem to be completely relevant. Customers still prefer hospitality and like the greetings that the hotels hence there cannot be a complete elimination of human interaction form the hospitality industry. The traditional employee roles such as filling registers and room cleaning are now eased by the equipment. Tools such as  AI, AR, and biometrics can bring us to a new level of enablement and a transformation of the customer experience in the hospitality context, but their purpose is inherently limited to providing a more frictionless experience with mundane tasks -- not amenities and experiences (Winata and Mia, 2005).
As per Law and Jogaratnam (2005), the current hospitality trends are embracing technology but it does not mean that human interaction will be lost. While most of the hotel operations have been simplified the customers however the customer satisfaction gain has become complicated. In order to gain customer success, constant interaction is required. The staff should listen to the customers and make the customers valued. The hospitality industry still thrives for personal interaction. The customer experience can be improved with the help of technology but the customers will never be satisfied unless they find smiling staff that greet them and provide them with the best services (Law and Jogaratnam, 2005). Customer satisfaction has a direct influence on hotel revenue. Hence technology can save the operation cost and customer success increases the revenue thus it is important for the hotel to maintain balance.
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· Cloud Technology: The database of the customer is saved online and irrespective of the hotel location an authorized individual can have an access to it. This removes the limitation of establishing a wired network. Employees can simply sign-in to their profiles and can know about their shit timings and tasks (Orfila-Sintes et al, 2005).
· CRM: CRM refers to customer relationship management tool which helps in the systematic recording of the customer database. This is a simpler approach to do follow-ups with the customer. All the required information is available online and can be accessed from any place. CRM tools are durable, quick and reliable (Orfila-Sintes et al, 2005).
· Online booking facilities: Due to digitalization internet facility is widespread. It has increased customer awareness about product and services. The hotels now have their own website which allows the user to select their check-in and check-out dates and do the bookings. There are many online portals that manage hotel bookings. The various medium of online booking is mobile applications, social media, and websites (Orfila-Sintes et al, 2005).
· Wi-Fi: Since the internet has become an essential need for every individual, therefore, providing free access to the internet with the help of wifi has become an amenity for the hotels. The cost of investing in a wifi infrastructure throughout the campus is costly. However, all the organization is implementing it in order to gain higher customer satisfaction by providing good internet connectivity (Orfila-Sintes et al, 2005).
· RFID:  Organizations working the hospitality industry are now adopting RFID technology to manage their inventory. Along with inventory management, FID is capable of managing the laundry, guest tracking, waste, and vehicle management. With the help of RFID the hotel managers can quickly know which rooms are occupied and for how many days room is booked. The rooms tag with RFID helps the managers to avoid risks such as misplacement and thefts. However, there are certain challenges associated with RFID such as tag collision or barcode missing but these can be avoided to ensure smooth progression (Orfila-Sintes et al, 2005).
[bookmark: _Toc526982269]Significance of research
It is very important to stay updated about the current technological trend in the market to keep get success rate high. Nowadays technology is the core strength of any organization and this has a strong influence on the success of the organization in the long run. The hospitality industry is a dynamic business that has been a part of the culture since ages with time the hospitality business has transformed. It has become one of the major employer and contributor in GDP. Hence this study will be helpful for both organizations and academic purpose. The report will help in understanding the how business process run in the hospitality industry and what all tasks have been eased by technology so far. From the recommendations drawn from the study the hotels will be able to improve their practices.
According to the Williams (2007), there are three methods through which data can be collected I.e. qualitative, quantitative and mixed methods. Research is the process of defining the objective and flow of information. Each method has own set of guidelines for carrying out research activities.
[bookmark: _Toc526982270]Scope and limitations
This report is useful for hotel industry because it will help the organization to understand the potential of technology and then use the saved efforts to gain customer satisfaction. The insights into the technology will also help in pointing the hazard associated with the hospitality industry such as accidents while cleaning, hectic schedules and fire mishaps.
There is no questionnaire distributed nor did any survey and interview conduct with customer and employees hence this is a limitation as their direct viewpoints were not known.
No physical harm, personal harm or data harm has been caused to any organization and individual. All the collected data is kept highly confidential and will not be shared by any third-party. Furthermore,  valid resources are adopted to evaluate the practices and copyright amendments have been abided.
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For conducting a study broadly there are two categories of data collection method used i.r primary data and secondary data. Primary data includes interviews, a survey, and a questionnaire. While secondary data is about reviewing the published articles. As a part of currents study secondary data resources will be used. In order to make use of secondary data, a literature review of the articles will be taken into consideration. Through literature review, the current technological trends in the hospitality industry will be highlighted from across the globe. The secondary data approach is also referred to as a qualitative method because the information is collected through previous research works. Majority of the secondary resources include in the study are journals, conference papers, books and articles published on the internet. Majority of collected data has been obtained by Google Scholar which is a tool for reviewing the journals and books online that too without paying any charges (Shaw, Bailey and Williams, 2011). This has indeed added a higher scope of the study because a variety of studies can be critically examined and the best can be discussed.
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