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1. Introduction:
The world is changing! Contemporary theme and Trends are changing. The hospitality sector tries to follow the Trends of Contemporary  Technologies in all their aspects to attract and retain the Guests and improve Guest service and provide unforgettable Guest experience. Exploring new horizons of Contemporary Technologies of Artificial Intelligence(AI) to enhance their product placement and attract new Guests. Nowadays everything tends to be digital to keep going on the same wave of modern world requirements and needs. To attract and captivate attention of the Guests, the Lodge Industry itself, are using and advertise the last hot technological trends to provide the best experience of their guests. (Ford R.C, Sturman M.C ,2020) 
According to Conrady and Buck(2012) the world is changing constantly, and new demands and requirements are expected from the aviation and hospitality industry, marketing, destination management, and distribution management which facing challenges every day. The technology impacts especially from developments in social media, eco-mobility, and corporate social responsibility/sustainability are the main top themes which the modern hospitality sector is facing and try to adapt to recent global requirements. (Conrady& Buck,2012)
The usage of technology in all departments of the hotel venue it is a demand to challenge the modern technologies nowadays, from iPads, chatbots, electronic keys on mobile devices to robots which serve and provide the best service on daily basis. The technology itself it is the speediest way to achieve the company values and goals in an easiest and efficient way, without any hassle and wastage of time.( Dawson, Lemelin, Stewart,2012)
 The modern technologies are widely used in all departments of the revenue, starts from Reception, where customers can check-in or check-out  automatically without any assistance, to e-keys which can open the room door within seconds, to restaurant touchscreens where you can place your order directly to the kitchen. (Welsh,2023)
The latest advances in technologies start to bloom during the worldwide pandemic COVID-19, where social distancing and non-human touch were required. Many revenues change their policies and adopting the new technological innovations, such as chatbots, robots and mobile apps features, even virtual reality tours of the revenue, where was proved to reduce the customers, anxiety exploring the hotel environment.  Also, the usage of AI to provide and enhance the guest satisfaction/experience at the highest levels.(ibtm world,2022)
The Reception Departments from all the hotels itself, seems to be the most advanced and has the full usage of innovations of technologies. The usage of the technologies in hospitality industry is typically intended to make life easier for the business itself and has great facilities for the employees, also tend to improve the overall guest experience for the travellers/customers. Adopting the technologies, it is a new trend that emerge innovations and technologies to become widely used and, for the next level of experience all the customers within this industry will start to expect to see certain things and innovations that others don’t do. Failing to keep up with the modern trends and demands could provide rival companies with a significant competitive advantage, by applying the modern innovations of technology, while you continue as normal with ‘pen and paper’.(Barten,2024)
In this Case Study will be discussed the Robot Arm from YOTEL Hotel, New York City, which was a showstopper since the Yotel brand was opened. The massive robot arm which dominating the lobby at the reception desk, providing automated luggage storage and safety deposit boxes to store valuables for the travellers. It is also providing self-service of check-in/check-out, which puts the Yotel brand far ahead of today’s contactless guest experience.(Hollander,2023)
2. Overview of literature:
A very handy managerial and marketing tool and also, method for analysing what the company does the best at the moment and to devise a productive/successful strategy for the future is a SWOT Analysis. The SWOT Analysis examines both internal and external factors that can affect/improve the organisation activity, it also can highlight the uncover areas of the business that are holding the company back or the weaknesses that the competitors can use and exploit.(Mind Tools,2023)
The SWOT Analysis stands for: Strengths, Weaknesses, Opportunities, and Threats, also it is a helpful technique/frame for identifying, analysing, and assessing the four aspects of a certain business. The primary goal of that analysis is to increase the awareness of the factors that go into decision -making or establish a business strategy for a certain department of business.(Bigelow,2023)
At this point it can be draw/analyse a SWOT Analyse for the hospitality industry which concerns the technological impact on that department.
Strengths:
· High Profit Margins/Increase revenue
· Unique style and individual character of the hotel and its services
· Full independence and flexibility
· Control of the associated business decisions
· Boost the efficiency of the front desk/reception
· Time and money saving
· Less physical contact with guests, during/after COVID-19


 Weaknesses:
· The Cost/Value of machinery itself
· Delays in confirmation
· Overbooking
· Technical glitches
· Communication issues(Miscommunication between departments)
· Data security of guest information
· High-volume periods
· Viruses/Hacking
· Feedback collection(especially bad/negative reviews)
· Loss of the human touch

Opportunities:
· Upsell packages and add-ons of the revenue
· Competitivity 
· Efficient revenue managing(cross-selling strategies)
· Local &International markets
· Partner with local suppliers and stores to benefit from local sourcing trend
· Untapped potential in your market from emerging segments including co-working, stay-workcation, bleisure travel.


Threats:
· Airbnb or apartment rental industry
· Local and political threats
· Unfavourable economic conditions
· Changes in trends or Customer behaviour
· Pandemics, diseases
· Strong competition
· High Taxes
· Viruses/Hacking
· Malfunctions


3. Application to the hotel and hospitality sector:
The role of technology in hospitality industry has gained a high level of importance and usage, especially after worldwide pandemic COVID-19, when the lodge industry witnessed a signification transformation and tech blooming.( Cooper and Hall, 2019)  This sector has been hit hard by the restrictions and closure of activity during the worldwide pandemic COVID-19, and has forced hotels and tech vendors to innovate,  upgrade and bring top-notch technologies into ‘the light’. If the technologies were present before Covid-19, then during and after the pandemic travel restrictions it was seen  a considerable increase of innovations and technologies gadgets in hospitality sector. The virtual reality, augmented reality, and Artificial Intelligence become a part of the daily bases of routine at any hospitality revenues. (Sarmah,2022)
To reduce the risk of transmission of COVID-19, many hotels considered implementing the contactless check-in and check-out procedures this include offering online check-in/out options or using new mobile technologies such as QR codes or near-field communication(NFC) to streamline the process of daily activity. By investing in innovations and contemporary technologies and also streamlining the process of their activity, hotels demonstrate their commitments to improve and guard the health and safety of their clients, while also enhancing the overall guest experience and their satisfaction.(Wangodi,2023)
The Reception Desk Department is the busiest and extremely exposed to risk of any disease infection, because through reception all customers and hotel guests interact with, it can be check-in/out process or certain information requirements such as car parking details, restaurant opening hours, or small housekeeping issues. To avoid these health and safety impacts directly with the guests, the majority hotels implemented and accepted new technologies which helps humans to avoid/reduce the direct contact with the objects surfaces and human-contact(face-to-face contact) such as: Contactless check-in and check-out, Automated cleaning and disinfection, Personalized recommendations, Virtual tours, and online classes, Chatbots and virtual assistants.(LinkedIn, 2023)
The Yotel hotel, New York City, has been synonymous with new innovations and technologies since it opens its doors to the world. Its technological ‘wonder’, the massive robot arm, dominating the hotel lobby which providing automated luggage storage services for the guests. Also, the Yobot, provides self-service of check-in/out for the guests, in that way avoiding the queues in the hotel lobby, also the direct contact/touch of guest-personnel was reduced.(Yotel,2024)
The Yotel Hotel’s luggage-carrying robot aren’t like their competitors, it automatically collects and elvers guests’ luggage, it can handle around 300 items of luggage a day, in that way the Yobot lets the guests quickly check-in and at the same time to handle their luggage without any hassle and time consuming, also limited contact with the others. This  technological ‘wonder’ it is not only time-saving and useful leverage in Reception department, but also his real purpose from the beginning was to free up the lobby and receptionist staff for other important duties, also saving time and money.(Social tables,2023)
As every innovation has two sides of the coin, its advantages/ disadvantages, the Yobot as any AI technology, and robot has its benefits and limitations. (Robson,2016) As listed above it can be  considered as potential leverage to take business operations to the next level of futuristic innovations such as: Increasing operational efficiency and productivity, Reduced costs of labour routine and repetitive tasks, Improved customer experience, it can have its limitations or disadvantages that should also be considered. One and major issue is the Loss of the human touch or impersonal service, which can negatively affect customer satisfaction because of that impersonal machinery impact of experience. The human element/touch is vital characteristic element for the hospitality sector for sure because human touch/presence create a warm and welcoming environment. Machinery system failure can cause serious work disruptions to the entire segment of the department. The success of the department depends entirely on that robot or AI technology to function well, but due to their system failure all the working load procedures has been disrupted which can affect customers satisfaction and negative reviews can quickly pile up, causing lasting damage of the brand and revenue. Also, Technological limitations of the technologies should be taking in consideration, because likely us humans, the machinery/robots have their limits and specific requirements of the workload which can lead to their malfunctions. Not to mention in the last place that the AI tools often comes at a high cost, which usually small businesses and revenues simply just cannot afford them. (Triendl,2023)



4. Evaluate future policy and management options for dealing with this issue. 
The technology plays a key role in keeping a good competitive environment in hospitality industry which evolving significantly during the actual decade. The technologies are well known that it provides superior customer service nowadays, also, increase orders, grow revenue, and consistently engage with customer base and complete its digital ordering preferences and solutions.(Revolution ordering.com,2024)
The far-reaching changes by innovations and technologies in hospitality industry which affect every aspect of our 21st century lifestyle, where can be seen/feel  in every department or domain of the hotel industry. The contemporary technologies had dramatically changed the way of business activities of every single revenue, by adopting new and easy, less cost ways of the business activity. The managers try to implement the latest trends and marketing demands to keep up the competitivity and guest satisfaction at its higher levels. It is not new that:  Hotel Management Software, Booking Systems, Customer Relationship Management (CRM) Software, Point of Sale (POS) Systems, Online Reservation Systems, Restaurant Inventory Management Systems, Digital Signage and Automated Customer Service Systems are  all handy technologies which are of enormous help to managers and entrepreneurs when running a business.(Williams,2019)
The hotel’s manager is the person who ‘pulls the strings’ behind the scenes of any profitable hospitality establishment. The manager oversees all the procedures within the premises, be it staff, guests, or vendors, and to simplify the management procedures it is very handy,  time and money efficient  by adopting the new technologies into your revenue. The new innovations have a lot of benefits for the business such as: Improving Guest Experience and Customers Service/Relations; Reputation Management( Social media platforms);Revenue and Budget Management( PMS for the revenue); Communication between the Departments using the latest gadgets of technologies avoids the miscommunication between the departments and increase the overall productivity and engagement of the revenue.( Baynova,2021)
The hospitality industry in last decade, has been familiarized with new phenomenon: the Automatization and Robotisation of their services. The new era of technologies in lodge industry has begun, and its performance has no limits. Adopting the technologies has led the hospitality sector to its highest peaks of performance, excellent guest experience and service, time and money saving, and also more spare time for the staff to focus on delivering exceptional guest experiences. The robots and AI  in hospitality sector are recognised for their potential for delivering accurate and fast automated service to increase productivity and service capacity of the establishment, also providing consistent service quality, financial results and cut costs.( Ivanov and Webster,2019)
The usage of technology in the ever-evolving landscape of hospitality sector has emerged as the key factor in leading hotels to efficiency and competitiveness. The technology adoption has proven itself to be a valuable asset for every revenue of all sizes, from streamlining operations to robots and virtual reality/augmentation to enhance the guest experience and attracting the new ones. (LinkedIn, 2023)
In our ever-changing world the innovations and new technologies are very vital for the business activity also for our daily use. (Tribe, 2009)  Some of us accepting/embracing the new changes and technologies positively easy, but many individuals still have doubts about fear of that ‘thing’- the unknown. Their acceptance of something new and modern/contemporary will be not so easy, because in that way we’ve been  created, be afraid of Unknown, but as history shows, that homo sapiens get used with the fire, then we, contemporary individuals will embrace the new technologies and innovations such as robots and virtual reality, AI with pleasure and no Fear. 
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