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“The Impact of Mobile Apps on Customer Experience in the Hotel and Hospitality Sector: A Contemporary Analysis”

[bookmark: _Toc156771611]Introduction
Contemporary technology usage in the hospitality industry has gotten huge attention and discussion in the literature. The hospitality industry has encountered the use of the latest technological innovations such as robotics, artificial intelligence, in-room automation, and mobile check-in (Lukanova and Ilieva, 2019). All these technologies have changed the way businesses used to serve their customers. Technology is important because it helps businesses to meet the changing needs and preferences of the customers. Businesses can provide personalised services using the technologies. They can achieve a competitive advantage by adopting the latest technologies as it reduces the costs of the business (Ford and Sturman, 2020). In this research paper, the use of mobile apps in the hospitality industry will be explored as it is a contemporary technological trend. 
[bookmark: _Toc156771612]Overview of Literature
Technology has made a breakthrough in the current hospitality industry with its influences and innovative solutions. There are many different ways through which technologies are shaping the hospitality industry and influencing the performances of the companies within the industry (Law et al., 2012). According to Bharwani and Mathews (2021) improved guest experiences, improved operational efficiency, reduction of costs, and increase of sustainability are some leading impacts of technology in the hospitality industry. Many challenges can be identified in the tourism and hospitality industry from the use of technology such as ethical issues, security risks, and human-robot interaction challenges (McCartney and McCartney, 2020). However, innovative technologies such as Chatbots, Robotics, and artificial intelligence (AI) have influenced and changed the current operations and approaches of businesses in the tourism and hospitality industry (Tussyadiah, 2020). AI-based systems cover a wide range of activities within business operations such as making the service and operations automated. It has also supported direct interactions with the customers in the front-line areas of the tourism and hospitality businesses (Van Doorn et al., 2016). Pillai and Sivathanu (2020) explain the technology adoption model (TAM) which focuses on the process or ways in which new technologies are accepted or rejected by the people. There are two possibilities for the emergence of a new technology. The customers either accept it or reject it. Their decisions to adopt or reject the new technology depend on two aspects: the perception of the usefulness of the technology and the ease of use. The perceived usefulness is the degree of benefits that can be retained by the user by utilising the technology. The perceived ease of use is the extent to which the user finds the new technology to be easier to use and has no difficulties. The model was applied to study the use of social media platforms for selecting tourist destinations in the tourism and hospitality industry (Hua et al., 2017). It was also applied to evaluate the effectiveness of web-based self-service technology, particularly in the hospitality industry (Lee, 2013). 
Technology can be identified as the key driver of innovation and competitiveness in the hospitality industry because it changes the entire business operations bringing efficiency and delivering superior values that ensure customer satisfaction (Cooper and Hall, 2019). As it has immense influence in the industry, its adoption and implementation becomes necessary. However, it is not that simple to adopt and implement the technology. Technology’s characteristics and, the organisation’s competencies are some leading factors that can influence the adoption and implementation of technology. To relate to the hospitality industry, the Technology-Organization-Environment (TOE) framework can be explained because it is a well-known theory that is relevant to the adoption and implementation of technology in the hospitality industry (Racherla and Hu, 2008). Tornatzky and Fleischer first mentioned this theoretical framework. Zhu later applied this framework to the e-commerce context. The TOE framework explains that three sets of factors are responsible for the influence of technology adoption and implementation. The three sets of factors are technological, organizational, and environmental. Technological factors are the characteristics of the specific technology that may include factors such as complexity, trialability, and reliability. Organisational factors are the organisation's specific characteristics such as its size, structure,  and culture. Environmental factors include industry-specific characteristics such as market forces, customer expectations, and competitive pressure. All these factors can influence technological adoption and implementation in the hospitality industry (Baker, 2011). Different types of technologies are being used in the hospitality industry. Technologies such as online distribution channels, e-commerce platforms, mobile applications, cloud computing, data analytics, and artificial intelligence are part of the theoretical framework because the TOE framework has been applied to their adoption and implementation. For example, Nikopoulou et al. (2023) applied the TOE framework for evaluating the factors that can affect the digital transformation of micro, small and medium-sized enterprise (MSME) hotels at the critical time of the COVID-19 pandemic. The evidence suggests that willingness to adopt digital technology was influenced greatly by various aspects such as the organisation’s digital maturity, resources capabilities, and the rules and regulations of the country. Similarly, Murphy, Schegg and Olaru (2006) applied the framework in their research on information technology in the hospitality industry. The findings of their research explained the key technological, organisational, and environmental factors which have influenced the adoption and implementation of information technology. Some of these identified factors are reliability, security, and integration of the technology, strategy, culture, and leadership of the organisation, and regulation, and standardisation of the environment. The dynamics and complexities of technology adoption and implementation in the hospitality industry can be understood properly by applying the TOE framework. Like other theoretical frameworks, the TOE framework also has some limitations and challenges. The framework does not have a clear definition and measurement of the constructs. It is very difficult to capture the interactions and feedback loops among the factors by using the framework. To utilise the framework properly and effectively, it should be considered that contextual and temporal variations of the technology adoption process are crucial to the process (Bryan and Zuva, 2021). To overcome the drawbacks of the theoretical framework, the researcher should extend the theoretical framework with other theories such as the diffusion of innovations theory, the resource-based view, and the institutional theory. 
The recent COVID-19 pandemic has changed the way technologies have been used in the hospitality industry, for example, Instagram. Before the pandemic crisis, restaurants used to utilise Instagram for conducting promotional activities (Tuomi, Tussyadiah and Ashton, 2021). In 2020, most of the high-end restaurants Introduced new services on Instagram instead of promotional posts. Many adopted changes and provided traditional offerings so that online delivery can be easier. The COVID-19 pandemic has forced governments of many countries including the UK to impose restrictions on operating on-premise businesses. Most of the restaurants lost their capability to serve dine-in to the customers (Brizek et al., 2020). In that situation, technologies have enabled businesses to serve the customers and remain functional in such challenges. Online ordering and delivery platform technology supported businesses to continue their operations and customers could receive delivery from their favourite restaurants at their doorstep (Brewer and Sebby, 2021). The contactless payment technology helped to maintain social distancing and minimise the risk of virus transmission (Putit et al., 2021). Data analytics technologies are useful for analysing the customer's behaviour, and identifying the preferences, and needs for making the market offering relevant and appropriate (Mariani and Baggio, 2022). 
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Mobile apps are important technological contributions that have improved the customer experience in the hospitality industry. They provide convenience, personalisation, communication, and loyalty to both the businesses in the tourism industry and the customers. The application of the mobile app in the hospitality industry has been explained by exploring its various benefits below:
· Convenience: Mobile apps can facilitate so many customer services such as hotel bookings, reservations, and check-ins. The app allows the guests to have greater control over the reservation, check-in, checkouts,  and other activities which enhances the experience. Guests are not required to carry cash because they can pay through the mobile app so contactless service can be provided. Guests can ask for different services conveniently by the mobile app. The services may include room service, housekeeping, or concierge. The app not only makes the services easier for the guests but also brings efficiency to the operations of the organisation (Huang et al., 2019). Hilton Honors app has different features that guests can select their room, check in, and unlock their doors with a single tap on the mobile screen (Phocuswire, 2024). The Ritz-Carlton app also provides different options to guests such as ordering food, beverages, or spa services by logging into the app. 
· Personalisation: The customer or guest data can easily be collected by the mobile app. Hotels can utilise their mobile app to collect relevant data to understand the key aspects of the guests such as preferences, behaviour, and feedback. Based on such insights, hotels can offer customised and personalised services to the guests (Nyheim et al., 2015). The guests can get more control over their decision-making using the app because they can customise their stay such as room type selection, changing the temperature, lighting, or music based on the desired level and preferences, or they can order amenities. Customers can get more satisfying and exceptional experiences through the mobile app. As a result, businesses can have increased revenue and market share (Lim, Chatterjee and Foo, 2021). For example, Hyatt Hotel’s app uses AI technology that collects personal data and provides relevant recommendations to the guests. 
· Communication: The guests and the hotel staff can have instant and faster communication through the mobile app. Even the guests can communicate with each other using the mobile app’s communication feature. The guests can get important information, such as facilities and services of the hotel, tourist attractions, events, or promotions if they use the app. They can provide feedback or make complaints about the services using the app and it will keep the anonymity of the guests. They can also form social groups or communities in the app where people may share their experiences and understanding about the particular hotels. The businesses can increase customer satisfaction, and engagement by promoting effective communication in the app (Alauddin, Hossain and Mowla, 2022). For example, guests of Marriott Hotels can communicate with the staff using the mobile app. They can ask for service through the app.
· Loyalty: The hotel guests can be made loyal customers by offering rewards, incentives, or discounts in the mobile app as it keeps records such as frequent purchases and spending. The organisations can integrate their loyalty programs into their mobile app and provide the opportunity to the guests to earn and redeem points that can be used to get access to exclusive benefits or upgrade their status. The online visibility and credibility of the company are enhanced by the use of mobile apps as people leave reviews and recommendations in the app (Mo Kwon, Bae and Blum, 2013). The app also helps to attract new customers by advertising the app using online channels. 
These are some benefits or applications of the mobile app in the hospitality industry. The app further provides guests with insights and market information that is crucial for the decision-making of the company. 
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The management of hotels and other hospitality businesses has encountered issues and challenges from the use of mobile apps and technology in the hospitality industry. The following are some issues and the management responses: 
· Making the mobile app user-friendly and secure is the greatest challenge that the management faces in the tourism and hospitality industry (Fish, 2022). The issue arises when the app offers various features and functionalities for guests and hoteliers, such as booking, check-in, room access, service requests, personalization, communication, loyalty, and others. For example, the management of Hilton company has addressed the issue by investing greatly in the development of the app making it user-friendly and secure. 
· Another issue is integrating the mobile app with other company systems. It is a challenging task to integrate all the systems such as systems for reservation, inventory, CRM, and loyalty programs, optimisation of the data collection and analysis, and utilisation of artificial intelligence, augmented reality, or blockchain in the system for providing enhanced services and solutions to create competitive advantage (Stylos et al., 2021). For example, the Hyatt Hotel’s management developed an app that uses artificial intelligence to provide a personalised experience to its guests. 
· Skill gaps and staff shortages are leading issues in the development and implementation of mobile apps in the hospitality industry. The staff may be required to have proper training and support to understand and grasp the knowledge on the maintenance and developments of the mobile app (Carlisle, Ivanov and Dijkmans, 2021). For example, Marriott Hotels’ management has trained its staff properly so its staff can interact with the guests appropriately. 
· Using apps as a source of marketing channels is a challenge for the marketing management of hotel companies. Because the management may need training or more insights into the market information such as customer preferences and tastes to make the marketing activities effective (Carlisle, Ivanov and Dijkmans, 2021). 
· The changing preferences and tastes of the customers have presented challenges to the hospitality industry and the management of the businesses to operate the mobile app according to the market needs (GuestService, 2024). Management can respond to this challenge by utilising the insights and making the app more personalised. 
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Future Policy 
The future policies to address the issues are provided below:
· The mobile app will use the personal data of the customers and users. Hence, their data must be protected from exploitation, and compromises by third parties. Data protection regulations should be enforced within the organisation to keep public data safe (Cooper and Hall, 2019).  
· There must be support for hospitality businesses for digital transformation and technology adoption in the form of grants, tax breaks, and so on. 
· The digital literacy should be promoted and the staff of the hospitality industry should be provided with training, incentives, and recognition for making them motivated to use the digital technology (Ford and Sturman, 2020). 
· Collaboration among government agencies, industry associations, academic institutions, and technology providers must be developed as it will ensure that hospitality businesses are upholding the best practices, and knowledge, and utilising resources on mobile apps as well as other technologies.
·  The ethical, social, and environmental implications should be addressed and there must be a balance between the positive and negative aspects of the use of mobile applications within the businesses.
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The hotel management can leverage the use of mobile apps and digital technologies to enhance the customer experience and improve the performance of the businesses. The following are some options for management to address the issues related to the adoption of mobile apps in the hospitality industry:
· The functionality, design, security, and integration aspects of the mobile app must be prioritised. They should identify the right developers who can meet the expectations of the hotel company. 
· The management must emphasize on digital transformation and adopt continuous changes based on the market analysis. To make the change happen and digital transformation, they have to allocate a sufficient amount of resources in the budget (Cooper and Hall, 2019).
· They should develop a clear and consistent digital strategy to support adopting and implementing the technologies. It should also be aligned with the goals and objectives of the company. 
· The stakeholders are crucial to the success of the businesses. They must be included in the decision-making process and digital transformation (Ford and Sturman, 2020). 
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The tourism and hospitality industry is evolving continuously. Using technologies in hospitality businesses has changed the way businesses used to operate in the industry. Mobile app adoption is the latest addition to the hospitality industry. Businesses can now provide better services using this technology. To support this technology growth, businesses have to make it more user-friendly, invest heavily in its development, and innovation, train the staff, and make it relevant to meet future needs. 
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