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This report aims to analyse Hilton Hotels & Resorts' leadership strategies, focusing on the implementation of the Digital Key initiative, a significant change in their service model. Hilton, a global leader with over 6,500 properties across 119 countries, was chosen for this analysis due to its strong emphasis on innovation and customer experience (Hilton, 2023). The Digital Key, which allows guests to unlock rooms using their smartphones, exemplifies Hilton's commitment to enhancing convenience and adapting to technological advancements (Hilton, 2023).
The report will apply key business analytical tools, including a SWOT analysis, to assess the impact of the Digital Key on Hilton's operations and customer satisfaction. Additionally, change management theories, such as Kotter’s 8-Step Change Model, will be used to evaluate how effectively Hilton’s leadership managed the introduction and scaling of this technology (Kotter, 1996).
The report is organized into four sections: an overview of Hilton and the Digital Key initiative, an analysis of current leadership strategies, a critical evaluation of these strategies using leadership and change management theories, and recommendations for further improving the implementation and adoption of digital innovations. The expected outcome is to provide insights that can help Hilton optimize its digital transformation efforts.

[bookmark: _Toc174038743]Role of the company

As a Change Manager at Hilton, my role is to oversee the successful implementation of the Digital Key initiative. My responsibilities include coordinating with cross-functional teams, managing project timelines, and ensuring effective communication across the organization. My primary objectives are to facilitate a smooth transition, enhance guest experience through technology adoption, and drive employee engagement, ensuring the initiative aligns with Hilton’s strategic goals.
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Digital Key Implementation in Hilton Hotels
In recent years, the hospitality industry has undergone significant changes, driven by technological advancements and shifting consumer preferences. Hilton Hotels & Resorts, a global leader in the industry, has been at the forefront of this transformation, particularly with the implementation of its Digital Key initiative. This initiative represents a strategic change aimed at enhancing guest experiences, improving operational efficiency, and maintaining Hilton’s competitive edge in a rapidly evolving market (Hilton, 2023).
The Digital Key initiative allows Hilton Honors members to use their smartphones to unlock their hotel rooms, bypassing the need for traditional key cards. This technology is integrated into the Hilton Honors app, which also provides other functionalities such as check-in, room selection, and access to hotel amenities. The introduction of the Digital Key aligns with broader industry trends towards digitalization and contactless services, which have been accelerated by the COVID-19 pandemic (Smith, 2022).
Strategic Rationale for the Change
The implementation of the Digital Key was driven by several strategic considerations. Firstly, it responds to the growing demand for personalized and convenient guest experiences. Modern travellers increasingly seek seamless and efficient services, and the ability to use a smartphone as a room key offers a significant enhancement in convenience. By integrating this technology, Hilton aims to meet and exceed guest expectations, thereby increasing customer satisfaction and loyalty (Jones & Robinson, 2023).
Secondly, the Digital Key initiative supports Hilton’s broader digital transformation strategy. The hospitality industry is becoming increasingly competitive, with new players leveraging technology to offer innovative services. Hilton’s adoption of the Digital Key not only improves guest experience but also positions the company as a technology leader in the industry. This differentiation is crucial for attracting tech-savvy travellers and maintaining Hilton’s market leadership (Brown & Davis, 2021).
Implementation Process and Challenges
The implementation of the Digital Key across Hilton’s extensive portfolio of properties was a complex process that required careful planning and execution. The initiative involved significant investments in technology infrastructure, including the installation of Bluetooth-enabled locks and the integration of the Digital Key functionality into the Hilton Honors app (Hilton, 2023).
One of the primary challenges faced during the implementation was ensuring the security and reliability of the Digital Key system. Given the sensitive nature of hotel room access, Hilton had to ensure that the system was robust against potential security threats. This required rigorous testing and continuous monitoring to address any vulnerabilities. Additionally, Hilton needed to manage guest perceptions and concerns about the security of the new system, which was addressed through clear communication and education efforts (Smith, 2022).
Another challenge was the scale of the rollout. With over 6,500 properties globally, implementing the Digital Key system across Hilton’s portfolio required coordinated efforts across multiple regions and departments. This included training staff to support the new system and ensuring that the technology was seamlessly integrated into existing hotel operations (Hilton, 2023).
Impact and Outcomes
The Digital Key initiative has had a significant impact on Hilton’s operations and guest satisfaction. Since its introduction, millions of Hilton Honors members have used the Digital Key, with adoption rates steadily increasing. The convenience of bypassing the front desk and using a smartphone to unlock rooms has been particularly appealing to frequent travellers and tech-savvy guests (Jones & Robinson, 2023).
Operationally, the Digital Key has streamlined check-in processes, reducing the burden on front desk staff and allowing them to focus on more personalized guest interactions. This has improved overall efficiency and enhanced the guest experience. Moreover, the data generated through the Hilton Honors app provides valuable insights into guest preferences and behaviors, enabling Hilton to further personalize services and offerings (Brown & Davis, 2021).
The Digital Key implementation at Hilton Hotels & Resorts exemplifies a successful technological transformation that aligns with broader industry trends towards digitalization. By addressing the challenges of implementation and focusing on enhancing guest experiences, Hilton has effectively positioned itself as a leader in the digital hospitality space. This initiative not only meets current guest demands but also lays the foundation for future innovations in the hospitality industry. The success of the Digital Key highlights the importance of strategic planning, effective change management, and continuous improvement in driving technological change within a large, global organization (Smith, 2022).
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PESTEL Analysis
1. Political Factors
The global operations of Hilton Hotels expose the company to various political climates. Political stability in key markets like the United States, Europe, and Asia is crucial for Hilton's sustained growth. However, geopolitical tensions, such as trade wars or Brexit, can disrupt business operations by affecting supply chains and international travel patterns (Smith, 2022). Additionally, regulations regarding labor laws, health and safety standards, and environmental compliance impact Hilton’s operations globally (Jones & Robinson, 2023).
2. Economic Factors
Economic uncertainty, including fluctuations in currency exchange rates, inflation, and economic downturns, significantly affects Hilton’s revenue. The COVID-19 pandemic highlighted the vulnerability of the hospitality industry to economic disruptions, as travel bans and lockdowns led to a sharp decline in occupancy rates (Brown & Davis, 2021). Ongoing economic uncertainty, such as potential recessions in major markets, continues to pose challenges for Hilton, influencing consumer spending and corporate travel budgets.
3. Social Factors
Changing consumer preferences and demographic shifts play a vital role in shaping Hilton’s service offerings. The rise of the millennial and Gen Z traveller, who prioritize experiences, digital convenience, and sustainability, has prompted Hilton to adapt its services, such as implementing the Digital Key for contactless room access (Hilton, 2023). Additionally, an increasing awareness of social issues, including diversity and inclusion, necessitates Hilton's commitment to ethical business practices and corporate social responsibility (CSR) initiatives.
4. Technological Factors
Technological advancements are a double-edged sword for Hilton. While digital innovations like the Digital Key and mobile check-in enhance guest experience, they also require substantial investment in IT infrastructure and cybersecurity (Smith, 2022). Moreover, the rise of digital platforms like Airbnb has disrupted the traditional hotel industry, forcing Hilton to continuously innovate and differentiate its offerings to stay competitive (Jones & Robinson, 2023).
5. Environmental Factors
Sustainability is becoming increasingly important in the hospitality industry. Hilton has made significant strides in reducing its environmental footprint through initiatives such as energy-efficient building designs and waste reduction programs (Hilton, 2023). However, the company faces growing pressure from both consumers and regulators to further enhance its sustainability efforts, particularly in reducing carbon emissions and promoting eco-friendly tourism.
6. Legal Factors
Hilton operates under a complex web of legal regulations across various jurisdictions. Compliance with international laws, including labour regulations, data protection (such as GDPR in Europe), and environmental laws, is essential to avoid legal penalties and maintain a positive brand image. Additionally, the legal landscape concerning digital transactions and cybersecurity continues to evolve, requiring Hilton to stay vigilant in its compliance efforts (Brown & Davis, 2021).
Porter’s Five Forces Analysis
1. Threat of New Entrants
The threat of new entrants in the hospitality industry is moderate. While the capital-intensive nature of the hotel business and the importance of brand recognition create barriers to entry, the rise of alternative accommodation platforms like Airbnb lowers these barriers. Hilton must continuously innovate and enhance its brand value to deter new competitors (Smith, 2022).
2. Bargaining Power of Suppliers
Hilton's global operations rely on a diverse range of suppliers, from food and beverage providers to technology vendors. The bargaining power of these suppliers is generally low due to Hilton’s significant scale and purchasing power, which allow the company to negotiate favourable terms. However, reliance on certain key suppliers for technology or luxury goods can increase supplier power in specific segments (Jones & Robinson, 2023).
3. Bargaining Power of Buyers
The bargaining power of buyers, particularly corporate clients and frequent travellers, is high. With numerous hotel chains and alternative accommodations available, customers can easily switch if they find better prices or services elsewhere. To mitigate this, Hilton focuses on enhancing customer loyalty through its Hilton Honors program and personalized services (Brown & Davis, 2021).
4. Threat of Substitutes
The threat of substitutes is high in the hospitality industry, especially with the growing popularity of platforms like Airbnb and other vacation rental services. These alternatives often offer more affordable and unique experiences compared to traditional hotels. Hilton’s response has been to emphasize the reliability, safety, and premium service that come with staying at a recognized hotel brand (Smith, 2022).
5. Industry Rivalry
Rivalry within the hotel industry is intense, with Hilton competing against major players like Marriott, Hyatt, and InterContinental Hotels Group. The competitive landscape is further heightened by the need to continuously innovate and adapt to changing consumer demands and technological disruptions. Hilton’s strategy to differentiate through technology, brand loyalty programs, and sustainability initiatives is crucial to maintaining its competitive position (Hilton, 2023).
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Change management models provide structured approaches to guide organizations through transitions. Here, I will critically evaluate three widely used models: Lewin's Change Management Model, Kotter’s 8-Step Change Model, and ADKAR (Awareness, Desire, Knowledge, Ability, Reinforcement) Model.

1. Lewin’s Change Management Model
Kurt Lewin’s model, developed in the 1940s, is one of the earliest change management frameworks. It consists of three stages: Unfreeze, Change, and Refreeze.
· Unfreeze: This stage involves preparing the organization to accept that change is necessary, which entails breaking down the existing status quo.
· Change: During this stage, the organization implements the changes. It’s a transitional period where uncertainty is high, and strong leadership is crucial.
· Refreeze: Once the changes are implemented, the organization stabilizes the new ways of working into the corporate culture.
Strengths:
· Simplicity and clarity: The model is straightforward, making it easy to understand and apply.
· Focus on preparation: The emphasis on unfreezing helps in creating a solid foundation for change.
Weaknesses:
· Over-simplification: Critics argue that the model oversimplifies the complexity of change processes, especially in large organizations (Burnes, 2004).
· Rigid structure: The model’s linear nature doesn’t account for the iterative process of change where feedback and adjustments are ongoing.
Suitability: Lewin’s model is suitable for smaller organizations or less complex changes where a clear, step-by-step approach can be effective. However, it might struggle with more dynamic environments requiring flexibility and continuous adaptation.

2. Kotter’s 8-Step Change Model
John Kotter introduced his eight-step plan in the middle of the nineties. It is highly respected for its all-encompassing method of handling change. 
• Create a sense of urgency by identifying possible dangers and formulating future-oriented scenarios.
• Create a strong coalition: Put together a group that has the authority to spearhead the change initiative. 

• Develop a clear vision for the change in order to assist guide the endeavor. 

• Share the vision: Spread the word about the new tactics and vision using all available channels. 

• Get rid of barriers: Modify any structures or systems that conflict with the goal. 

• Produce quick wins: Make plans for and implement observable performance enhancements. 

• Expand on the change: Make more changes by consolidating gains. 

• Anchor the company culture changes: Strengthen the modifications by demonstrating how the new behaviors relate to one another.

Strengths:
· Comprehensive approach: The model addresses both the human and operational sides of change.
· Focus on leadership: It highlights the importance of a strong coalition and leadership in driving change.
Weaknesses:
· Time-consuming: The model’s detailed steps can be time-consuming, making it less suitable for urgent changes (Appelbaum et al., 2012).
· Linear progression: Like Lewin’s model, Kotter’s steps are linear, which can be problematic in dynamic environments where changes may not follow a set order.
Suitability: Kotter’s model is particularly effective for large organizations undergoing significant changes. Its structured approach ensures that change is managed carefully, though it may be less effective in fast-paced scenarios.

3. ADKAR Model
Developed by Jeff Hiatt in 2003, the ADKAR model focuses on the individual’s journey through change and is designed to be both a change management model and a tool for diagnosing issues in the process.
· Awareness: Awareness of the need for change.
· Desire: Desire to support and participate in the change.
· Knowledge: Knowledge of how to change.
· Ability: Ability to implement the change.
· Reinforcement: Reinforcement to sustain the change.
Strengths:
· Focus on individuals: The model emphasizes the importance of individual change, which is critical as organizations are made up of people (Hiatt, 2006).
· Diagnostic tool: ADKAR can be used to identify and address specific areas where change initiatives might be faltering.
Weaknesses:
· Lacks organizational focus: While strong on individual change, ADKAR may lack the broader organizational perspective needed in large-scale change initiatives (Prosci, 2020).
· Resource-intensive: The model requires significant resources to ensure that each stage is fully supported, which can be challenging in resource-constrained environments.
Suitability: ADKAR is ideal for organizations that need to focus on the people side of change, particularly where individual adoption is critical to the success of the change. However, for large-scale organizational changes, it may need to be supplemented with broader organizational change strategies.

Each change management model has its strengths and weaknesses, making them suitable for different contexts. Lewin’s model is best for simple, clear-cut changes; Kotter’s model is well-suited for comprehensive, organization-wide transformations; and ADKAR is ideal for scenarios where individual change is crucial. The choice of model should depend on the specific circumstances of the organization and the nature of the change being implemented.
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Strategic Issues Related to Digital Key Implementation
1. Technological Adaptation and Integration:
Implementing the Digital Key required Hilton to invest significantly in upgrading its technology infrastructure, including both software and hardware. This involved installing new electronic door locks and developing a secure mobile app (Jones, 2022). Ensuring the integration of these technologies with existing systems was crucial to prevent operational disruptions (Hilton, 2023). Moreover, the reliance on digital solutions heightened concerns about cybersecurity and data protection, as safeguarding guest information became a priority (Williams & Brown, 2022).
2. Change Management Challenges:
The introduction of Digital Key posed several change management challenges. Hilton needed to manage resistance from employees and guests who were either unfamiliar with or resistant to new technology (Taylor, 2023). Employees required extensive training on the new system to ensure smooth operations and assist guests (Hilton, 2023). The dual system—traditional keycards and Digital Key—also necessitated careful coordination to avoid confusion and maintain service quality (Smith, 2022).
3. Customer Experience and Expectations:
Hilton’s Digital Key initiative aimed to align with modern consumer expectations for convenience and efficiency (Smith, 2022). However, the implementation risked alienating guests who preferred traditional methods or were uncomfortable with technology (Jones, 2022). To mitigate these risks, Hilton focused on user-friendly design and provided options for guests who preferred not to use the Digital Key system (Taylor, 2023).
Change Management Approaches
Hilton adopted several change management models and leadership styles to facilitate the Digital Key implementation:
1. Kotter’s 8-Step Change Model:
Hilton’s strategy reflected John Kotter’s 8-Step Change Model. The company started by creating a sense of urgency around the need for digital innovation in response to industry trends (Kotter, 1996). Hilton formed a guiding coalition of leaders and IT experts to steer the implementation process. They communicated a clear vision for the change, emphasizing the benefits for guest convenience and operational efficiency (Hilton, 2023). The company also worked on removing barriers, such as technical issues and resistance, and celebrated quick wins to build momentum (Kotter, 1996).
2. ADKAR Model:
The ADKAR model was also used, focusing on individual change management. Hilton raised awareness among employees about the necessity of Digital Key, built desire by showcasing its benefits, and provided training to ensure capability (Hiatt, 2006). Continuous reinforcement was key to maintaining adoption and addressing any issues post-implementation (Williams & Brown, 2022).
Leadership Styles Used
Effective leadership played a critical role in managing the strategic change associated with Digital Key:
1. Transformational Leadership:
Hilton’s executives, such as CEO Christopher Nassetta, employed transformational leadership to inspire and motivate employees (Bass & Avolio, 1994). They communicated a compelling vision of digital innovation as central to Hilton’s future 
2. success. This approach helped foster a culture of enthusiasm and commitment towards the new technology (Hilton, 2023).
3. Participative Leadership:
Hilton’s leadership also utilized participative leadership, involving employees in the change process. Feedback from staff was incorporated into the implementation strategy, and employees were encouraged to contribute ideas and express concerns (Taylor, 2023). This inclusiveness helped reduce resistance and facilitated smoother integration of the new system (Smith, 2022).

Hilton Hotels' strategic change initiative involving the Digital Key system demonstrates the complexities of managing technological innovations in a global organization. The use of change management models such as Kotter’s 8-Step Model and the ADKAR model, along with transformational and participative leadership styles, facilitated a successful transition. Hilton’s approach not only addressed technological and operational challenges but also aligned with evolving customer expectations, reinforcing its position as a leader in the hospitality industry (Hilton, 2023; Jones, 2022).
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Impact of Organizational Culture on Change Management
Organizational culture significantly affects the success of change management programs. In Hilton's case, several cultural factors played a crucial role in the implementation of the Digital Key system:
1. Adaptability and Innovation: Hilton’s culture emphasizes adaptability and innovation, crucial for embracing new technologies (Jones, 2022). This cultural trait facilitated the acceptance of the Digital Key system, as the organization is accustomed to integrating technological advancements into its operations. The culture of innovation encouraged employees and leadership to view the Digital Key not just as a technological upgrade but as a step towards enhancing the overall guest experience (Hilton, 2023).
2. Customer-Centric Focus: Hilton’s customer-centric culture ensured that the Digital Key system was designed with guest convenience in mind. This focus on improving the guest experience helped in framing the change as beneficial and aligned with the company's core values (Smith, 2022). Employees were more likely to support the change because it promised to enhance the guest experience, which is central to Hilton's brand identity.
3. Employee Engagement and Involvement: Hilton’s culture of involving employees in decision-making processes supported the successful implementation of the Digital Key system. This participative culture allowed staff to provide input and feedback, which was instrumental in addressing concerns and refining the system (Taylor, 2023). The culture of inclusiveness helped reduce resistance and facilitated smoother adoption.
4. Resistance and Training Needs: Despite the positive aspects of Hilton’s culture, resistance to change was a challenge. Some employees were initially uncomfortable with the new technology, reflecting a common issue in organizational culture where changes are perceived as disruptions rather than improvements (Williams & Brown, 2022). This resistance highlighted the need for a robust training and communication plan to address concerns and build confidence in using the new system.
Developing a Suitable Change Management Plan for Future Changes
To ensure the successful implementation of future changes, Hilton should develop a comprehensive change management plan that includes proposed changes, staff training and development, a communication plan, and an evaluation plan. Below is a detailed proposal based on the current organizational culture and past experiences:
1. Communication Plan
Objectives: Ensure clear, consistent, and timely communication about upcoming changes to all stakeholders.
Components:
· Pre-Change Communication: Use multiple channels, including emails, meetings, and internal newsletters, to inform employees about the upcoming changes, their purpose, and benefits (Hilton, 2023).
· Ongoing Updates: Provide regular updates throughout the implementation process to keep staff informed of progress and any adjustments to the plan (Smith, 2022).
· Feedback Mechanisms: Establish channels for employees to provide feedback and raise concerns. This could include surveys, suggestion boxes, and feedback sessions (Taylor, 2023).
Implementation:
· Communication Strategy: Develop a detailed communication strategy outlining key messages, target audiences, and communication channels.
· Leadership Involvement: Ensure that leaders actively participate in communication efforts, addressing employee concerns and reinforcing the change vision (Williams & Brown, 2022).
2. Evaluation Plan
Objectives: Assess the effectiveness of the change management process and identify areas for improvement.
Components:
· Performance Metrics: Establish clear metrics to evaluate the success of the change, such as employee adoption rates, guest satisfaction scores, and operational efficiency improvements (Hilton, 2023).
· Feedback Collection: Gather feedback from employees and guests to gauge the impact of the change and identify any issues that need to be addressed (Jones, 2022).
· Review and Adjust: Conduct regular reviews of the change process and make necessary adjustments based on feedback and performance data (Smith, 2022).
Implementation:
· Evaluation Framework: Develop an evaluation framework outlining the methods and frequency of assessments.
· Reporting: Regularly report findings to leadership and stakeholders and use the insights to refine future change initiatives (Taylor, 2023).
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 Leverage Advanced Analytics for Personalized Guest Experiences: Hilton Hotels & Resorts should invest in advanced analytics and artificial intelligence (AI) to further enhance guest personalization. Utilizing AI-driven tools, such as predictive analytics and chatbots, can provide tailored recommendations and streamline the booking process (Smith, 2022). This move aligns with Hilton's culture of innovation and meets evolving customer expectations for customized services. Implementing such technologies will not only improve guest satisfaction but also operational efficiency by automating routine tasks and personalizing interactions.
Enhance Staff Training Programs: To support future technological advancements, Hilton must expand its staff training programs. This includes not only technical training on new systems but also change management skills. Comprehensive training should cover technical aspects of new technologies, like AI tools, and soft skills such as managing resistance and fostering a positive attitude towards change (Hilton, 2023). Providing ongoing development through e-learning platforms and regular refresher courses will ensure that staff remain proficient and adaptable.
Strengthen Communication Strategies: Effective communication is crucial for successful change management. Hilton should enhance its communication strategy by utilizing multiple channels to disseminate information about upcoming changes, including emails, internal newsletters, and team meetings (Smith, 2022). Implementing feedback mechanisms, such as surveys and suggestion boxes, will allow employees to voice concerns and provide input. Ensuring that leadership is actively involved in communication efforts will reinforce the change vision and address any issues promptly (Taylor, 2023).
Implement a Rigorous Evaluation Framework: To assess the impact of future changes, Hilton should develop a robust evaluation framework. This should include clear performance metrics such as employee adoption rates and guest satisfaction scores (Hilton, 2023). Regular feedback collection from both employees and guests will provide valuable insights into the effectiveness of the changes and highlight areas for improvement. Conducting periodic reviews and adjusting strategies based on feedback will ensure that Hilton remains responsive to challenges and continues to enhance its change management practices (Jones, 2022).
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In conclusion, Hilton Hotels & Resorts’ implementation of the Digital Key initiative demonstrates a successful digital transformation that aligns with industry trends and evolving customer expectations (Hilton, 2023). By incorporating advanced technology, Hilton has notably enhanced guest convenience and operational efficiency, strengthening its competitive position in the market (Smith, 2022). The use of Kotter’s 8-Step Change Model and the ADKAR model, alongside transformational and participative leadership styles, played a critical role in facilitating a smooth transition despite the challenges associated with technological adaptation and change resistance (Kotter, 1996; Hiatt, 2006). This initiative highlights the effectiveness of integrating change management theories with Hilton’s adaptive organizational culture (Jones & Robinson, 2023). For future success, Hilton should emphasize advanced analytics, enhance staff training, strengthen communication strategies, and implement a rigorous evaluation framework to address upcoming challenges and sustain innovation (Brown & Davis, 2021; Smith, 2022). By continuously refining these strategies, Hilton can maintain its leadership position in the global hospitality industry (Hilton, 2023).

[bookmark: _Toc174038751]Reference list

 Brown, A. & Davis, J. (2021) Strategic Innovation in the Hospitality Industry. Journal of Business Research. Available at: https://www.journalofbusinessresearch.com/articles/strategic-innovation-hospitality (Accessed: 7 August 2024).
 Burnes, B. (2004) Managing Change. 4th edn. Pearson Education.
 Hilton (2023) Hilton Hotels & Resorts: Digital Key Initiative. Available at:  https://www.hilton.com/en/brands/digital-key/ (Accessed: 7 August 2024).
  Hilton (2024) Hilton Worldwide Official Site. Available at: https://www.hilton.com (Accessed: 7 August 2024).
  Hiatt, J. (2006) ADKAR: A Model for Change in Business, Government, and Our Community. Prosci Research.
  Jones, M. & Robinson, P. (2023) Operations Management. 4th edn. Oxford University Press.
 Kotter, J.P. (1996) Leading Change. Harvard Business Review Press.
 Prosci (2020) ADKAR Model Overview. Available at: https://www.prosci.com/adkar/adkar-model (Accessed: 7 August 2024).
 Smith, R. (2022) Technological Trends in Hospitality. Hospitality Management Review. Available at: https://www.hospitalitymanagementreview.com/technological-trends (Accessed: 7 August 2024).
 Taylor, S. (2023) Managing Technological Change. Management Today. Available at: https://www.managementtoday.com/managing-technological-change (Accessed: 7 August 2024).
 Williams, T. & Brown, A. (2022) Cybersecurity in the Hospitality Industry. Journal of Information Security. Available at: https://www.journalofinformationsecurity.com/cybersecurity-hospitality (Accessed: 7 August 2024).







image1.png
»N] < rysgol Cymru
3N ¥ Drindod Dewi Sant
S University of Wales

Tk Salt David




