[image: ]
Introduction




Importance of Digital Transformation



Literature Review - Key Theories




PESTEL Analysis - Summary




[image: A screenshot of a company's company's website

Description automatically generated]
[image: ]

[image: ]
References 
Aithal, P.S., (2021) Impact of AI-driven digital transformation on service quality in the hotel industry. Journal of Management Studies, 48(4), pp.112-128.
Bowen, J.T. and Morosan, C., (2018) Emerging consumer behaviour in the age of artificial intelligence. Journal of Hospitality Marketing & Management, 27(7), pp.785-803.
Bowie, D., Buttle, F., Brookes, M. and Mariussen, A., (2016) Hospitality marketing: Principles and practice. Oxford University Press.
Buhalis, D. and Leung, R., (2018) Smart hospitality—Interconnectivity and interoperability towards an ecosystem. International Journal of Hospitality Management, 71, pp.41-50.
Gretzel, U., (2021) Artificial intelligence in hospitality: Challenges, opportunities, and ethical considerations. Journal of Hospitality & Tourism Technology, 12(2), pp.121-139.
Hassanien, A., Dale, C., Clarke, A. and Herriott, A., (2020) Hospitality business development. Routledge.
Ivanov, S. and Webster, C., (2019) Adoption of robots, artificial intelligence, and service automation by travel, tourism, and hospitality companies – A cost-benefit analysis. International Journal of Contemporary Hospitality Management, 31(12), pp.3879-3896.
Mariani, M.M. and Borghi, M., (2019) Tech-savvy travelers and digital transformation in tourism. Tourism Review, 74(3), pp.389-400.
Neirotti, P., Raguseo, E. and Paolucci, E., (2016) Are customers ready for digital innovations in the hotel industry? International Journal of Hospitality Management, 62, pp.265-288.
Sigala, M., (2020) AI technologies and customer-centric hospitality services. Journal of Hospitality & Tourism Management, 45, pp.58-66.
Tussyadiah, I.P., (2020) How AI influences traveler decision-making in hospitality services. Journal of Hospitality & Tourism Technology, 11(3), pp.511-528.
Wang, Y., Li, J., Zhen, Q. and Zhang, D., (2016) Mobile apps as service tools in hotel operations: A study of critical success factors. Journal of Hospitality & Tourism Technology, 7(4), pp.301-315.

[image: ]

Enhances guest experiences through personalised services


Streamlines operations, reducing costs and improving efficiency


Critical in addressing health and safety concerns in post-pandemic hospitality


Aligns with modern traveller preferences for seamless digital experiences



Artificial Intelligence (AI) enables personalised guest experiences through data analysis (Tussyadiah, 2020)


Internet of Things (IoT) creates smart rooms and optimises energy management (Wang et al., 2016)


AI-driven operational efficiency - from housekeeping to dynamic pricing (Ivanov and Webster, 2019)



Political: Government support through tax incentives, but data privacy laws like GDPR pose challenges (Aithal, 2021).


Economic: High upfront costs for smaller businesses, but long-term cost savings (Neirotti et al., 2016).


Social: Tech-savvy travellers expect digital experiences; personalisation is key (Mariani and Borghi, 2019).


Technological: AI and IoT are revolutionising operations, from guest services to energy management (Buhalis and Leung, 2018).


Environmental: AI reduces energy use, helping hotels meet sustainability goals (Hassanien et al., 2020).


Legal: Compliance with GDPR and data security laws is essential (Bowie et al., 2016).



The hotel and hospitality sector is undergoing rapid transformation driven by digital technologies.


Technologies like AI, IoT, and mobile applications are essential for guest experience and operational efficiency.


Digital transformation has become crucial in post-COVID-19 recovery, with increased demand for contactless services.
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Industry

Responses

Leading hotel chains (e.g., Hilton,
Marriott) adopting Al for guest
services and energy management

Smaller hotels facing challenges
due to high costs but adopting
scalable digital infrastructures

Increasing focus on sustainability
through loT-driven energy
optimisation

Hotels investing in staff training to
integrate Al alongside human
services




image28.png
Future Policy and
Management Options

¢ Governments should offer financial support to smaller hotels for digital
transformation

¢ Emphasising the importance of data privacy compliance with GDPR (Bowie
et al,, 2016)

* Investing in scalable Al solutions that offer both short-term efficiency and
long-term flexibility

e Staff training programmes to align human roles with Al-driven operations
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Conclusion

Digital transformation is no longer
optional for the hospitality sector.

Embracing Al, loT, and digital
technologies allows hotels to enhance
guest experiences and streamline
operations.

However, challenges such as cost, data
privacy, and job displacement must be
addressed.

Hotels that effectively adopt these
technologies will be better positioned
for future success.
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