
STUDENT NAME; MD ALIMUZZAMAN MALIK

STUDENT ID; 2027785

1



Contents
Introduction:.................................................................................................................................... 3

Overview of Literature:................................................................................................................... 3

Application to the Hotel and Hospitality Sector..............................................................................5

Hospitality Industry Policy and Management Options Evaluation................................................. 7

Conclusion....................................................................................................................................... 8

Reference list................................................................................................................................... 9

2



Introduction:
The hotel and hospitality industry is at the centre of technological innovation, always evolving to
meet the changing demands and expectations of modern travellers. Technology, as a current
theme, is essential and relevant to this business, boosting efficiency, improving guest
experiences, and influencing the competitive landscape.

Historically, the hotel and hospitality industry has been defined by a dedication to providing
great service and creating unforgettable experiences for customers. However, with the advent of
technology, the sector has undergone a paradigm shift, adopting digital solutions to simplify
operations, personalise services, and keep up with consumer demands.

The changing behaviour of travellers is one of the primary reasons for the widespread use of
technology in the hotel and hospitality industry. In today's digital age, people rely heavily on
technology to research, book, and manage their travel experiences. Mobile gadgets, in particular,
have become essential tools for travellers, acting as virtual concierges, navigation aids, and
communication hubs during their journeys.

Furthermore, the COVID-19 epidemic has expedited the adoption of technology in the
hospitality industry, as hotels seek to incorporate contactless solutions and health standards to
safeguard the safety and well-being of their guests and employees. Contactless check-in/out,
mobile key access, and digital payment choices have evolved from conveniences to necessity in
the post-pandemic era.

In this context, the chosen technology trend of contactless solutions emerges as a focus point in
the hotel and hospitality industry. Contactless solutions use a variety of technologies, such as
mobile apps, digital kiosks, and IoT devices, to reduce physical interaction and improve the
guest experience.

Technology is critical and relevant in the hotel and hospitality industry because of its capacity to
increase productivity, improve guest experiences, and respond to changing customer demands.
The presence of technology in the sector emphasises the need for hotels to embrace innovation
and exploit digital technologies in order to remain competitive in today's dynamic environment.

Overview of Literature:
Modern technology have proven crucial to guest experience and operational effectiveness in the
ever changing hospitality business (Ariffin and Maghzi, 2020). A SWOT analysis helps the
hospitality industry understand how these technologies affect its strengths, weaknesses,
opportunities and threats.

1. Strength:

Technology boosts productivity and guest satisfaction in the hotel industry. Technology use
improves visitor satisfaction (Brien, Thomas and Brown, 2023). Contactless technology simplify
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check-in/out, room service, and payment. These technologies speed up service, improve
convenience, and boost guest happiness.

Hotel operations can also react to shifting guest preferences and market dynamics thanks to
technology. Integration of cloud-based management systems allows real-time data analysis,
improving decision-making and resource allocation (Brown, 2021).

2. Weaknesses:

Despite its benefits, widespread hospitality technology use has drawbacks. Hotel digitization
raises cybersecurity concerns (Davies, 2023).Hotels are vulnerable to hacks as they collect
massive amounts of guest data, endangering guest privacy and finances.

Technology may also increase guest technological gaps. Those without digital gadgets or
computing skills may struggle to enjoy the hotel experience. This digital gap emphasises the
need for inclusive and accessible hospitality technology (Guerrier, 2021).

3. Opportunities:

Modern technology offers several hotel business expansion and innovation options. AI and ML
could transform guest experiences and operational efficiency. personalises guest experiences,
from recommendations to customised services based on preferences and behaviours (Guilding
and Lamminmaki, 2021).

The hotel industry has adopted contactless solutions faster due to the COVID-19 epidemic. As
hotels adjust to changing customer demands and health requirements, contactless technology can
be developed and implemented. These solutions improve safety, hygiene, operational efficiency,
and guest happiness.

4. Risks:

Technology has many benefits for the hotel industry, but it also offers problems like
obsolescence. Brown and hotels must modernise their systems to be competitive as technology
advances (Hassanien, 2023). Failure to do so may result in outmoded systems that reduce
operating efficiency and visitor satisfaction.

Overreliance on technology may also reduce hospitality and personalised service. Technology
can dehumanise guests by streamlining and automating operations. Technology must be used to
improve productivity while maintaining hospitality's warmth and personalisation.

As shown by SWOT analysis, the current technological trend has a major impact on the hotel
industry. Hotels must use technology to improve productivity, guest experiences, and
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competitiveness in a changing market. However, reducing cybersecurity risks, technological
inequities, and hospitality loss is crucial. Hotels can thrive in the digital age and satisfy modern
travellers by carefully using technology and prioritising guests (Ingram, 2021).

Application to the Hotel and Hospitality Sector

The Impact of Contactless Solutions on Hotel Guest Services

Hotel guest services have been transformed by contactless solutions, improving operations and
experiences. Technology, especially mobile apps and digital systems, has changed how visitors
engage with hotels and how hoteliers run operations. This comprehensive analysis examines the
multifaceted effects of contactless solutions on hotel guest services, including mobile check-in,
keyless entry systems, in-room controls, mobile payment options, operational efficiency, and
guest experience. We thoroughly evaluate the pros and cons of these technological advances and
suggest strategic management solutions to optimise their adoption and ensure smooth integration
with hospitality's core values (Jameson, 2021).

The Impact of Mobile Check-In

Mobile check-in marked a turning point in hotel visitor services. Remote check-in lets guests
skip the front desk and go straight to their rooms. This saves guests time and lowers lobby
congestion, improving safety and social distance. Mobile check-in also suits modern travellers
who value efficiency and convenience in hotels. Hotels may improve client happiness and
operations by using mobile apps for check-in (Jeffrey and Hubbard, 2022).

Keyless Entry Systems and Room Controls

Contactless solutions' influence extends beyond the check-in process to include keyless access
systems and in-room controls. Guests can now use their iPhones as digital keys to easily unlock
their accommodations. This not only improves security, but also gives guests a sense of control
and comfort. In-room controls, such as temperature and lighting settings, contribute to a more
personalised and pleasant stay. These elements are in line with the desires of modern travellers
who value customisation and flexibility in their hotel experience. Hotels may improve the guest
experience and stand out in a competitive market by combining keyless entry systems and
in-room controls (Kelliher, 2020).

Mobile Payments and Financial Security

The incorporation of mobile payment options into the hotel experience marks yet another
significant improvement in guest services. Guests can now use their smartphones to make
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purchases within the hotel, removing the need for traditional cash transactions. From a
managerial perspective, this not only reduces the chance of theft but also improves overall
financial security for both guests and hoteliers (Kinderlerer, 2020). Contactless payment methods
provide a seamless and safe transaction experience that is consistent with the desires of current
consumers who value ease and digital connectedness. Hotels that implement mobile payment
systems can streamline financial operations, cut operational expenses, and improve the overall
guest experience.

Streamlined Operations and Resource Allocation

From a managerial standpoint, contactless technologies provide numerous options to streamline
processes and optimise resource allocation. Data analytics, for example, can be a valuable tool
for hotels to correctly estimate demand. This enables dynamic pricing schemes and effective
personnel allocation depending on real-time occupancy levels. The end result is a more adaptable
and resource-efficient operational model that reflects the dynamic character of the hospitality
business. Hotels may use data-driven insights to optimise operational operations, save costs, and
improve overall performance.

Challenges and Management Responses

Despite the obvious advantages, it is vital to evaluate the impact of contactless technologies on
the hospitality experience. One of the most difficult difficulties is balancing technology
efficiency with the human element of hospitality. While contactless solutions improve
operational efficiency, they risk eroding the personalised interactions and emotional ties that
characterise the hospitality experience. Furthermore, the rapid evolution of technology creates a
risk of obsolescence, necessitating ongoing investment to remain current and competitive
(Ariffin and Maghzi, 2020).

Management’s Responses

Effective management responses require leveraging the benefits of contactless solutions while
minimising their drawbacks. Strategic decisions must be made to guarantee that technology is
seamlessly integrated with the key concepts of hospitality. Hotels that prioritise the human
element of hospitality can stand out in a competitive market and develop meaningful visitor
experiences. Furthermore, ongoing investment in technology and employee training is required
to keep up with the latest innovations and preserve a competitive advantage. Hotels that take a
holistic approach to digital integration can improve guest services, increase operational
efficiency, and provide excellent guest experiences (Leung and Law, 2022).

Contactless solutions have changed hotel guest services. From smartphone check-in to keyless
entrance and mobile payment, these technologies help visitors and hoteliers. To ensure a
seamless and personalised guest experience, technology integration hurdles must be properly
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navigated. Hotels may improve guest services, streamline operations, and stay competitive in a
fast-changing sector by using contactless solutions and strategic management (Watson, 2022).

Hospitality Industry Policy and Management Options Evaluation
Hotels must modify their policies and management methods to maximise the benefits of
contactless solutions while minimising risks as technology and consumer preferences change the
hospitality industry. In this detailed research, we will examine future policy and management
alternatives that prioritise data security and privacy, invest in staff training and development, and
use emerging technology to innovate and differentiate hospitality (Melanson, 2020).

Data Security and Privacy Priorities

A important part of future hospitality policy and management is data security and privacy. Hotels
are gathering and storing massive amounts of guest data, including personal and transactional
data, thanks to contactless solutions. Hotels must follow strict data collecting, storage, and use
standards to preserve trust and credibility.

Hotels must invest in strong data security to secure visitor data from unauthorised access and
breaches. Implement encryption techniques, access controls, and frequent security audits to
discover and address weaknesses (Guerrier, 2021). Hotels should also have data privacy policies
that explain how guest data is gathered, stored, and used, giving guests transparency and
responsibility.

Hotels must also comply with the EU's General Data Protection Regulation (GDPR) and the US's
California Consumer Privacy Act (CCPA). Monitoring regulatory developments and taking
proactive steps to satisfy data protection needs is necessary. Hotels can build trust and loyalty by
prioritising data security and privacy.

Training and developing staff

Future policy and management alternatives must include continual training and development
programmes to equip staff with digital capabilities. While technology improves efficiency,
human interaction is key to great hospitality. Hotels must empower staff to use technology to
strengthen relationships rather than replace them (Hassanien, 2023).

Hotels should first teach personnel on contactless solutions so they can use digital systems and
help visitors with technology issues. Staff receive training on mobile check-in, keyless entry, and
mobile payment alternatives to ensure smooth guest experiences.

Hotel personnel should also receive soft skills training to improve communication and
interpersonal abilities. Even though technology is everywhere, hospitality professionals must be
skilled at creating relationships, knowing client preferences, and providing personalised service.
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Staff receive active listening, empathy, and problem-solving training to surpass visitor
expectations and build lasting relationships (Nevett, 2021).

Hotels should also foster a culture of continual learning and innovation, allowing staff to learn
new technologies. Professional development, certificates, and workshops on digital marketing,
data analytics, and hospitality trends are included. Hotels can boost employee satisfaction,
service, and innovation in a fast-changing sector by investing in staff training and development
(Melián-González and Bulchand-Gidumal, 2021).

Utilising New Technologies

Contactless systems combined with AI, AR, and voice recognition offer tremendous potential for
hospitality innovation and distinction. With these tools, hotels can anticipate guest demands,
personalise experiences, and create unforgettable moments (Otting, 2023).

Emerging technologies can improve guest interaction and personalisation. For instance,
AI-powered chatbots may answer questions quickly, recommend personalised experiences, and
streamline bookings. AR applications can also let guests visualise room configurations, explore
amenities, and view interactive hotel maps before and throughout their stay.

Hotel rooms may now use speech recognition for hands-free interactions and intuitive controls.
Voice commands allow guests to control room settings, request services, and access information
seamlessly and immersively. AI-driven analytics can also predict guest needs and personalise
recommendations, allowing hotels to provide personalised experiences (Sapienza, 2022).

In addition, new technologies can improve hotel operations and resource management.
AI-powered predictive analytics can optimise inventory, personnel, and pricing based on
real-time data and demand estimates. IoT devices and sensors can also monitor energy
consumption, optimise room temperatures, and predict maintenance concerns, saving money and
improving sustainability (Tsang and Qu, 2022).

Contactless technologies are transforming the hotel and hospitality industry by improving
efficiency, safety, and personalisation. Hotels can adapt to the changing hospitality industry and
provide excellent experiences for modern travellers by embracing technology and proactive
management. Data security and privacy, personnel training and development, and emerging
technology can help hotels succeed in a digital-first environment and innovate and differentiate
in the hospitality sector (Wang, Yang and Yang, 2021).
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Conclusion
Contactless technologies have transformed the hotel and hospitality industry, bringing efficiency,
safety, and personalisation. This report examined how contactless technologies streamline guest
services, affect operational efficiency, and shape future legislation.

It has been evaluated contactless solutions' strengths, shortcomings, possibilities, and dangers in
the hospitality industry after reviewing literature and real-world instances. Contactless
technologies offer convenience, security, and operational efficiency, but they also raise data
security concerns and the risk of losing the human touch in visitor interactions.

Despite these challenges, contactless solutions provide hospitality a great opportunity for
innovation and uniqueness. Hotels can create unique and meaningful experiences for modern
travellers by using emerging technology and prioritising guest experience.

Hotels must employ proactive management techniques to maximise contactless solution potential
while minimising hazards. This involves prioritising data security and privacy, personnel training
and development, and using new technology to improve guest experiences.

Overall, contactless solutions have become an essential element of the hotel and hospitality
business, benefiting visitors and hoteliers. Hotels can adapt to current travellers' wants and create
extraordinary experiences by embracing technology and proactive management.

9



Reference list

Ariffin, A.A.M. and Maghzi, A. (2020). A preliminary study on customer expectations of hotel

hospitality: Influences of personal and hotel factors. International Journal of Hospitality

Management, 31(1), pp.191–198. doi:https://doi.org/10.1016/j.ijhm.2011.04.012.

Brien, A., Thomas, N.J. and Brown, E.A. (2023). How hotel employee job-identity impacts the

hotel industry: The uncomfortable truth. Journal of Hospitality and Tourism Management,

31(122321), pp.235–243. doi:https://doi.org/10.1016/j.jhtm.2017.03.005.

Brown, J.B. (2021). Management Accounting for Hospitality and Tourism. International Journal

of Hospitality Management, 20(1), pp.101–102.

doi:https://doi.org/10.1016/s0278-4319(00)00029-3.

Davies, E.J.G. (2023). The practice of hospitality management,. International Journal of

Hospitality Management, 1(2), pp.128–129. doi:https://doi.org/10.1016/0278-4319(82)90049-4.

Guerrier, Y. (2021). Women in the hotel and catering industry by hotel and catering training

board. International Journal of Hospitality Management, 7(2), pp.169–170.

doi:https://doi.org/10.1016/0278-4319(88)90040-0.

Guilding, C. and Lamminmaki, D. (2021). Benchmarking Hotel Capital Budgeting Practices To

Practices Applied in Non-Hotel Companies. Journal of Hospitality & Tourism Research, 31(4),

pp.486–503. doi:https://doi.org/10.1177/1096348007302351.

Hassanien, A. (2023). Exploring the Relationship Between Hotel Renovation and Hotel

Inspection. International Journal of Hospitality & Tourism Administration, 8(4), pp.1–21.

doi:https://doi.org/10.1300/j149v08n04_01.

Ingram, H. (2021). Hotel World20021Ali Smith. Hotel World. London: Hamish Hamilton246

pp., ISBN: 0 241 14109 5 £10.99. International Journal of Contemporary Hospitality

Management, 14(6), pp.320–320. doi:https://doi.org/10.1108/ijchm.2002.14.6.320.1.

10



Jameson, S.M. (2021). Hospitality management—A human resources approach. International

Journal of Hospitality Management, 13(1), pp.73–75.

doi:https://doi.org/10.1016/0278-4319(94)90060-4.

Jeffrey, D. and Hubbard, N.J. (2022). A model of hotel occupancy performance for monitoring

and marketing in the hotel industry. International Journal of Hospitality Management, 13(1),

pp.57–71. doi:https://doi.org/10.1016/0278-4319(94)90059-0.

Kelliher, C. (2020). Hospitality Retail Management: a Unit Manager’s Guide. International

Journal of Hospitality Management, 20(1), pp.107–108.

doi:https://doi.org/10.1016/s0278-4319(00)00047-5.

Kinderlerer, J. (2020). Responsible hospitality: microbiology for the hospitality industry.

International Journal of Hospitality Management, 16(3), pp.313–315.

doi:https://doi.org/10.1016/s0278-4319(97)89038-x.

Leung, R. and Law, R. (2022). Evaluation of Hotel Information Technologies and EDI Adoption.

Cornell Hospitality Quarterly, 54(1), pp.25–37. doi:https://doi.org/10.1177/1938965512454594.

Melanson, K. (2020). Cornell-ESSEC Institut de Management Hotelier International fifth annual

hotel conference: ‘Globalization of the hotel industry’. International Journal of Hospitality

Management, 10(4), pp.391–392. doi:https://doi.org/10.1016/0278-4319(91)90026-e.

Melián-González, S. and Bulchand-Gidumal, J. (2021). Extending the scope of hotel client

reactions to employee injustice: Hotel employer reviews on the Internet. International Journal of

Hospitality Management, 63(12231), pp.93–100. doi:https://doi.org/10.1016/j.ijhm.2017.03.003.

Mitchell, P. (2021). Human Resource Management in the Hospitality Industry. International

Journal of Hospitality Management, 16(1), pp.122–123.

doi:https://doi.org/10.1016/s0278-4319(97)81212-1.

Nevett, W. (2021). Operations management perspectives and the hospitality industry.

International Journal of Hospitality Management, 4(4), pp.173–178.

doi:https://doi.org/10.1016/0278-4319(85)90055-6.

11



Otting, H. (2023). Hospitality management students’ cognitive style. Research in Hospitality

Management, 3(1), pp.33–38. doi:https://doi.org/10.1080/22243534.2013.11828301.

Sapienza, D.L. (2022). What University Hotel Students Ought To Study: Opinions Expressed By

a Selected Group of Nevada Hotel Executives. Journal of Hospitality & Tourism Research, 2(2),

pp.11–16. doi:https://doi.org/10.1177/109634807800200203.

Slattery, P. (2020). Social scientific methodology and hospitality management. International

Journal of Hospitality Management, 2(1), pp.9–14.

doi:https://doi.org/10.1016/0278-4319(83)90045-2.

Tsang, N. and Qu, H. (2022). Service quality in China’s hotel industry: a perspective from

tourists and hotel managers. International Journal of Contemporary Hospitality Management,

12(5), pp.316–326. doi:https://doi.org/10.1108/09596110010339706.

Wang, Y. (Raymond) (2022). Tourism and hospitality management in China. International

Journal of Hospitality Management, 27(3), pp.323–324.

doi:https://doi.org/10.1016/j.ijhm.2007.10.007.

Wang, Y.-C., Yang, J. and Yang, C.-E. (2021). Hotel internal branding: A participatory action

study with a case hotel. Journal of Hospitality and Tourism Management, 40(3211), pp.31–39.

doi:https://doi.org/10.1016/j.jhtm.2019.05.002.

Watson, S. (2022). Hospitality management—An introduction. International Journal of

Hospitality Management, 15(1), pp.87–89. doi:https://doi.org/10.1016/s0278-4319(96)90039-0.

12


