Student name: Ruxandra Laczko
Student ID number: 2107521
Lecturer’s name: Ernest Wavei

Acknowledgment: Al have not been used in this research paper.
Theme Title: Contemporary themes within technology. 
Conference paper. 
Abstract:
This conference paper's aim is to highlight contemporary themes in the hospitality industry. The main research is about technology and how the hospitality industry adapted to modern technologies and trends. 
Findings show that the hospitality sector is adapting to current trends, such as introducing recent technology which offers hotels a competitive advantage. However, with modern technology improvement and data management are equally important, also the human touch. Key research shows the use of mobile phones, the weakness and strengths of data users, digital marketing, and hotel services. 




Introduction 
The rapid advancement of technology has profoundly influenced the hotel and hospitality sector, with mobile apps emerging as a significant contemporary theme. Mobile apps are transforming the way hotels operate and interact with their guests by providing seamless, efficient, and personalized services. This paper explores the importance and relevance of mobile apps in the hospitality industry, highlighting their impact on customer experience and operational efficiency. 
The hospitality sector, characterized by intense competition and a constant need for innovation to meet evolving consumer demands, has seen a significant transformation in customer service and experience due to technology, with the rise of mobile apps, contactless payments, AI, and smart technologies helping hotels stay competitive and meet tech-savvy traveler's expectations, as noted by Stilinovic and Hutchinson (2022), who emphasize the importance of understanding the complexities of Internet regulation and digital innovation in addressing contemporary challenges in the industry.

Overview of Literature 
To understand the impact of mobile apps on the hospitality industry, a SWOT analysis is employed, drawing on the latest findings from current journal articles and industry reports. This includes the analysis of academic findings, relevant to technology and mobile app users within the hospitality industry, identifying key themes such as customer satisfaction using modern technologies and innovations within hotels, such as mobile users, artificial intelligence, and online payments. 
Here are some findings align to this paper's main concept; a swot analysis was used to find key themes and gaps within technology in the hospitality industry.
Strengths:  Mobile apps offer personalized services, such as tailored recommendations with loyalty programs, to enhance customer satisfaction and loyalty (Wang et al., 2020). These apps can enhance guest satisfaction and ensure the customer experience reaches the desired result, helping hotels to minimize labor work. 
With operational efficiency, apps streamline various processes, including check-in/check-out, room service, and housekeeping requests, leading to improved operational efficiency (Ivanov & Webster, 2019). 
Mobile apps provide valuable data on guest preferences and behavior, enabling hotels to offer more personalized services and improve marketing strategies, while updating the guests about future hotel updates, prices, changes (Berezina et al., 2019). 
While digital marketing, machine learning, and AI-powered chatbots improve customer service and satisfaction (Farıd Huseynov, 2023).
Innovations such as mobile payments and restaurant management systems reduce wait times and streamline operations efficiency, used mobile payment such as convenient for users, leaving physical payment cards behind (Liébana-Cabanillas et al., 2020; Kocaman and Kocaman, 2019).
Contactless payments, digital keys, and self-check-in systems address health and hygiene concerns, particularly post-COVID-19, introduced after pandemic, and become a trending behavior (Hao et al., 2022).

Weaknesses 
High Implementation Costs: Developing and maintaining a mobile app can be expensive, particularly for smaller hotels with limited budgets, however big hotel chains such as Marriott International or Hilton are leading the hotel industry, developing their own mobile apps and property management system (Chung et al., 2020). 
Dependence on Technology: Over-reliance on mobile apps may lead to challenges if technical issues arise, potentially affecting guest satisfaction, these can be numerous examples such as internet, power cut, loss off the handset, hotel management system (Kong et al., 2020). 
The increased use of digital technologies raises issues around data protection and cybersecurity (Srivastava et al., 2021).
Opportunities 
Mobile apps provide opportunities for hotels to differentiate themselves by offering unique features and services that cater to the needs of modern travelers (Huang & Liu, 2020). 
Apps can support sustainability efforts by promoting digital check-ins, reducing paper use such as invoices, and encouraging eco-friendly practices (Jones et al., 2020). 
The adoption of AI and robotics can set hotels apart from competitors by offering unique, high-tech guest experiences (Çeltek, 2020).
Threats 
The increased use of mobile apps raises concerns about data security and privacy, which can impact guest trust and hotel reputation (Ivanov et al., 2019). 
According to Law et al, (2020) Online travel agencies (OTAs) also leverage mobile technology, posing a threat to direct bookings through hotel apps. However, the use of mobile apps helps customers to find the best deals, leading hotels to pay commission fees (Law et al., 2020). Competition is exceedingly high, between hotel apps and online travel agencies. 
Analyzing the findings in literature review to meet the research expectations, the conclusions are that the use of rising technology and use of mobile phones and apps within the hospitality industry can help enhance the customer experience, and operational efficiencies, while the threat for data privacy leaks and competition from online travel agencies are high. However, innovation can differentiate within the marketing position, while practicing sustainable initiatives. 
Application to the use of technology in the Hotel and Hospitality Sector 
Focus Area: Hotel Operations and Guest Services 
In this section, we examine the real impacts of mobile apps on hotel operations and guest services, providing examples of management responses to these contemporary issues, while analyzing the strengths and limitations in the hospitality sector, including an analysis to see how the future policies and innovations align with political, economic, social, technological, and environmental factors.     
Digital bookings and mobile apps have revolutionized how customers interact with hotels. 
The adoption of these technologies has been particularly notable and advertised at local hotels. Veezu, a local taxi company, uses QR codes in hotels, allowing customers to easily access services through their smartphones (Veezu, 2024). Hotels helping companies to promote other companies shows the interaction of community while making it easier for the guest to find local transportation. This integration of mobile technology enhances convenience for travelers and streamlines service delivery.
During the COVID-19 pandemic, platforms like Deliveroo, Just Eat, Go Puff, HelloFresh, and Yoello saw a surge in usage as customers relied on mobile apps for food ordering and delivery (World Health Organization, 2021). These services not only provided essential services during lockdowns but also highlighted the growing trend of digital ordering and contactless payment methods, while hotels successfully adapting the contactless services (HelloFresh, 2024, deliveroo.co.uk, 2021).
Economic impact to the technological adoption in hospitality can streamline operations, reduce costs, and improve customer trust.  Highlighting the importance of integrating technology to meet evolving consumer expectations and maintain competitiveness in the hospitality industry, the integration of artificial intelligence or automated check-in check-out system (Srivastava et al., 2021).  
Çeltek (2020) suggests that the QR code is widely used in the hospitality sector and helps reach the information faster than traditional marketing or advertising, users with the help of smart phones using the camera can access information instantly trough scanning the QR code given. Customers can access information at national parks, zoos, restaurants, hotels, museums and so on. Diverting users from offline to online, this method is widely used by companies and marketing. 
Technological breakdown: Strengths of the hospitality industry are the following.
Technologies like AI and IoT streamline operations (e.g., automated check-in/out, smart rooms) improving efficiency to support this, here are some findings:
Blockchain is a digital system that keeps a secure record of transactions, tracking both money and assets (Jain et al., 2023). It works by linking blocks of information in a chain, making it safe and unchangeable. While not common yet in hospitality, it has potential to improve services, like tracking guests, reducing wait times, and managing loyalty programs. It can also help with security by storing IDs (Seppala, Mucha and Mattila, 2023).
Biophilic design, which focuses on bringing nature into space, is becoming more popular in hotels. Using natural light, plants, and sustainable materials, it helps reduce stress and improve air quality, creating a better guest experience (Kellert, Heerwagen and Mador, 2008).
Environmental focus in hospitality industry - In hotel lobbies, biophilic design can promote health and wellness, creating a positive impact on overall guest experience. In guest rooms, biophilic patterns can help reduce stress and improve concentration. Even with limited budgets, biophilic design can solve common room design issues by incorporating sufficient daylight. Furthermore, in food and beverage establishments like bars and restaurants, biophilic design can provide a multisensory experience, connecting guests with nature through enhanced sound, taste, smell, and touch. This integrated approach to design not only benefits guests but also promotes sustainability and well-being (Batabyal and Das, 2019).
Social impact on digitalization is an emerging trend aligning with consumer demands.
According to Fernandes and Melo (2023) the digital era and new trend within smart technology are used within hospitality industry as, they are responsive to contemporary trends, and adding value through technology is differentiated from competitors. The hospitality uses the service robots for services without human contact, integrated with artificial intelligence technology to enhance services. 
The adoption of AI and robotic technologies in hospitality is accelerating globally, with research focusing on their impact on business operations and customer satisfaction. The integration of these technologies in the tourism sector, especially in smart hotels, is gaining significant importance. Smart hotel studies leverage advanced computer technologies and are prominent in countries like the USA, China, Korea, and Singapore.  
Hotels like Marriott and Hilton have successfully integrated mobile apps to enhance guest experiences. Marriott's Bonvoy app allows guests to check in and out, unlock their rooms with a mobile key, request services, and chat with hotel staff. This has led to higher guest satisfaction scores and increased loyalty program enrollments (Marriott International, 2020). 
Mobile apps streamline hotel operations by automating routine tasks. For example, Hilton's Digital Key technology enables guests to bypass the front desk and go directly to their rooms, reducing check-in times and freeing up staff to focus on personalized guest interactions (Hilton Worldwide Holdings Inc., 2020). Improving operational efficiency of the hotel and enhancing the guest experience.
Hotels are leveraging data collected through mobile apps to offer personalized marketing and loyalty programs. The Accor ALL app uses guest data to provide tailored offers and recommendations, resulting in higher engagement and increased revenue from repeat customers (Accor, 2020). 
Legal demonstration of technology, despite the benefits, the adoption of mobile apps in the hospitality sector presents challenges. One significant issue is ensuring data security and privacy, and hotels should invest in high maintenance of online data. Additionally, there is a need for continuous updates and improvements to the app to meet changing customer expectations and technological advancements (Berezina et al., 2019). 
Based on the analysis and current trends, the following recommendations are made for the hospitality industry to effectively leverage mobile apps: 
 -Enhance user experience with AI and robotics, the hotels should continue integrating AI and robotic technologies with mobile apps to improve efficiency and personalization. Implementing AI-driven chatbots and service robots can handle routine tasks, freeing up staff to focus on more complex guest interactions (Ivanov & Webster, 2019). 
Hotels have responded to contemporary technological trends by investing in digital infrastructure. For instance, the introduction of AI-powered chatbots has enhanced customer service by providing 24/7 assistance and personalized recommendations. However, this shift also presents challenges, such as the need for ongoing maintenance and updates to keep up with technological advancements, while the cost of maintaining is also high. 
The use of contactless payment systems, digital keys, and self-check-in/check-out processes has improved operational efficiency and customer satisfaction. These technologies reduce wait times, minimize physical contact, and enhance the overall guest experience. However, they also require significant investment and robust cybersecurity measures to protect sensitive customer data.
 -Focusing on sustainable practices, hotels can develop and implement sustainable management models that prioritize environmental and social responsibility. Utilizing smart technology within apps to monitor and reduce energy consumption and waste, supporting sustainability initiatives (Jones et al., 2020). 
-Investing in security and data protection to strengthen security measures for digital payment systems and smart cards integrated within mobile Apps and Implementing robust data protection protocols to safeguard guest information and build trust (Ivanov et al., 2019). 
-Balancing technology and human connection to ensure that the adoption of technology does not compromise the human aspect of hospitality. Offering a blend of high-tech and high-touch services to cater to different customer preferences, maintaining an individualized touch in guest interactions (Kong et al., 2020). 
 -Adapting to emerging trends to stay updated with digital marketing, online influencers, and mobile services to engage customers and enhance brand visibility. Leveraging data analytics to understand customer preferences and tailor offerings accordingly (Huang & Liu, 2020). 
Research by Sepalla et al. (2023) suggests that digital marketing has evolved significantly, with platforms like Facebook, Netflix, and Amazon using machine learning techniques to personalize and collect data from customers, thereby enhancing customer experiences and increasing service satisfaction through monitoring and algorithms. The trend of data collection for digital marketing and future customer service, such as AI-based chatbots, is gaining traction within organizations. Farid Huseynov (2023) predicts that chatbots will replace human customer service by 2027.
Kuehn and Porter (2019) highlight that technology in management extends beyond hardware to include managerial innovation. Hotels should adapt to these contemporary trends by integrating advanced digital marketing strategies and machine learning techniques to better understand and cater to their guests' preferences. Implementing AI-based chatbots can streamline customer service, providing quick and personalized responses, and enhancing overall guest satisfaction. By learning more about customers through data analytics, hotels can offer tailored experiences that meet the evolving demands of tech-savvy travelers.

Smart hotels, such as the Fly Zoo Hotel in Hangzhou, China, exemplify the integration of advanced technologies in hospitality. Powered by Alibaba Group's AI services, this hotel utilizes AI room service, mobile key access, and voice assistants to create a seamless and enhanced guest experience. These innovations highlight the potential for technology to transform hotel operations and set new standards for guest satisfaction (Fernandes and Melo, 2023).
-Enhance safety and convenience for guests by expanding contactless services, such as digital keys, self-check-in, and mobile payments. Regularly updating these technologies to meet evolving customer expectations (Hao et al., 2022). 
 -Improving the Online Booking Platforms for hotels, that is offering flexible options like free cancellations and refundable bookings through online booking platforms. Utilizing data analytics to optimize pricing strategies and enhance customer satisfaction (Masiero et al., 2020). An online platform like TripAdvisor offers such methods, including online agency help, this trend become a marketing generator for customers' behavior reference (Tripadvisor, 2024). This finding shows insights on consumer preference on nonrefundable and refundable hotel room offerings; thus, this finding suggests that hotels should update refundable policies for guest purchase and higher profit margins. 
-Developing and maintaining user-friendly mobile apps that facilitate easy access to services, information, and payment options. Ensuring these apps are regularly updated to provide the best user experience (Srivastava et al., 2021). 
-Conducting ongoing research on the impact of AI and robotic technologies on customer satisfaction and business operations. Address gaps between technology use and personal connections in hospitality to achieve satisfactory organizational performance (Arici et al., 2023). 
Limitations to the use of technology in the hospitality industry can be related to:
The excessive costs of implementing advanced technology, coupled with technological disparity among smaller establishments, cybersecurity risks, time-consuming staff adaptation, and potential over-reliance on automation, pose challenges to adopting new systems in hospitality, potentially impacting guest satisfaction and operational efficiency.

Conclusion 
The rapid advancement of technology has profoundly transformed the hospitality sector, with mobile apps playing a pivotal role in enhancing customer experiences and operational efficiency. As hotels face intense competition and the need for constant innovation, the integration of mobile apps, AI, and smart technologies becomes essential to meet the evolving demands of tech-savvy travelers.
Mobile apps offer numerous benefits, such as personalized services, operational efficiency, data collection, and enhanced safety measures. However, challenges like high implementation costs, technological dependence, and data privacy concerns must be addressed. To stay competitive, hotels must innovate by leveraging advanced digital marketing strategies, AI-powered chatbots, and sustainable practices.
Successful case studies, such as those of Marriott and Hilton, demonstrate the positive impact of mobile apps on guest satisfaction and loyalty. Yet, these advancements require significant investment in digital infrastructure and robust cybersecurity measures. Hotels must also balance technology with human connections, ensuring personalized guest interactions.
To adapt to emerging trends, hotels should focus on expanding contactless services, improving online booking platforms, leveraging mobile apps for customer engagement, and conducting ongoing research on AI and robotics. By embracing these strategies, the hospitality industry can continue to enhance customer experiences, streamline operations, and maintain a competitive edge in an increasingly digital world.
The integration of technology in the hospitality sector is not merely about adopting new tools but about reimagining the entire guest experience. By understanding and addressing contemporary challenges through innovation and managerial foresight, hotels can thrive in this dynamic landscape and meet the ever-evolving expectations of their guests. 
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