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Abstract 
The meetings, incentives, conferences, and exhibitions (MICE) industry is a significant segment in the hospitality sector that helps hotel to sustain their occupancy and profitability. The COVID-19 pandemic, however, altered the organisation of meetings and events, introducing the emergence of hybrid and digital events. The paper examines the impact of these new formats on the operations of hotels, customer experience, and revenue models. The research method is qualitative secondary research, which relies on scholarly articles, books, and reports on the industry. Currently, the study uses both PESTLE and STAR analysis to learn about the external side of hybrid MICE and the reaction of hotels to the alterations. The results indicate that digital and hybrid events give hotels a greater degree of flexibility, extended reach, and prospective revenue. Meanwhile, the high costs of technology, the necessity to train the staff, and the problem of data protection are the challenges faced by hotels. Altogether, the research finds that hybrid MICE is a prolonged transformation where hotels need to change their strategies to be competitive.
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[bookmark: _Toc220928574]Introduction
Meetings, Incentives, Conferences, and Exhibitions (MICE) is a crucial part of the hospitality business that has a major impact on hotel occupancy, food and beverage sales, and total revenue collection. Historically, hotels relied on face-to-face meetings and mega events as a consistent source of business demand, especially among corporate and international customers (Cooper and Hall, 2023). Consequently, MICE events have been significant in improving hotel competitiveness and brand positioning in the world hospitality industry. Nevertheless, the MICE industry was severely affected by the COVID-19 pandemic, with numerous events cancelled, and business tourism decreasing rapidly (Litvinova-Kulikova et al., 2023). 
To this, hotels and event organisers started adopting more digital and technology-enabled versions of solutions to ensure business continuity (Kumar, 2021). The research article is dedicated to the evolution of MICE in the hotel industry, particularly to the discussion of how the emergence of hybrid and digital events has affected the business of hotels, customer experience, and business models. The paper is divided into the following way: a review of the relevant literature is provided in the first place; it is followed by the research methodology and a PESTLE-based theme impact analysis. The paper ends with some of the main findings and some recommendations for the hotel industry.
[bookmark: _Toc220928575]Literature Review
[bookmark: _Toc220928576]The Evolution of MICE in the Hospitality Sector
The MICE have been a traditional pillar of the hospitality business, especially in large hotel chains and international hotels (Patterson, 2023). MICE activities used to be provided in a face-to-face format, where it was physical presence, networking, and in-person services that determined the success of the event (Lekgau and Tichaawa, 2022). Hotels assumed a very crucial role as they offer dedicated conference facilities, accommodation, food and beverage services, and technical assistance; thus, they have been a favourite choice of corporate and association events. The MICE model during the pre-digital age relied too heavily on physical attendance and international travel, as well as mass gatherings. This model was helpful in generating high revenues but was also associated with huge expenses related to logistics, personnel, and facilities (Oteri et al., 2023). Nevertheless, disadvantages could be more pronounced, such as high costs of operations, lack of reach to a wider audience, and susceptibility to external interference like travel bans and economic recessions. These shortcomings revealed the inability of the traditional MICE formats to be flexible and the necessity of providing more flexible event solutions.
[bookmark: _Toc220928577]Emergence of Hybrid and Digital Events
Hybrid events involve both physical and in-person attendance with the help of digital platforms, whereas digital events hold a full-scale online session with the help of web-based technologies. Initially, the uptake of these formats was slow and was fuelled by the development of communication technologies such as live streaming, virtual conferencing platforms, and interactive digital tools (Chatterjee and Chakraborty, 2021). Nevertheless, their utilisation rose to new heights in the COVID-19 pandemic when in-person meetings were limited across the world.
The technological innovation, low cost, and accessibility are the key factors contributing to the rise of hybrid and digital events (Sasatanun, 2024). Organisationally, hybrid events save money on travelling and accommodation and enable more people across the globe to participate (Santos et al., 2024). As a delegate, accessibility to digital information is convenient and flexible, allowing an individual to participate from any place. 
[bookmark: _Toc220928578]Impact on Hotel Operations
Hotel operations have been greatly impacted by the introduction of hybrid and digital events. Hotels are currently obliged to invest in modern technological infrastructures, such as high-speed internet, professional audio-visual equipment, digital event platforms, and cybersecurity (Wynn and Jones, 2022). Such investments can be seen as a break with the approach of entirely physical property towards technology-driven service provision. Moreover, hotel employees are supposed to acquire new digital skills concerning digital event management, the work of a virtual platform, and hybrid coordination (Anwar et al., 2024). This has necessitated additional training needs and restructuring of operations as the old event staff needs to work in close coordination with IT experts and third-party technology providers. 
[bookmark: _Toc220928579]Impact on Guest and Client Experience
The demand of guests and clients in the MICE industry has changed with the growing technology. The corporate customers expect more and more flexible, scalable, and custom event offerings, which can support both virtual and physical attendees (Ramely et al., 2021). Online events enable hotels to provide personalised activities, including digital interactive options to attendees who are away and advanced in-person facilities to attendees who are typically in person (Ruusunoksa, 2024).
Nevertheless, there are difficulties in ensuring the same level of service delivery in both the physical and online spaces. Online participants might find it harder to interact, have technical challenges, or lack networking opportunities as compared to their physically present counterparts (Cooper and Hall, 2023). Hotels should therefore make sure that they design experiences that are hybrid in nature so that they can be satisfied with numerous touchpoints.
[bookmark: _Toc220928580]Impact on Hotel Revenue Models
Hotel revenue models have also been transformed with the change of MICE. MICE revenue sources, like catering large banquet venues and full-capacity conferences, are decreasing because the size of events is becoming smaller and more adaptable. Meanwhile, hotels are creating new pricing models, such as tiered hybrid event packages, technology service fees, and event subscription services (Hussien and Touni, 2022). Implementation of technology and training of staff involves high initial costs, and the financial gains are not obtained immediately (Gethe et al., 2024). Hotels, in turn, should critically consider the profitability and sustainability of hybrid MICE packages to become financially stable in the long run.
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Even though existing literature addresses the digital transformation and event innovation as two distinct phenomena, few integrated studies have explored the role of hybrid and digital MICE events in influencing hotel operations, guest experience, and revenue models, especially in parallel. This is the gap in the requirement of the comprehensive assessment of hybrid MICE in the hospitality industry, which is going to be the focus of the research paper.
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The proposed study employs a qualitative secondary research methodology to explore the evolution of the MICE industry within the hospitality sector, particularly hybrid and digital events. The qualitative approach has been adopted because it enables a deeper comprehension of contemporary industry trends, strategic reactions, and managerial choices, as opposed to depending on numerical measurement (Oranga and Matere, 2023). Secondary research is relevant since hybrid MICE is a well-documented and rapidly developing phenomenon, and much of the material is related in the academic and professional literature.
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The credible secondary sources, such as peer-reviewed journals, hospitality textbooks, industry reports, and professional publications on events management and hotel operations, were used to gather data. The multiplicity of sources offered a general overview of the effects of hybrid and digital MICE events on hotel operations, guest experience, and revenue models.
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A PESTLE framework was applied to the data collected, exploring political, economic, social, technological, environmental, and legal drivers that affect the adoption of hybrid MICE. Moreover, a STAR analysis was implemented to assess realistic hotel responses, such as Situation, Task, Action, and Result, emphasising operational adjustments, technological investments, and financial performance.
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The combination of PESTLE and STAR analysis offers a holistic perspective whereby the macro-environmental forces are interconnected with organisational activities. Although secondary data may restrict the understanding of overall trends in the industry, these approaches enable a systematic analysis of the challenges and opportunities of hybrid MICE, facilitating informed conclusions and suggestions (Wee et al., 2022).
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[bookmark: _Toc220928588]Pestle analysis 
[bookmark: _Toc220928589]Political and Regulatory Factors
The involvement of political and regulatory issues is relevant to the adoption of the hybrid and digital MICE events in the hotel industry. As an example, hotels have to comply with data protection regulations such as GDPR that regulate the gathering, storage, and use of personal data of online attendees. Hybrid events frequently rely on online registration, live streaming, and recordings, so the hotels should pay attention to the safe management of data (Ke, 2024). The government regulations of online communication, internet security, and international online events also influence planning and delivery (Spherical Insights, 2023).
[bookmark: _Toc220928590]Economic Factors
Economic factors have a potent impact on hotels regarding the decisions to adopt hybrid MICE (Alfianto et al., 2025). The initial costs of implementing hybrid events require significant expenditure on technology, in terms of audio-visual equipment, high-speed internet, and digital platforms. Hybrid events can assist hotels in offering affordable solutions as well as creating additional revenue sources, such as virtual attendance fees or tech service fees. According to the MICE Market Size & Growth Forecast graph, the MICE industry is projected to keep growing, which means that the investment in hybrid solutions can be economically cost-efficient and help maintain revenues in the long term (Market.us, 2025).
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The development of hybrid events is being fuelled by social changes, particularly the changing of the work culture and clients' demands. The aspect of remote work has made individuals more comfortable with virtual attendance in business events (Ramely et al., 2021). The events are now flexible, inclusive, and accessible at the time zones for guests. Hotels have to strategise on experiences that satisfy both offline and online attendees. According to Precedence Research (2025), the Virtual Networking Market Growth demonstrates that the tendency to use online networking tools is growing, and social demand promotes hybrid event attendance and reveals that hotels must provide digital interactions.
[bookmark: _Toc220928592]Technological Factors
The success of hybrid and digital MICE events is centred on technology. Hotels use event management software, live streaming software, and sophisticated AV systems to deliver uninterrupted experiences. Good technological infrastructure has the capacity to provide hotels with a competitive edge and attract customers who appreciate innovation (Davronov, 2021). Nevertheless, the use of technology also presents security threats, including system malfunctions, cyberterrorism, and disruption of live events. According to The Business Research Company (2026), the Hotel Automation System Market Growth graph indicates the growing percentage of investment in hotel technology and the need to upgrade the digital infrastructure in order to organise hybrid events in the future.
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In MICE, environmental sustainability is becoming critical. Hybrid events decrease travel, carbon emissions, and the use of resources, which is in line with the objectives of corporate sustainability (Wee et al., 2020). With the adoption of hybrid MICE, hotels have an opportunity to appear as a responsible organisation to the environment, enhance brand reputation, and appeal to customers who are attentive to sustainability.
[bookmark: _Toc220928594]Legal Factors
The legal factors are intellectual property, data security and the contract rules. The content of online events can be captured or distributed, which is why the ownership and duties have to be delineated at the hotels. Employees also require training on how to deal with such problems (Mikhaylov and Kurpayanidi, 2022). The legal risks are overlooked, affecting fines or reputation; compliance is essential for the success of hybrid MICE.
[bookmark: _Toc220928595]Star analysis 
The situation for hotels in the MICE sector became difficult during the COVID-19 pandemic, when many meetings, conferences, and events were cancelled. This experienced low room occupancy, decreased food and beverage sales, and loss of income in general, since physical events were not possible (Cooper and Hall, 2023). The primary task that hotels had to face was to host events in a new manner. Hotels had to switch to hybrid and online events without losing the quality of services offered and ensuring guest satisfaction.
To implement this, there were a number of actions that hotels undertook. They invested in high-speed internet, audio-visual, and digital event platforms. Employees were trained to handle hybrid and virtual events, and event packages were modified to include the option of online participation (Doran et al., 2024). As a result, hotels were able to successfully deliver hybrid MICE events, attract online delegates, and create new sources of revenue. Despite the fact that the management of such events turned more complicated, the satisfaction of guests increased, and hotels became more adaptable and stronger over time.
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Both the PESTLE analysis and STAR analysis indicate that hybrid and digital MICE events offer both opportunities and challenges to hotels. By law and politics, there is a necessity to comply with data protection and contracts (Spherical Insights, 2023). New sources of revenue can offset economically the high technology costs. Social and technological trends depict the necessity of inclusive and flexible experiences and credible digital systems (Ramely et al., 2021). Hybrid events are more sustainable and have a positive effect on the environment. STAR analysis demonstrates that hotels were able to adjust and invest in technology and training to enhance the satisfaction and income of their customers, but operational complexity and financial risk are still there. 
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This paper has analysed the revolution of the MICE industry in the hospitality industry and the emergence of hybrid and online events. The results indicate that hybrid MICE has had a profound effect on the hotel operations, guest experience, and revenue models. Hybrid events have flexibility, sustainability advantages, and new revenue prospects, but they are also associated with technological, legal, and operational issues. Overall, MICE change has not been a short-lived phenomenon but a structural change with a lasting effect, which will lead to the development of the hospitality industry in the future.
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[bookmark: _Toc220928599]Design Hybrid Ready approaches to MICE
Hotels should develop holistic approaches that are entirely inclusive of physical event delivery as well as digital. This involves providing a clear definition of the target market, such as corporate clients, associations, and international participants, and the service to be provided to meet their expectations. The service offerings must be flexible to offer participants a chance to attend either physically or virtually, with the quality of experiences in both cases being of high quality. The technical needs have to be determined beforehand, including safe online registration solutions, professional audio-visual systems, and live streaming platforms. 
[bookmark: _Toc220928600]Invest Small in Scalable Event Technologies
Hybrid and digital events base their existence on technology, yet major one-time investments are potentially a risky endeavour when it comes to small and medium-sized hotels. What hotels need to do is to embrace scalable and modular technology, which can be upgraded as time goes by. In the case of audio-visual equipment, event management software, and live streaming tools, this can be done over a period of time based on the scale of the event and demand by the client. In this manner, hotels can be flexible to the evolving client expectations and new technologies without stretching their budgets.
[bookmark: _Toc220928601]Designing to Improve the Guest Experience
The provision of smooth experiences to both the physical and virtual participants is essential for client satisfaction. Hotels are advised to come up with an integrated event experience which guarantees interactivity, engagement and consistency in service delivery to similar levels in both formats. Individualised event packages, digital engagement, and dedicated virtual support teams can greatly enhance the experience of the remote participants. In the case of physical participants, hotels must aim at providing high-quality on-site services, such as catering services, networking room, and technical support, and at the same time, making sure the virtual participants are experiencing the same quality of engagement.
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