International Conference on Al & Tech in Hospitality:
Transforming Operations, Sustainability and Guest
Experience

Inaugural Ceremony

The inaugural session of the international conference
was conducted on 06/09/2024 at St. Francis Hall. The
Welcome was introduced by Fr. Joseph Vattapillil,
Director of St. Joseph’s Institute of Hotel Management
and Catering Technology (SJIHMCT), Palai. In his
welcome address, Fr. Vattapillil highlighted the
transformative role of technologies such as Al, IoT,
and data analytics in reshaping operations,
sustainability, and guest experience in hospitality. He

thanked key speakers, including Chef Gary Maclean




and Dr. Leia Fox, and emphasized the importance of collaboration with City of Glasgow College

to foster industry innovation.

Dr. Sheri Kurian, Principal of SJIHMCT, elaborated
on the conference's objectives, including Al
integration, sustainability, and preparing students for
industry challenges. He highlighted the event’s
importance in equipping future professionals to adapt
to technological changes and meet evolving industry

standards.

SJITHMCT
PALAI

The presidential address was delivered by Mar
Joseph Kallarangatt, Bishop of Palai, who
commended the collaboration between institutions
and emphasized the need for balance between
Al-driven operations and the human touch in SJITHMCT
hospitality. He discussed how AI, while necessary, PALAI

brings questions about job opportunities and

curriculum shifts that require careful thought.




Mr. James Godber, Deputy Chief of Mission at
the British High Commission, Bangalore, shared
insights into Al's role in enhancing guest
experiences and operational efficiency, while E
Chef Gary Maclean underscored how
international conferences provide opportunities

to set global standards and foster collaboration.

The session concluded with the ceremonial g
lamp-lighting, symbolizing the beginning of a m
journey toward innovation and growth. Msgr. ‘ “7|

Joseph Maleaparambil and other dignitaries also extended their support for the event.This

inaugural session set the stage for insightful discussions on the evolving dynamics of technology

in hospitality.
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The panel discussion on Sub-theme 1: AI in Hospitality & Tourism was on 06/09/2024
followed by the inaugural session. It brought together a diverse group of experts, each
contributing unique insights into the evolving landscape of hospitality and tourism through the

application of artificial intelligence, automation, and data-driven strategies.

The first speaker, Mr. Girish Prabhu, Co-founder and CEO of Instio Experiences,
emphasized the growing importance of Al in enhancing operations and guest experiences within
the hospitality industry. Drawing from his experience, Mr. Prabhu illustrated how Al
technologies are transforming service delivery and enabling personalized experiences. He
highlighted the need for the hospitality sector to adopt these technologies to stay competitive and

meet the ever-changing expectations of travelers.

Chef Gary Maclean, Scotland’s National Chef, food ambassador, and winner of

MasterChef The Professionals in 2016, focused on the integration of automation and robotics



in the hospitality and tourism industry. He shared insights on how automation, particularly in
food service and restaurant operations, is reshaping the industry. Chef Maclean stressed the
balance between technological innovation and human creativity, showcasing how robotics can

complement, rather than replace, the personal touch that is essential in culinary arts.

Dr. Toney K. Thomas, Head of the School of Tourism Studies at MG University,
Kottayam, provided an academic perspective on emerging trends in tech-based tourism. He
discussed the increasing influence of technologies such as virtual and augmented reality,
Al-powered platforms, and mobile applications in shaping tourism experiences. Dr. Thomas
highlighted how these advancements are redefining tourism management, enhancing customer

engagement, and opening new opportunities for growth within the sector.

The final panelist, Mr. Rohit Hangal, Director of Sphere Travelmedia and Exhibitions
Pvt. Ltd., explored the significance of data-driven decision-making in the hospitality and
tourism industry. His presentation underscored the role of big data and analytics in improving
business efficiency and predicting market trends. Mr. Hangal stressed that organizations must
leverage data insights not only to enhance operational processes but also to provide superior

customer service and build loyalty.

The session was moderated by Miss Carla Gethin, Director of Business Partnerships at
City of Glasgow College, who skillfully guided the conversation and ensured engaging dialogue
among the panelists. With her experience in fostering business relationships, Miss Gethin added
valuable strategic insights into how partnerships between academia and industry could further

accelerate Al adoption in hospitality and tourism.

The panel provided comprehensive insights into the transformative impact of Al on
hospitality and tourism. From improving operational efficiency to enhancing customer
experiences and driving data-based strategies, the discussions highlighted how technology is
shaping the future of the industry. The session set the stage for further exploration of Al’s
potential, encouraging participants to embrace innovation while maintaining the essential human

element that defines hospitality



Chef Gary Maclean,

Scotland’s National Chef, food ambassador, and winner of

MasterChef The Professionals

Topic, Integration of automation and robotics in the

hospitality and tourism industry.
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Chef Gary Maclean, Scotland’s National Chef, commenced

his address by expressing delight at returning to the podium.

With nearly 40 years of experience, he reflected on the
remarkable transformations within the hospitality industry, focusing on the growing influence of
technology, especially artificial intelligence (AI). His speech aimed to demystify Al, presenting
it as a powerful collaborator that can enhance culinary arts without replacing the essential human

touch.

Key Points Discussed

1. Diverging Opinions on Al in Culinary Arts
e Acknowledged mixed reactions to Al:
o Supporters: View Al as a tool to enhance creativity and precision.
o Skeptics: Fear that technology might overshadow the human element in kitchens.
e Maclean advocated for a balanced mindset, seeing Al as a collaborator that can elevate
both skill and artistry.
2. Practical Applications of Al in Kitchens
e Smart Ovens: Automatically adjust cooking times and temperatures based on dishes.
e Predictive Analytics: Assist in ingredient sourcing by identifying local and seasonal
produce.
e Customer Data Insights: Aggregate trends to help chefs adapt to market shifts and stay
competitive.

3. ADI’s Role in Food Safety and Education



e Real-Time Monitoring: Al can monitor equipment, such as fridges, to ensure food
safety.

e Culinary Education: Al can provide real-time feedback to students, streamlining
traditional apprenticeship models.

e Multilingual Learning: Maclean cited Italian institutions using Al-based translation
tools to teach students from diverse backgrounds.

4. Challenges of Implementing AI

e Financial Burden: State-of-the-art equipment and software can be costly, especially for
small businesses.

e Importance of Innovation: Failure to adopt Al can lead to loss of relevance in a
fast-evolving market.

e Maclean urged restaurants to weigh the cost of innovation against the risks of being left
behind.

5. Reassurance on AI and Human Roles in Kitchens

e Maclean addressed concerns about job displacement, affirming that Al cannot replace
human intuition, emotion, and passion in cooking.

e He emphasized that cooking is a personal, community-driven art, built on creativity,
tradition, and storytelling—elements beyond Al’s reach.

6. The Future of Culinary Arts with Al

e Al will take over repetitive tasks, freeing chefs to focus on creativity and enhancing guest
experiences.

o [t will allow chefs to adapt to changing consumer trends while maintaining operational

efficiency.

In his concluding remarks, Maclean urged his peers to embrace Al not as a competitor but as a
collaborator that complements their artistry and elevates operational efficiency. He emphasized
that regardless of technological advancements, the core of hospitality will always lie in
people—the chefs, the staff, and the connections they create through food. The essence of
cooking, he reminded the audience, is about more than just technique; it’s about storytelling,
cultural expression, and community. He expressed hope for a future where AI empowers chefs to
shine brighter through creativity and dedication, allowing them to thrive in an industry that

harmonizes technology with tradition.



Mr. Girish Prabhu
Co-founder and CEO of Instio Experiences

Topic- Importance of Al  the hospitality industry

SJIIHMCT Key Points Discussed
PALAI

1. Introduction to AI and Employment Concerns

the audience how many feared that Al and robots would replace their jobs, highlighting

e Audience Engagement: Prabhu began by asking

the anxiety surrounding this topic.
e Reassurance: He explained that Al is not intended to replace humans but will empower
those who can effectively utilize it. A divide will arise between those with Al skills and

those without.

2. Misconceptions about Al and Its Real-Life Applications

e Clarifying AI’s Role: Prabhu addressed common misconceptions about Al, citing
examples like driverless cars and autonomous cleaners, and argued that the complete
replacement of human roles is still far from reality.

o Familiar Technologies: He mentioned that Al tools like GPT (Generative Pre-trained
Transformer) are already part of everyday life through platforms like Netflix and Spotify,

which personalize user experiences.

3. Hyper-Personalization in Hospitality

e Comparing OTAs and Travel Agents: Prabhu contrasted generic recommendations
from online travel agencies (OTAs) with personalized services offered by traditional

travel agents.



e Al in Hyper-Personalization: Al can use data from travel history, social media, and
interests to curate personalized travel experiences, ensuring every aspect—from flights to
activities—is tailored to individual preferences.

e Challenges in Implementation: He highlighted that varying levels of technological
adoption in hospitality hinder seamless personalization, emphasizing the need for

integrated systems.

4. Experience Management and Dynamic Pricing

e Personalized Services: Prabhu shared how two guests booking the same room could
have vastly different expectations, underscoring the need for hotels to deliver unique
experiences.

e Dynamic Pricing: He discussed the potential of Al to optimize pricing based on guest
preferences and history, showcasing how revenue management can be enhanced through

Al

5. Staff Augmentation through AI Automation

e Automating Routine Tasks: Al can manage emails related to bookings, cancellations,
and inquiries, freeing staff to focus on higher-value guest interactions.

e Training and Workforce Communication: He shared an example from a Singapore
hotel where Al-powered translation systems eliminated language barriers among

housekeeping staff, boosting collaboration and efficiency.

6. Operational Efficiencies: Smart Housekeeping and Predictive Maintenance

o Smart Housekeeping: Al can predict guest behaviors, allowing hotels to schedule room
cleaning efficiently based on check-out patterns.
e Predictive Maintenance: Al-equipped IoT systems can alert staff when equipment needs

servicing, minimizing downtime and enhancing efficiency.

7. Al in Food and Beverage Management



e Voice Recognition in Restaurants: Prabhu suggested that Al-powered voice systems

could streamline ordering at drive-thrus, improving accuracy and customer experience.

8. Addressing Data Privacy and System Integration Challenges

e Data Privacy: Prabhu emphasized the importance of working with Al providers who
prioritize data protection.
e System Integration: He highlighted the need for integrated systems that enable real-time

data exchange, which is essential for effective Al implementation.

9. Future of Al in Hospitality: Robotics and Further Innovations

e Robotics and Predictive Maintenance: Prabhu foresaw advancements in robotics, such
as remote-controlled cleaning systems, and developments in predictive maintenance.
e Personalized Culinary Experiences: He also discussed the potential for Al to enhance

food experiences through personalized recommendations.

In his concluding remarks, Mr. Prabhu expressed optimism about the future of Al in hospitality,
emphasizing that while Al will enhance operational efficiency, it cannot replace the core essence
of hospitality rooted in human connection and creativity. He encouraged the audience to embrace
the upcoming changes and adapt to technological advancements, stressing that those who do so

will thrive in the evolving landscape of hospitality.

Dr. Tony Thomas

Head of the School of Tourism Studies at MG

University, Kottayam

Topic- Emerging Trends in Tech-Based Tourism

SITHMCT
PALAI Dr. Tony Thomas, the Head of the School of

Tourism Studies at MG University, Kottayam,



delivered a compelling presentation on the evolving trends in technology within tourism.
Through engaging anecdotes and thought-provoking insights, Dr. Thomas explored how
innovations like virtual reality (VR), artificial intelligence (Al), and the metaverse are reshaping
the travel industry. He underscored the importance of balancing technological advancements

with the human touch that defines exceptional hospitality.

Key Points Discussed

1. Introduction: Rhetorical Engagement with the Audience

e Opening Question: Dr. Thomas initiated the session with the question, “Would you like
to be received in a hotel by a robot receptionist?”

e Audience Reactions: Responses were mixed, with some curious about robotic
receptionists while others expressed hesitation, reflecting differing attitudes towards
automation in hospitality.

e Human Preference: Dr. Thomas emphasized that, while robotic experiences may
initially appeal to travelers, research shows a long-term preference for human interaction

in hospitality settings.

2. Shifts in Consumer Preferences: Learning from the Past

e Historical Analogy: Dr. Thomas illustrated the evolution of consumer preferences using
the rise and fall of the Nokia 1110 and Blackberry mobile phones, which were once
industry leaders but became obsolete with the advent of newer technologies.

e Key Insight: The analogy underscored that successful technology integration in tourism
requires adaptability and a keen understanding of evolving consumer desires, not just

innovation.

3. Addressing Key Questions on Technology Integration

e C(Critical Inquiry: Dr. Thomas posed several questions, such as “At what level can
technology be integrated into hospitality and tourism? Is there a line we can draw?”
e Dynamic Nature of Technology: He emphasized that technology’s role is constantly

evolving, necessitating continuous adaptation by industry leaders.



e Generational Differences: Dr. Thomas highlighted that younger, digitally native
travelers interact with technology differently from older generations, necessitating

tailored solutions for diverse customer bases.

4. The Role of Virtual Reality in Tourism

e Impact of COVID-19: Dr. Thomas discussed how the pandemic accelerated the adoption
of virtual tourism, with VR experiencing a 33% annual growth rate in 2023.

e Social Disruptions: However, he also acknowledged the downside, noting that 36% of
Millennials post misleading images on social media, creating unrealistic expectations

among travelers.

5. Financial Implications of Digital Fraud

e Airline Industry Losses: Dr. Thomas provided statistics showing that airlines lose 1.5%
of global revenue due to digital fraud.
e Hotel Industry Impact: Hotels experience revenue declines of 5-6%, underscoring the

urgent need for robust digital security measures.

6. Decentralized Virtual Tourism and Cryptocurrency

e Decentralized Experiences: Dr. Thomas explored the rise of decentralized virtual hotels
that accept cryptocurrency, offering travelers immersive experiences from remote
locations.

e Changing Mindset: He reflected on how virtual tourism, initially viewed with

skepticism, has now become an integral part of the travel experience.

7. Enhancing Historical and Cultural Tourism with Technology

e Immersive Narratives: Dr. Thomas envisioned technology recreating historical events at
sites like the Colosseum and the Taj Mahal, enabling visitors to engage deeply with
cultural heritage.

e Educational Value: He emphasized that such experiences enhance tourism by combining

entertainment with education.



8. Exploring the Metaverse and Virtual Tools

e Metaverse Growth: Dr. Thomas highlighted that the metaverse is projected to reach a
market value of $155.5 billion, with a growth rate of 26.76%.

e Pandemic Catalyst: The adoption of virtual tools increased sevenfold during the
pandemic, with virtual tours of iconic sites like the Louvre and the Great Wall of China

becoming popular.

9. Innovative Virtual Experiences

e Virtual Cabins and Spas: Dr. Thomas shared examples of virtual experiences, such as
virtual cabins and spa treatments, which allow users to explore destinations from home.
e Limitations of Virtual Tourism: He acknowledged that while virtual experiences offer

convenience, they cannot replace the authenticity of physical travel.

10. The Role of Chatbots and Human-Like Robotics

e Efficiency Gains: Dr. Thomas cited research showing that chatbots save 2.5 billion hours
of human time annually.

o CASA Concept: He explained the “Computers as Social Actors” (CASA) phenomenon,
where users perceive chatbots as human until an error reveals the technology’s
limitations.

e Human-Like Robotics: Dr. Thomas discussed advancements in robotics that allow Al

systems to express emotions, potentially transforming guest interactions.

11. The Uncanny Valley Effect and Authentic Human Interactions

e Uncanny Valley Effect: Dr. Thomas described the discomfort people feel when
interacting with near-human robots, highlighting the challenge of balancing technology
with human touch.

e Need for Authenticity: He stressed that while technology can enhance service, guests

will always crave genuine human interactions.

12. Digital Detox Holidays and Disconnecting from Technology



e Emerging Trend: Dr. Thomas introduced the concept of “digital detox holidays,”
particularly popular in Southeast Asia, where travelers disconnect from technology for
relaxation.

e Addressing Digital Fatigue: He shared anecdotes about retreats that encourage guests to

leave their devices behind, promoting mental well-being and self-reflection.

In his concluding remarks, Dr. Thomas urged industry leaders to embrace technological
advancements while maintaining the core values of hospitality. He warned that failure to
innovate could result in obsolescence, as exemplified by the decline of companies like Nokia and
Blackberry. Dr. Thomas emphasized the need for a thoughtful approach to technology
adoption—one that enhances the travel experience without compromising human connection. He
left the audience with a powerful message: the future of tourism lies in striking a balance

between technology and authenticity.

Mr. Rohith Hangal
Director of Sphere Travelmedia and Exhibitions Pvt. Ltd

Topic- Data-Driven Decision-Making Processes in hospitality

and tourism

In his engaging presentation, Mr. Rohith Hangal explored the

transformative power of data-driven decision-making in the

hospitality sector. Through captivating anecdotes and
real-world insights, he emphasized the importance of using data effectively to enhance guest
experiences and drive customer loyalty. Mr. Hangal argued that while many organizations
generate large amounts of data, its true value lies in how it is mined and applied to create

personalized services and memorable guest interactions.



Key Points Discussed

1. Introduction: Setting the Stage with a Dubai Charity Event

e Innovative Use of Technology: Mr. Hangal opened his presentation with a story about a
unique charity event organized by the Dubai royal family, where 50 top chefs were
invited to create exclusive recipes for auction.

e Challenge in Evaluating Recipes: Since the dishes were prepared in different locations,
the royal family used blockchain and Al technology to simulate the aromas of the dishes
in a single room for the bidders.

e Outcome: The event raised 200,000 Dirhams, demonstrating the potential of integrating
sensory experiences into gastronomy and showcasing how technology can enhance

customer engagement.

2. Personalization through Effective Data Mining

e Example from Trident Hotel in Chennai: Mr. Hangal recounted a personal experience
where the hotel staff, based on data from a six-year-old stay, offered him his preferred
newspapers—7The Hindu and Economic Times.

e Impact of Small Details: He emphasized that such seemingly minor gestures, enabled by
data mining, significantly enhance guest satisfaction and loyalty.

e Shifting the Focus: He argued that hotels should move beyond selling rooms and instead

focus on selling experiences to create deeper emotional connections with guests.

3. Creating an “Addiction” to Hotel Experiences

e Comparison with Cigarette Marketing: Drawing a parallel with how cigarette
companies sell addiction, Mr. Hangal suggested that hotels must create similar emotional
attachments to their experiences.

o Use of Sensory Elements: He proposed that hotels could introduce signature aromas or

other sensory elements to encourage repeat visits and foster customer loyalty.

4. Leveraging Data for Booking Patterns and Revenue Management



e Data-Driven Strategies: Mr. Hangal highlighted the potential of using data to analyze
booking patterns and optimize guest services.

e Balancing Guest Experience and Profitability: He underscored the importance of
balancing enhanced guest experiences with revenue optimization, especially in an era of
dynamic pricing.

e The Role of Real-Time Data: He emphasized that many hotels fail to utilize real-time
data effectively, missing out on opportunities to tailor their services to individual guest

preferences.

5. Targeted Marketing and the Reality of Data Tracking

e Personal Anecdote on Targeted Ads: Mr. Hangal shared an incident where a casual
conversation about termite spray led to a flood of targeted ads on his social media,
highlighting how data tracking informs marketing strategies.

e Implications for Hospitality Marketing: He stressed that while targeted advertising is
effective, hospitality professionals must use data thoughtfully to enhance guest

experiences rather than merely push products.

6. Differentiating Guest Preferences by Gender

e Familiarity vs. Novelty: Mr. Hangal explained that male travelers tend to prefer
consistent environments when staying at hotels, while female travelers are more likely to
seek new experiences.

e Tailoring Services with Data: By leveraging guest data, hotels can create customized
environments that resonate with specific demographics, enhancing satisfaction and

encouraging repeat stays.

Mr. Hangal urged hospitality professionals to prioritize data mining and personalization,
asserting that these elements are essential for creating meaningful guest experiences and building
customer loyalty. He emphasized that hotels adopting data-centric strategies will not only
improve guest satisfaction but also achieve greater profitability and operational efficiency. Mr.

Hangal concluded by encouraging the industry to embrace technology and data analytics,



reinforcing that those who leverage these tools effectively will be best positioned to thrive in the

evolving hospitality landscape.

Panel Discussion

Ms. Carla Gethin opened the discussion by expressing
gratitude to Mr. Rohith Hangal for his engaging
presentation. She highlighted the importance of data
utilization and mining for enhancing personalization
and understanding customer behavior. However, she
noted the importance of ethical considerations and
adherence to data privacy regulations when using
customer data. To begin the discussion, Ms. Gethin SJ IHMCT
PALAI

shared two personal experiences involving Al: one in

Libya, where she was served by a robot in a café, and
another in San Francisco, where she rode in a driverless taxi. While she acknowledged the
novelty of these technologies, she stressed her preference for the personal touch, suggesting that

human interaction should remain at the forefront of hospitality.

She posed a two-part question to the panelists: How are customers responding to
increasing automation in hospitality, and is there a generational divide in technology

acceptance?

Mr. Hangal acknowledged that many people are becoming familiar with technology in
hospitality. He mentioned the increased prevalence of features like audio guides in hotels and
monuments. While he admitted that technology might detract from leisure experiences, he
argued that in business hotels, guests appreciate technology that improves efficiency. He
concluded by stating that technology should be embraced if it enhances the overall guest

experience.

Mr. Prabhu offered a different perspective, emphasizing that preferences for technology
vary across age groups. He shared a personal observation: while he is comfortable using

technology, his mother does not engage with it at all, and his son perceives even basic



technology as advanced. This highlights the importance of considering generational differences
when designing hospitality services. As a technology provider, Mr. Prabhu stressed the need for

comprehensive solutions that cater to all demographics within the hotel sector.

Chef Maclean addressed the use of robotic technology in hospitality, stating that its
effectiveness depends on the context. He explained that in five-star hotels, guests expect
high-quality, personalized service from well-groomed staff. In contrast, technology such as
robotic delivery is more suitable for fast-food outlets like McDonald’s, where it can be a novelty.
Chef Maclean also shared his positive view of driverless taxis, noting that they are statistically
safer. He expressed a preference for his family to travel in a driverless taxi rather than with an

unknown Uber driver, indicating growing trust in advanced technologies.

Dr. Thomas reflected on generational differences in technology use. He shared an
example of how, while he can book a hotel room on MakeMyTrip using his credit card, children
are often more adept at gathering and processing information quickly. This underscores the
generational divide in technology adoption, with younger generations showing greater
proficiency. Dr. Thomas stressed the importance of acknowledging these differences to enhance

guest experiences in hospitality.

Mr. Hangal shared another personal experience from a newly refurbished five-star hotel
in Chennai, where an automated toilet opened whenever he walked past it. Initially, he found the
feature amusing, but its excessive sensitivity soon became a nuisance. This prompted him to
request the staff to disable the feature. Mr. Hangal emphasized that while technology can
enhance guest experiences, improper implementation can lead to frustration. He stressed the

importance of balancing innovation with practicality to avoid negative guest experiences.

Audience Q&A

The moderator invited questions from the audience, encouraging younger attendees to

participate.

Question 1: Mr. Niranjan Kathri



Mr. Kathri, identifying himself as not tech-savvy,

directed a question to Mr. Girish Prabhu |
regarding the cost of integrating Al into smaller
operational systems. He asked whether there are
any general guidelines or “thumb rules” for Al

integration.

Mr. Prabhu explained that the cost
depends on whether companies build their own

Al models or use licensed technologies from

major firms like Microsoft and Meta. Building
large language models (LLMs) involves billion-dollar investments, making it feasible only for
large corporations. However, smaller companies can license Al solutions to develop tailored

applications for specific industries.

He noted that while Al can be effective, it requires context-specific training to understand
industry-specific terminology. For instance, the word "burnt" could mean overcooked food in a
restaurant but might refer to physical damage in firefighting. Mr. Prabhu added that Software as
a Service (SaaS) models often charge a subscription fee, typically ranging from $2 to $3 per

room per month.
Follow-Up Question: Mr. Kathri on Social Sustainability

Mr. Kathri raised a follow-up question about AI’s potential to address social challenges,
particularly in his work with NGOs providing education to street children in Bangalore. He
asked how Al could be used to enhance training programs in hospitality.

Mr. Prabhu explained that Al can revolutionize training by making it more cost-effective
and efficient. Traditionally, hotels spent significant resources hiring actors and videographers to
create training videos, with production costs reaching up to four to five lakh rupees per video.
Al-powered tools now enable companies to generate scripts from standard operating procedures
(SOPs) and create training videos using existing images of facilities and staff. This drastically

reduces costs, potentially to just a few hundred rupees per video.



Sub-theme 2: Enhancing Guest Experience
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The second sub-theme of the conference, Enhancing Guest Experience, was moderated by Mrs.
Andrea Mata. The panel featured three esteemed speakers: Mr. Mukut Chakravarti, Mr.
Saravanan Dhanabalu, and Mr. Fino Babu, who brought their extensive expertise in the

hospitality industry to discuss innovative approaches for improving guest satisfaction.

Mr. Mukut Chakravarti, VP of Development and Partnerships at Tamara Leisure Experiences
Pvt. Ltd., initiated the discussion by emphasizing the critical role of personalized experiences in
modern hospitality. He articulated that today's guests seek more than just accommodation; they
desire unique and tailored experiences that resonate with their individual preferences and
expectations. He highlighted that leveraging technology to enhance guest experience must align
with the principles of personalization, ensuring that technology serves as an enabler rather than a

replacement for genuine human interaction.

Mr. Saravanan Dhanabalu, Area Manager at South ITC Fortune Park Hotels, expanded
on the theme of personalization through data analytics. He shared insights on how hotels can

utilize data analytics to better understand guest behaviors and preferences. By analyzing room



technology trends, he illustrated how hotels can anticipate guest needs and deliver personalized
services that enhance satisfaction. He advocated for the integration of intelligent systems that can
predict guest requirements, thereby allowing hotel staff to provide proactive service that exceeds

expectations.

Lastly, Mr. Fino Babu, General Manager at InterContinental Hotels Group (IHG)
Holiday Inn in Kochi, underscored the importance of training staff to effectively utilize
technology while maintaining the human touch. He discussed the balance that needs to be
struck between automated systems and personal interactions, stating that while technology can
streamline operations and enhance efficiency, the warmth of human connection remains
indispensable in the hospitality sector. he encouraged hotels to invest in training their staff to
leverage technology effectively, thus ensuring that the guest experience is both high-tech and

high-touch.

The panel discussion highlighted the need for a thoughtful approach to enhancing guest
experience in hospitality. The speakers unanimously agreed that while technology plays a crucial
role in modernizing services, the human element is irreplaceable. They stressed the importance
of personalized experiences tailored to individual guest preferences, underpinned by data
analytics and staff training. This synthesis of technology and human interaction, they suggested,

is the key to fostering guest loyalty and satisfaction in an increasingly competitive landscape.
Mr. Mukut Chakravarthi

Vice President of Development and Partnerships at

Tamara Leisure Experiences Pvt. Ltd.

Topic-Enhancing guest experience

Key Points Discussed

1. Location and Guest Experience: A Case for Authenticity



e Personal Anecdote: The Pet-Friendly Restaurant Experience
Mr. Chakravarthi shared a personal story of dining out with his family, which illustrated
the gap between marketing promises and actual experiences. Although the restaurant
claimed to be pet-friendly, their accommodation was tokenistic, providing only a
makeshift table near the entrance.

e Significance of Location and Spatial Data
He highlighted the need for hospitality businesses to leverage geospatial data to provide
genuinely tailored services. Location-based data—such as the density of pet owners in a
region—could help businesses align offerings with local demands, ensuring authenticity

and guest satisfaction.

2. Pre-Trained Generative Models (GPTs) for Hotel Operations

e Using GPTs for Location-Based Insights
Mr. Chakravarthi emphasized the potential of custom GPTs to analyze location data for
decision-making. By inputting geographic data like climate patterns, urban plans, and
traffic flow, developers can design facilities that align with local needs and enhance guest
experiences.

e Example: Leveraging Data for Planning and Design
He shared how pre-trained GPTs can assist developers in assessing the suitability of hotel
sites and optimizing architecture and interior design based on data-driven insights. This
allows hotels to offer more relevant services, such as pet-friendly amenities or wellness

facilities.

3. Integrating Physical Spaces with Digital Data for Enhanced Experiences

e Bridging the Gap Between Brick-and-Mortar and Digital Operations
Mr. Chakravarthi stressed that while hospitality is inherently physical, digital tools are
essential for personalized guest interactions. Collecting data on preferences—such as
dining choices or room temperature settings—enables hotels to anticipate and cater to
guests’ needs seamlessly.

e Dynamic Customer Profiles and Evolving CRM Systems
He highlighted the shift from static CRM systems to progressive data collection methods.



Connected devices and applications allow guest profiles to evolve, empowering hotels to
provide personalized services that go beyond the initial booking, ensuring ongoing

satisfaction.

4. The Role of Automation in Hospitality Operations

e Automating Routine Tasks to Enhance Efficiency
Mr. Chakravarthi advocated for the automation of administrative tasks to streamline
operations. For example, automating tasks like responding to reservation emails would
free up staff to focus on high-value interactions with guests.

e Ensuring Fair Wages with Optimized Staffing
He discussed how automation could allow hotels to maintain lower staffing levels
without compromising service quality. This would ensure fair wages for employees while

improving financial sustainability and reducing operational costs.

5. Predictive Analytics and Revenue Management

e Dynamic Pricing Based on Guest Preferences
He illustrated how Al-powered tools can offer dynamic pricing strategies, adjusting room
rates according to guest preferences, booking history, and market demand. This helps
hotels align pricing with guest expectations while optimizing revenue.

e Predictive Maintenance for Seamless Operations
Mr. Chakravarthi also emphasized the value of predictive analytics in maintenance. Al
can monitor equipment and alert staftf when servicing is needed, minimizing downtime

and enhancing the guest experience.

6. Sustainability and Guest Values

e Aligning Hospitality Operations with Consumer Values
Mr. Chakravarthi stressed the growing consumer sensitivity toward environmental
sustainability. Hotels must adopt practices that resonate with eco-conscious guests, such

as responsible water management and energy conservation initiatives.



e Blockchain for Data Security and Loyalty Programs
He introduced the concept of blockchain to ensure data security and democratize data
management. Additionally, blockchain-based loyalty programs could offer personalized

rewards, enhancing guest retention and satisfaction.

In his concluding remarks, Mr. Chakravarthi emphasized the need for the hospitality industry to
embrace technology and innovation without losing sight of its core human values. While Al and
automation can streamline operations, the heart of hospitality lies in human connection and
service. He urged industry professionals to adopt a balanced approach, leveraging technological
advancements to create personalized, meaningful experiences for guests. By aligning operations

with consumer values and adopting sustainable practices, the industry can thrive in an

increasingly competitive landscape.

Mr. Saranavan Dhanabalu
Area Manager at South ITC Fortune Park Hotels

Topic- Personalization through data analytics in

room technology trends

Mr. Saranavan Dhanabalu delivered an insightful
address on the transformative role of data analytics

in room technology within the hospitality sector.

Drawing from personal experiences at Hilton
hotels, he illustrated how technology enables seamless and personalized guest experiences,
fostering brand loyalty. He emphasized the need for Al to complement human interaction in

creating efficient operations and meaningful guest engagements.

Key Points Discussed

1. The Impact of Technology on Guest Experience



e Personalized Service through a Mobile App
Mr. Dhanabalu shared a story about staying at a Hilton hotel, where the hotel used an app
to streamline their experience. The app allowed his family to manage their entire stay,
from room allocation to setting temperature preferences, reflecting a break from
traditional hospitality practices.

e Influencing Purchases with Personalized Recommendations
He highlighted how the app made tailored recommendations, such as offering single
malts based on his preferences, showcasing how technology can drive guest spending

without human intervention.

2. AI-Driven Comfort in Hospitality Workplaces

e Al to Reduce Workload and Enhance Job Satisfaction
Mr. Dhanabalu relayed a conversation with students who lamented the demanding hours
in the hospitality industry. He suggested that Al could create a more comfortable working
environment by automating tedious tasks, allowing employees to focus on delivering
guest satisfaction.

e Natural Language Processing (NLP) for Simplified Interactions
He explained that NLP, similar to voice recognition on smartphones, simplifies guest
interactions by allowing them to control room features with voice commands, further

enhancing comfort and convenience.

3. Elevated Personalization: Case Study of Hilton Dubai

o Pre-Recorded Preferences and Tailored Services
During a stay at Hilton Dubai, Mr. Dhanabalu experienced next-level personalization,
where his favorite whiskey, spa services, and room conditions were already arranged.
This reduced stress for both guests and staff, as guests could manage their needs through
the app.

e Building Brand Loyalty through Tailored Experiences
He reflected on how Hilton's personalized approach earned his loyalty, illustrating how

data-driven service can create a lasting connection between guests and the brand.



4. Data-Driven Marketing and Behavioral Insights

e Tailored Offers Based on Travel Patterns
Mr. Dhanabalu explained Hilton’s practice of sending him personalized offers based on
school holidays, encouraging him to stay at Hilton properties even when close to home.

e Comparison to Local Shops
He likened the hospitality industry’s use of data to local shops that recognize customers'

preferences, showing how advanced technology helps deliver tailored services.

5. Smart Room Features and Operational Efficiency

e Maintaining Optimal Room Conditions with Technology
Mr. Dhanabalu emphasized the importance of smart room features, such as temperature
control and entertainment customization. He noted that these enhancements improve
guest satisfaction and minimize human errors.

e The Role of Virtual Assistants and Chatbots
He introduced the "Goana" app, which provides recommendations for nearby attractions,

enhancing the guest experience by offering real-time information and assistance.

6. Data Privacy and Ethical Use of Al

e Balancing Personalization with Data Privacy
Mr. Dhanabalu stressed the need for hotels to respect guest privacy while using their data
effectively for personalization. He emphasized that data should be treated responsibly to

build trust with guests.

In his concluding remarks, Mr. Dhanabalu reiterated that Al is not meant to replace human
interaction but to enhance it. He underscored the importance of leveraging technology to create a
more efficient workplace and improve guest experiences. His narrative illustrated how data
analytics and Al are reshaping the hospitality industry, encouraging stakeholders to embrace

these advancements for a more personalized and rewarding future.



Mr. Fino Babu

General Manager at InterContinental Hotels Group

(IHG) Holiday Inn in Kochi

Topic- Enhanced guest experiences using Al

Mr. Fino Babu, representing Holiday Inn, began his

presentation by candidly admitting that he is not an

expert in artificial intelligence (AI) or technology.
However, he highlighted that the history of Holiday Inn
has been closely tied to technological advancements in the hospitality industry, providing a
fascinating narrative of how the brand evolved alongside innovations in reservations,

connectivity, and guest personalization.

Key Points Discussed

1. Evolution of Technology in Hospitality: The History of Holiday Inn

e Manual Reservations to Centralized Systems
Mr. Babu reflected on the early days of Holiday Inn, which began in Tennessee in 1952.
At that time, hotel reservations were manually recorded in ledger books, and room keys
were handed out by receptionists. He explained that it took 13 years for the brand to
introduce a centralized reservation system in 1965, making it the first hotel chain in the
world to adopt such a system.

e The Introduction of Toll-Free Numbers and Online Reservations
In the same year, Holiday Inn introduced a toll-free number, revolutionizing how guests
booked stays. He noted that the online reservation system developed during this period
became a benchmark for the industry, setting the stage for other brands to adopt similar

technology.



2. Present Innovations: IHG’s Technological Advancements

e State-of-the-Art Reservation Engine
Mr. Babu highlighted the new reservation engine developed by InterContinental Hotels
Group (IHG) over the past six years. This system generates detailed arrival sheets with
comprehensive guest information, including stay frequency, room preferences, feedback,
and dining history, enabling hotels to offer a more personalized guest experience.

e JHG Connect Wi-Fi System
He described the IHG Connect system as a sophisticated solution that provides seamless
internet access for guests and staff. IHG members with the mobile app are automatically
logged into Wi-Fi upon arrival, eliminating the need to manually enter room numbers or
last names. He emphasized that the system also notifies guests of nearby IHG properties

and offers personalized dining discounts, further enhancing the guest experience.

3. The Role of AI and Robotics in Hospitality

e Experiment with In-Room Dining Robots
Mr. Babu recounted an experiment at his hotel involving a robot named Dodo, introduced
by a Kochi entrepreneur. Initially, Dodo was used to deliver welcome drinks and cold
towels in the lobby, but the frequent interactions with guests proved intrusive. As a result,
the management decided to remove the robot from that role to preserve the guest
experience.

e Maintaining a Personal Touch with Al
He shared a conversation with a long-time Diamond Elite guest who expressed a
preference for local fruits and green tea instead of the usual English breakfast. This
example underscored the importance of personalized service and the need for hotel staff

to maintain communication with guests, even as Al helps automate certain processes.

4. Future Vision: IHG Studio and Hyper-Personalization

e Pilot Phase of IHG Studio
Mr. Babu introduced IHG Studio, an initiative currently being tested at select Middle

Eastern hotels. This program integrates guest preferences into IHG Connect to create a



hyper-personalized experience. Upon entering their rooms, guests will find lighting,
curtains, and TV volume automatically adjusted to their preferences, enhancing comfort
and convenience.

e Blurring the Lines between Technology and Service
He emphasized that such innovations represent the future of hospitality, where
technology complements personalized service, offering a tailored guest experience

without compromising human interaction.

5. Embracing Change and Balancing Innovation with Human Interaction

o Technological Revolution in Hospitality
In his concluding remarks, Mr. Babu acknowledged that the hospitality industry is on the
brink of a technological revolution that will significantly enhance guest experiences.
However, he stressed that maintaining a balance between technology and human
interaction is essential to preserve the essence of hospitality.

e Encouragement for Industry Stakeholders
He urged stakeholders to embrace technological advancements and adapt to the changing
landscape. He expressed gratitude for the opportunity to share his insights, emphasizing
that the harmonious integration of technology and human touch will shape the future of

the industry.

Mr. Fino Babu’s presentation provided a comprehensive overview of the evolution of technology
in hospitality, from manual reservation systems to Al-driven personalization. Drawing from
real-world experiences, he highlighted both the benefits and challenges of integrating technology
into guest services. His insights underscored the importance of striking a balance between
innovation and personal interaction, encouraging industry professionals to embrace change while

maintaining the core values of hospitality.

Panel Discussion

The moderator began the panel by engaging the audience with a nostalgic reflection on her

school days, likening the introduction of calculators to the present-day advancements in artificial



intelligence (AI). Initially, students were not
allowed to use calculators as they needed to
develop basic skills, but as they progressed,
calculators became essential tools. Drawing a
parallel to Al, she emphasized that technology
should also be seen as a tool rather than a
replacement for human creativity. She stressed
that hospitality is an art, where the craftsman’s
skills remain irreplaceable, and technology serves
to enhance—not replace—human effort.She then

invited Mr. Mukut Chakravarthi, the chairman of

the panel, to summarize the key insights from the

session.

Mr. Chakravarthi expressed his satisfaction with the depth of the session, highlighting the
journey of exploring Al and data's relevance in hospitality. He emphasized the importance of
personalization in the guest experience, contrasting on-ground execution with online service
models. He stressed that hospitality’s operational aspect is irreplaceable because it allows for
genuine guest interactions, which online travel agencies (OTAs) cannot replicate. He illustrated
this with an example involving personalized whiskey recommendations, underscoring how such

services enhance guest satisfaction.

He noted that Mr. Fino Babu’s remarks further reinforced the importance of
personalization and data-driven strategies. Mr. Chakravarthi concluded by encouraging
participants to view Al as a career-enhancing tool. He celebrated the hospitality industry’s
people-centric nature, describing it as an “addictive” business where professionals can deliver
real-time joy. He likened the hospitality industry to a stage, with Al and technology acting as

tools to enrich and elevate the experience.

Q&A Segment

Question 1: Advice for Students Navigating Technology and Skill Development



The moderator opened the floor for
questions by posing her own inquiry
to Mr. Chakravarthi. She asked for
advice on how students can navigate
the complexities of technology,
particularly in areas such as finance,
room division, or guest experience,

and how they could position

themselves to thrive in the evolving
landscape.

Mr. Chakravarthi responded by emphasizing the importance of identifying opportunities
within the hospitality sector. He acknowledged that the industry has traditionally followed a
linear process—from guest check-in to service delivery—but urged students to pivot towards

creative business models where execution becomes enjoyable.

He warned against relying solely on traditional curricula, which cannot keep pace with
rapid technological changes. Instead, he advised students to find their passion—what he called
their “mojo”—and to explore online learning paths to build relevant skills. He highlighted the
value of hybrid education models, which foster resilience and mentorship, but reminded students

that they must proactively keep their skills current in an ever-evolving industry.
Question 2: Shifting Job Roles and Adaptation to Automation

Building on Mr. Chakravarthi’s points, Mr. Fino Babu addressed the changing landscape of job
roles within hotels.

He pointed out that certain positions, such as revenue managers and reservation
managers, are increasingly becoming automated, with advanced revenue management systems
adjusting prices multiple times a day based on market demand. He explained that these
developments are rendering some traditional roles obsolete. However, automation does not mean
the end of the human element in hospitality. Instead, it presents an opportunity for professionals

to evolve and embrace new ways of enhancing guest experiences.



Question 3: Implementation of Interactive Technology at Hotels

Mr. Fino further elaborated on his hotel’s strategy to integrate technology into service delivery.

He shared his hotel’s plan to introduce interactive screens at the concierge, allowing guests to
access information about local attractions and services without the need for human attendants.
He emphasized that these changes are not theoretical but are already happening in real-time

within the industry.

Mr. Fino concluded by reassuring the audience that automation will not replace human
interaction. Instead, it offers hospitality professionals the chance to adapt and innovate. He
stressed the need to stay informed about emerging trends and technologies to remain

competitive, emphasizing that embracing change is key to thriving in the future of hospitality.

The moderator thanked the panelists for their insightful responses, summarizing the discussion
by reiterating that Al and technology are tools to support—not replace—the human element in
hospitality. She emphasized that skill development, adaptability, and continuous learning are
essential for students and professionals alike to succeed in the rapidly evolving industry. The
session concluded with a reminder to balance technology with the personal touch, ensuring that

the essence of hospitality remains intact even as the industry embraces new advancements.



Subtheme 3; Social Media Strategies for Guest
Experience
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The Third subtheme which covered Digital and Technological Transformation in Hospitality
brought together experienced industry professionals to explore the intersection of digital tools,
Al, and social media in transforming the guest experience and hotel operations. Moderated by
Mr. Varghese Johnson, HOD at SJIHMCT, the session delved into strategies for enhancing guest

engagement and brand visibility in the competitive hospitality landscape.

Ms. Chinnu Jimmy, Manager, Digital Consulting — Marriott Digital Services, South Asia,
highlighted the power of social media in funneling customers and driving direct bookings. She
explained that platforms like Google, Instagram, and Facebook allow hotels to track guest intent
and tailor ads to guide travelers from discovery to booking. She also discussed the Marriott
Bonvoy program, which uses targeted ads and rewards systems to enhance loyalty and customer
retention. Al plays a significant role in campaign design by optimizing placements, budgets, and

content for different stages of the customer journey.



Dr. Tijo Thomas, Assistant Professor at MG University, focused on the role of Al and
social media in creating meaningful guest experiences. While acknowledging that Al is evolving,
he pointed out that hotels still struggle with true customer-centricity, often offering pre-set
choices instead of personalized experiences. He stressed the importance of cultural immersion,
arguing that travelers seek authentic local experiences, and hotels need to leverage social media
and storytelling to connect with guests in meaningful ways. He also suggested that gamification,

AR, and VR could enhance engagement.

Mr. Girish Prabhu, Co-founder and CEO of Instio Experiences, discussed the importance
of social listening tools and reputation management. He emphasized how monitoring social
media allows hotels to engage with guest reviews in real time, influencing brand visibility and
guest satisfaction. Mr. Prabhu noted that Al can assist in identifying influencers, tracking guest
profiles, and automating review management, ensuring timely responses to both positive and
negative feedback. He stressed that reputation management is critical to maintaining a

competitive edge, as unresolved reviews can harm a hotel’s image.

During the Q&A session, Ms. Chinnu Jimmy explained how loyalty programs are
integrated into social media campaigns through geo-tagging, user searches, and personalized ads.
She shared an example of targeting Arab travelers during Kerala’s monsoon season with tailored
ads, achieving a 10x return on ad spend (ROAS). When asked about their marketing platform,
she revealed that marketing budgets differ by brand tier, with select service brands operating on
smaller budgets, while premium and luxury brands allocate higher budgets for customer

engagement.

The session concluded with a reflection on the balance between technology and human
touch. Ms. Chinnu Jimmy emphasized that while AI and social media are essential tools,
on-ground human experience remains irreplaceable. The panel collectively agreed that Al, social
media, and digital tools are transforming hospitality operations, but success lies in combining

technology with authentic service to meet evolving guest expectations.



Ms. Chinnu Jimmy

Manager, Digital Consulting - Marriott Digital Services,
South Asia

Topic- Digital And Technological Transformation

Ms. Chinnu Jimmy outlined the key strategies for
leveraging social media, digital transformation, and Al

to enhance customer engagement and drive bookings.

She emphasized that social media platforms like Google,
YouTube, and Meta (Instagram, Facebook, WhatsApp)
serve as powerful tools for funneling potential customers, guiding them from discovery to

booking through targeted and retargeting ads.

Ms. Jimmy also highlighted the role of Al in social media marketing, explaining how Al
optimizes campaigns by automating decisions on budget allocation, content placement, and
audience targeting. Platforms like Meta Advantage help hotels engage with customers at every
stage of their journey. She predicted that video content will dominate social media engagement

by 2025, further enhancing user interaction and brand visibility.
Key Points Discussed
1. Funneling Customers through Social Media:

Social media serves as a digital hub for connecting with potential customers. By understanding
how travelers use platforms like Google and YouTube for intent-based searches (e.g., "vacations
in Goa"), you can leverage social media and targeted ads to guide customers from discovery to
booking. Tools such as targeted and retargeting ads, based on search intent, help streamline the
customer journey. Marriott brands align their social media strategies with the unique identity of

each brand, ensuring tailored communication.

2. Digital Transformation for Bookings:



To maximize direct bookings and reduce reliance on OTAs (like Expedia or Booking.com),
Marriott emphasizes the need to modernize technology, improve website usability, and drive
more traffic to its direct channels. Programs like Marriott Bonvoy enhance customer loyalty
through social media interactions, offering points for activities like booking stays or even buying
coffee through the app. Increasing web traffic and profitability while leveraging social media's

vast reach, including platforms under Meta like Instagram, Facebook, and WhatsApp, is key.
3. AlI's Role in Social Media:

Al is transforming how campaigns are designed and optimized on social media. From generating
creative ads to suggesting campaign structures and placements, Al helps streamline
decision-making for budget allocation, target audience selection, and content placement.
Al-driven platforms like Meta Advantage optimize campaigns, helping hotels connect with
potential customers at different stages of the funnel (seek, explore, book). Additionally, Al
enables a shift towards video-based content, which is projected to dominate user engagement by

2025.
Dr Tijo Thomas

Asst Professor, School of Management And Business

Studies, Mg University, Kerala

Topic- Role Of Social Media In Modern Hospitality

Dr. Tijo Thomas emphasized that Al is still evolving and

has limitations, particularly in understanding human needs

and providing contextual responses. While tools like

ChatGPT are helpful, they cannot fully replace human roles in hospitality.

He questioned whether hotels are truly customer-centric or merely offering limited,
pre-set choices disguised as customer options. Dr. Thomas highlighted the importance of
providing authentic cultural experiences, such as local cuisine and traditions, especially in

destinations like Kerala. He explained that while Al struggles to deliver culturally relevant



suggestions, social media platforms excel at real-time engagement, enabling hotels to connect
guests with unique experiences. Examples like visual storytelling, AR/VR, and gamification

were discussed as effective ways to engage customers.
Key Points Discussed
1.  ADs Current Limitations:

Al, like ChatGPT, is helpful but not perfect. People don't always take Al's answers as the
absolute truth, and it hasn’t yet reached a point where it can completely replace human roles,

especially in understanding human needs and context.
2.  Customer-Centricity:

You raise the question—are businesses, especially hotels, truly customer-centric, or are they
merely providing pre-set choices (like multiple-choice questions) and labeling it as customer
choice? Real customer satisfaction requires understanding what people truly want, and hotels

often fail in this regard.
3. Cultural Immersion & Local Experiences:

Travelers seek authentic cultural experiences. When visiting places like Kerala, they want to
experience local cuisine, unique attractions, and customs, not generic services. You highlight

how important it is for hotels to understand this and provide more than just a place to stay.
4.  The Role of AI & Social Media in Enhancing Experiences:

Al hasn’t yet adapted well enough to give culturally relevant, personalized suggestions. Social
media, on the other hand, is better at real-time engagement, which hotels can use to connect

guests with authentic experiences like local foods, cultural festivals, or hidden gems.
Examples of Successful Engagement:

e Social media streaming or visual storytelling can enhance guests' experience (e.g.,

showing real-time food preparation).



e Using gamification or AR/VR experiences in hotels can engage customers in a unique

way

Dr Tijo concluded by suggesting that Al can improve by integrating social media data to offer
more personalized, real-time experiences. You also highlight the importance of storytelling,

gamification, and engaging activities in creating memorable customer interactions.
Mr Girish Prabhu
Co-Founder / Ceo Insteo Experience

Topic- Role of social media and Al in enhancing guest

experiences

Mr. Girish Prabhu emphasized the role of social media

and Al in enhancing guest experiences, managing

brand reputation, and boosting visibility in the hotel
industry. He highlighted that social media platforms
like Instagram and Facebook allow guests to share their experiences, influencing brand image
and visibility.He stressed the importance of identifying influencers and VIPs, explaining that Al
tools can track guest profiles to ensure they receive appropriate attention. Social listening tools
help hotels monitor online conversations in real time, enabling staff to address guest needs and

expectations proactively.

Mr. Prabhu also emphasized engaging with all reviews, both positive and negative, as a
strategy to improve guest satisfaction. He noted that brands like Starbucks excel in this area by

responding to all mentions across channels.

Key Points Discussed

1. The Power of Social Media in Guest Experiences:
Social media platforms like Instagram and Facebook allow guests to share their experiences,

which influences the brand's visibility. You highlight the importance of monitoring these



channels to understand how guests are interacting with the brand and to leverage their content for
marketing purposes.

2. Identifying Influencers and VIPs:
It’s becoming difficult to identify who’s influential just based on appearance—someone with
thousands of followers might visit the hotel and go unnoticed. Al-driven tools can track guest
profiles and flag potential influencers or VIPs, ensuring they receive appropriate attention and
enhancing their experience.

3. Social Listening Tools:
You discuss how tools can listen to social media chatter in real time and provide information that
can be used to improve service. This way, staff can be more aware of guest expectations, needs,
and feedback.

4. Engaging with Reviews:
You argue that responding to all reviews—positive and negative—is crucial. Brands like
Starbucks excel at responding to all mentions of their brand across channels, which improves
guest satisfaction and shows that the company is paying attention.

5. Reputation Management:
The example you shared about your resort experience highlights the importance of managing and
updating responses to reviews. Even an old negative review can hurt a property if not addressed.
Regularly collecting and responding to reviews ensures that outdated or incorrect information
doesn’t dominate the narrative.

6. The Role of AI in Managing Reviews:

Al can help sort through large volumes of reviews, identify key sentiments, and even flag
specific areas (like the pool, in your example) that need attention. This helps management
respond more effectively and avoid missing important details, improving overall guest
satisfaction.

Panel Discussion

One of the audience asked a question through the moderator Mr. Varghese Johnson, "How do
you integrate a loyalty program into a social media campaign?" To that question she answered
that "Loyalty programs are an integral part of our overall brand strategy, covering almost all our

9,000 hotels via the Marriott Bonvoy app. By leveraging geo-tagging, previous bookings, and



user searches, we customize the experience for each -
cmng Opera

customer. For example, during the monsoon season in

0ns, Sust
Kerala, we target Arab travellers with specific retargeting —
ads, personalized for Marriott Bonvoy members, and have
seen up to 10x return on ad spend (ROAS) through this
method. This allows us to dynamically adjust our marketing
budget based on market trends and data insights, with a
focus on customer retention."

Can you disclose the marketing platform you use, as it
seems to be more than just a blog or content app? It appears
to play a significant role in revenue generation. Could you
provide some insight into how the financial cycle works

within your marketing operations?

The marketing platform we use is indeed multifaceted, but it’s important to note that each
marketing budget is unique to a specific hotel. For instance, we operate across different brand
tiers: select service brands, premium brands, and luxury brands. The allocation of marketing
funds is determined by the specific needs of each brand. For example, a select service brand may
have a smaller budget due to its more focused target audience, while our premium and luxury
brands have significantly larger budgets that align with their market positioning and the level of
customer engagement they aim for. The specifics of this budget allocation are very
hotel-specific, so I don't have access to that detailed financial data, but in general, we tailor our

marketing to align with the brand's positioning in the market.

Ms Chinnu Jimmy concluded the session. In the conclusion speech she emphasized that
Al and social media are excellent tools for reaching customers, we must recognize the challenges
Al faces compared to human knowledge and on-ground experience, which has been highlighted
during this session. Using user-generated content on social media to your advantage creates a
continuous feedback loop, helping businesses understand how to market to customers while
allowing customers to provide feedback or reviews. Reputation management, especially through
social media, is a critical factor that drives business into bookings. The session was concluded

after the question and answer session.



Subtheme 4; Sustainability and Innovation in

Hospitality

Subtheme 4 was on the second day of the conference September 7, 2024, which focused on
sustainability and innovation in hospitality, bringing together experts to discuss how
sustainable practices can enhance both business performance and environmental responsibility.
Mr. Niranjan Khatri, Dr. Radhakrishna Shenoi, and Chef Gary Maclean shared insights,

with Ms. Carla Gethin moderating the session.

Mr. Niranjan Khatri opened the discussion by stressing the need for businesses,
particularly in hospitality, to focus beyond financial profits and consider their ecological and
social responsibilities. He emphasized that resource depletion, pollution, and population growth
require innovative approaches to sustainability. Drawing from his experience in Port Blair, he
shared how simple changes, such as switching from cardboard to reusable steel tiffin boxes, led

to both environmental benefits and cost savings. Khatri encouraged hospitality leaders to



embrace risk and explore eco-friendly solutions, such as renewable energy, waste conversion
technologies, and decentralized waste management. He concluded by emphasizing the
importance of leaders who inspire others to act sustainably, aligning business practices with

global environmental goals.

Dr. Radhakrishna Shenoi provided insights into the sustainable practices of CGH
Earth, a family-run hospitality group in Kerala. He detailed how CGH Earth incorporates local
architecture, eco-tourism, and community engagement into their operations. From
solar-powered systems to minimizing plastic use, their approach exemplifies how sustainability
can coexist with luxury. Dr. Shenoi explained that natural ventilation and local procurement
help reduce environmental impact while improving guest experiences. He concluded by
highlighting that CGH Earth’s business model proves that small-scale, sustainable operations
can be both profitable and environmentally responsible, offering guests immersive experiences

rooted in local culture.

Chef Gary Maclean shared his perspective as both a chef and hospitality manager,
focusing on how waste reduction, particularly food waste, is essential for sustainability and
profitability. He highlighted that if food waste were a country, it would rank among the largest
contributors to CO: emissions, underscoring the environmental cost of food waste. Maclean
emphasized that chefs and managers must adopt creative solutions, such as repurposing
ingredients, collaborating with local suppliers, and using Al-powered tools for waste
management and inventory tracking. He also discussed Scotland’s progressive policies, like
banning single-use plastics, which influence the hospitality industry to adopt greener practices.
Maclean encouraged students to view sustainability as a responsibility and an opportunity to

innovate within their future careers.

In closing, Mr. Khatri summarized the session by reiterating the importance of scaling
sustainable practices across regions and sectors. He emphasized that education in
sustainability is crucial for the next generation of hospitality professionals, ensuring they
implement these principles in their businesses. Khatri also highlighted the need to meet
consumer expectations for eco-friendly practices, particularly in regions like Scotland, where

sustainable initiatives are in high demand. The session concluded with a call to action for the



hospitality industry to embrace sustainability, not only as a necessity but as a competitive

advantage.

Mr. Niranjan Khatri

Former GM - ITC, Welcome group, Founder at
1Sambhay RNATIONAL CON

Topic- Green technology for Sustainable Hospitality.

Mr. Niranjan Khatri’s presentation focused on

environmental sustainability and innovation in the

hospitality sector, urging businesses to go beyond
economic profits and consider their ecological and social responsibilities. He emphasized the
need to address pollution, waste, resource depletion, and inequity as global challenges. Khatri
shared personal experiences, including a waste-reduction initiative in Port Blair, highlighting

simple, impactful actions such as switching to reusable tiffin boxes.

He stressed the importance of aligning practices with the United Nations Sustainable
Development Goals (SDGs) and adopting innovative solutions like eco-friendly design,
non-air-conditioned spaces, and geothermal heating systems. Khatri also discussed supporting
agriculture through improved cold chain infrastructure, waste-to-energy projects, and community

initiatives like the Bank of Nutrition, which promotes biodiversity and nutrition.
Key Points Discussed

The presentation emphasizes the urgent need for managers and businesses, particularly in the
hospitality industry, to focus not only on economic value but also on social and ecological
dimensions. Environmental challenges such as pollution, waste, and resource depletion require

us to become more observant and innovative in our practices.

1. Environmental Responsibility:



The speaker recalls a quote from forefathers, "Thou shalt not put even a rose petal in the rivers,"

highlighting how far we've strayed from respecting natural resources
2. Waste Reduction:

Businesses have historically been designed with waste built into their systems. By identifying

and eliminating waste, companies can add customer value and reduce environmental impact.
3. Population Growth and Resource Inequity:

With the global population projected to reach 10 billion in the next 20-30 years, resource scarcity

and inequity will intensify, making sustainable practices imperative.
4. Innovation and Risk-Taking:

Embracing innovation, eco-design, and methodologies like Six Sigma can lead to competitive

advantages. The ability to take calculated risks is crucial for implementing sustainable solutions.
5. Personal Experience in Port Blair:

The speaker shares his journey of initiating environmental practices after being urged by local
leaders to address tourism's negative impact. Simple actions, like switching from cardboard

lunch boxes to reusable steel tiffin boxes, led to environmental benefits and cost savings.
6. Aligning with Global Goals:

Many of the initiatives implemented align with the United Nations Sustainable Development

Goals (SDGs), demonstrating that local actions contribute to global objectives.
7. Exceeding Compliance:

Companies should go beyond mere legal compliance and proactively adopt sustainable practices,

such as investing in renewable energy and reducing carbon footprints.
8. Innovative Design in Hospitality:

Examples include:



o Non-Air-Conditioned Spaces: Designing hotel lobbies and buildings to be
comfortable without air conditioning reduces energy consumption.

o Earth Heating and Cooling Systems: Utilizing geothermal temperatures for
natural heating and cooling, as practiced by some companies with non-AC
buildings.

o Raising AC Temperatures: Increasing indoor temperatures by a few degrees can
significantly reduce energy usage.

9. Supporting Agriculture and Reducing Food Waste:

a. Improving Cold Chain Infrastructure: Assisting farmers to reduce post-harvest
losses.

b. Converting Waste to Resources: Using cow manure to produce biogas and
bio-CNG, which can then be transformed into CO: and dry ice for cold storage
solutions.

10. Reviving Sacred Groves

Encouraging communities and educational institutions to create and protect green spaces with

native plants, promoting biodiversity and environmental education.
11. Bank of Nutrition Initiative:

Establishing programs to distribute fruit tree saplings to impoverished families, enhancing
nutrition, and providing economic benefits. This also aids in water conservation and increases

agricultural yields due to the return of birds and pollinators.
12. Empowering Future Generations:

Involving children in environmental projects teaches them valuable life skills and fosters a

culture of sustainability.
13. Decentralization and Resource Efficiency:

Advocating for decentralized waste management to reduce reliance on landfills and encourage

regeneration. Landfill sites are a manifestation of inefficiencies in resource use.



14. Leadership by Example:

There is a need for leaders who inspire others by practicing what they preach, especially in

sustainable initiatives.
15. The David and Goliath Analogy:

Emphasizes being resource-light and agile. Just as David used minimal resources effectively,

businesses should aim for efficiency and innovation over sheer scale.
Dr. Radhakrishna Shenoi

Assistant Vice President, CGH Earth - Experience
Hotels

Topic- Waste Reduction & Recycling

Dr. Radhakrishna Shenoi's speech outlined the history,
philosophy, and sustainability initiatives of CGH
Earth, a Kerala-based hospitality group now in its third generation. The company began with the
Malabar Hotel and has since expanded to include notable properties such as the Casino Hotel and
eco-conscious resorts like Spice Village and Marari Beach.CGH Earth has introduced innovative
waste management practices, such as reducing plastic use, recycling organic waste, and utilizing
renewable energy sources like solar power. This shift enhances efficiency by decreasing reliance

on air conditioning through designs that promote natural ventilation.

Employee and community engagement are central to CGH Earth's operations, as they
actively involve both in sustainable practices and aim to extend these principles beyond their

business.
Key Points Discussed

1. Historical Growth:



The company started with Malabar Hotel and eventually expanded to resorts like Bangaram

Island and properties focusing on wellness and eco-tourism.
2. Sustainability Philosophy:

They emphasize using local architecture and materials, reducing environmental impact, and
working with local communities. Their ethos focuses on minimal construction, leveraging

natural elements, and incorporating local culture into their projects.
3. Innovations in Waste Management:

Their approach includes minimizing plastic use, recycling organic waste, and using renewable

energy solutions like solar-powered hot water systems.
4. Efficiency:

They've shifted to using solar energy, reducing the need for air conditioning by designing

structures with natural ventilation, and focusing on local procurement for food supplies.
5. Employee and Community Engagement:

CGH Earth has a strong focus on involving both their employees and local communities in

sustainable practices, aiming to extend these principles beyond the workplace.
6. Guest Experience:

They aim to offer guests an immersive experience with nature, promoting sustainability and

responsible travel as part of the luxury experience.

Dr Radhakrishna Shenoi concluded with the notion that their business model is proof that
sustainability can coexist with profitability, by focusing on small operations, high-value

experiences, and local engagement.



Chef Gary Maclean

Scotland’s National Chef, food ambassador, and | ]OS EPH'S INST [ i [‘,J T [
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winner of MasterChef The Professionals

Topic, Integration of automation and robotics in the

hospitality and tourism industry.

Chef Gary McLean shared valuable insights into
sustainability in the hospitality industry from the
perspective of a chef and manager. He highlighted the
significant role of food waste in contributing to environmental damage while emphasizing the
financial opportunities associated with waste reduction. By focusing on profitability alongside
sustainability, he illustrated how every aspect of kitchen operations, from inventory management

to menu design, can contribute to cost savings and a lower environmental impact.

A key point discussed was that food waste, if considered a country, would be the
third-largest contributor to CO2 emissions, underscoring the environmental implications of poor
food management. Chef McLean also noted Scotland’s leadership in implementing green
policies, including bans on single-use plastics and extensive recycling practices that influence
hospitality businesses. He emphasized the chef's responsibility in waste reduction, suggesting
that even seemingly useless kitchen scraps can be repurposed creatively. Utilizing technology
like Al-based waste tracking and efficient stock management can significantly minimize waste

and improve kitchen operations.
Key Points Discussed
1. Sustainability and Profitability.

The speaker reminds the students that while customer service and staff management are
important, the primary job of hospitality managers is to ensure profitability. Reducing waste

directly contributes to saving money.



2. Food Waste and Environment:

If food waste were a country, it would be the third largest contributor to CO2 emissions, which is

a stark reminder of the environmental implications of improper food management.
3. Cultural and Policy Shifts in Scotland.:

The speaker emphasizes Scotland's leadership in green policies, including bans on single-use

plastics, and extensive recycling practices that also influence hospitality businesses.
4.  Chef’s Responsibility and Waste Reduction:

In the kitchen, everything from fish heads to vegetables can be repurposed, and waste can be
minimized through creative use of ingredients, efficient stock management, and the use of

technology like Al-based waste tracking.
5.  Adopting Technology:

Modern tools such as blast chillers, Al-based inventory systems, and waste tracking software can

drastically reduce overproduction and food spoilage, increasing shelf life and reducing waste.
6.  Future of the Industry:

The speaker looks toward the students in the audience as the future of the industry, highlighting
the power they will wield in shaping sustainability practices, both in terms of reducing food

waste and improving profitability.
7. Collaboration with Suppliers.

Establishing strong relationships with local suppliers can help ensure that seasonal and
prime-quality products are utilised, reducing the risk of over-ordering or underusing perishable

items.



Panel Discussion

Mr. Niranjan Khatri concluded the

session by emphasizing the critical

importance of  sustainability
practices in the hospitality industry
and their implementation across
various sectors and regions. He

contrasted different approaches to

sustainability, noting that some
business owners, like "Dominic," can easily adopt green practices due to operational control,
while others must retrofit existing setups. Khatri highlighted the need to scale sustainability
efforts across geographies, recognizing that progress in green building is only a small step
compared to the overall need. He stressed the importance of educating hospitality students about
sustainability, ensuring that practices such as composting food waste are not just taught but

actively implemented in their future businesses.

He also pointed out the high consumer demand for sustainability in regions like Scotland,
where customers expect businesses to adhere to environmentally friendly practices, including
serving sustainably sourced seafood. Additionally, he shared examples of restaurants with strict
food waste policies, promoting responsible ordering as part of a broader trend toward conscious
consumption. Finally, he noted the global disparities in sustainability practices, particularly in

regions like North America, which lag behind in their sustainability efforts.



Subtheme 5; Sustainability and Innovation in
Hospitality
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Subtheme 05: Role of HR and Learning Departments began with moderator Ms. Andrea Mata
from Vidya Shree University, who addressed students about the relevance of Al, IoT, and system
integration for their careers. She emphasized the importance of adapting to the evolving
hospitality landscape and described the HR department as the "heart of the house," crucial for

both front-of-house and back-of-house operations.

The panel included Mr. Aditya Mata, General Manager of Essque Hotels in Zanzibar,
who discussed "Employee E-Learning and Acceptance"; Mr. Thomas Emmanuel Ramapuram
from Fidelity National Financial, focusing on "Employee Tech Readiness and Acceptance"; and

Ms. Sujatha Madav Chandran from Infopark, Kochi, who presented on "Al in HR Management."

Mr. Aditya Mata highlighted the importance of maintaining the human touch in
hospitality while embracing technological advancements like AI. Mr. Ramapuram emphasized
the need for education and engagement to ease employee transitions to new technology,

addressing concerns about job displacement.



Mr. Aditya Mata
General Manager of Essque Hotels in Zanzibar

Topic- Hospitality and Technology

Mr. Aditya Mata acknowledged key individuals

who influenced his career, notably Mr. Abby, who SJ ITHMCT

exemplified true hospitality upon his arrival in Si i

Kochi. He also expressed gratitude for students
Diana and Jonath, whose positivity inspired him and highlighted the importance of creating

memorable experiences in hospitality.

With over 36 years in the industry, Mr. Mata reflected on the significance of giving back
and sharing knowledge to guide future professionals. He emphasized the need for growth and
adaptability in response to technological advancements, particularly the evolution of artificial

intelligence (Al), which should enhance rather than replace human capabilities.

He underscored the vital role of Human Resources in fostering employee learning and
development to navigate new technologies effectively. Mr. Mata highlighted available resources,
like Google and various applications, that can enhance learning, stressing the importance of

discipline and structured education.
Key Points Discussed
1. Acknowledgements:

He took a moment to recognize individuals who have significantly influenced his career,
particularly highlighting Mr. Abby, who epitomized true hospitality upon his arrival in Kochi.
Mr. Mata also expressed appreciation for Diana and Jonath, a student whose positive outlook
inspired him, emphasizing the importance of creating memorable experiences in the hospitality

industry.



2. Personal Reflections:

With over 36 years of experience in hospitality, Mr. Malta shared insights from his journey,
emphasizing the importance of giving back and sharing knowledge to guide the next generation

of professionals.
3. Focus on Growth and Technology:

He addressed the ongoing discussions from the previous days on efficiency, adaptability, and the
infusion of technology in hospitality. Mr. Mata emphasized the need to embrace rapid changes in

the industry to enhance services effectively.
4. Embracing Change:

Mr. Malta underscored the evolution of artificial intelligence (Al) in the industry, urging that
technology should enhance human capabilities rather than replace them. He stressed the
necessity of maintaining the human touch in hospitality while incorporating Al and technological

advancements.
S. The Role of HR:

He highlighted the pivotal role of Human Resources in facilitating learning and development,

ensuring that employees adapt and thrive alongside new technologies.
6. E-Learning and Collaboration:

Mr. Mata noted the incredible resources available today, such as Google and applications like
Perplexity, which can enhance learning experiences. He emphasized the need for discipline and

structured learning to maximize the potential of these tools.

Mr. Mata reiterated that hospitality is about creating special moments, building trust, and
forming lasting memories. He encouraged the audience to combine the power of technology with

the essence of human connection in their future endeavors.



Mr. Thomas Emanuel Ramapuram

Associate Vice President at Fidelity National

Financial

Topic- Embracing Technology in Hospitality: The

Path to Employee Readiness and Acceptance

Mr. Thomas Ramapuram began his talk with a

story about Gita, a front office employee who was
initially anxious about the introduction of a new
property management system. Despite her fears of redundancy, Gita’s role evolved to enhance
guest experiences, highlighting how technology can transform job functions rather than eliminate

them.

Mr. Ramapuram emphasized that while many hospitality businesses are eager to adopt
new technologies, resistance often arises from employees due to misunderstandings, fears of job

loss, and inadequate training.
Key Points Discussed
1. Education:

Providing comprehensive training that goes beyond basic operation of new systems to include

understanding the workflow changes that come with new technology.
2. Engagement:

Actively involving employees in the technology adoption process. This can be achieved by

designating technology champions within the organization who can support their peers.

3.  Empowerment:



Encouraging frontline staff to participate in decision-making processes and utilise data from

systems like customer relationship management tools to enhance guest interactions.
4.  Job Displacements:

Mr. Ramapuram addressed the common concern of job displacement, noting that while
technology can lead to changes in roles, it also creates new opportunities. He provided the
banking sector as an example, where technological advancements have led to more specialized
roles rather than job losses. He also discussed the importance of recognizing the
multi-generational nature of the workforce. Younger employees are often more comfortable with
technology, and organizations can benefit from a "reverse mentoring" approach, where they teach

older colleagues how to navigate new tools.
5. Leadership Responsibilities:

Mr. Ramapuram outlined key responsibilities for leadership in managing technological

integration:

e Vision: Leaders should articulate a clear vision of the benefits of new technology
for both the organization and employees.
e Leading by Example: Leaders must actively engage with new technologies to

foster a culture of acceptance and enthusiasm.

Mr. Ramapuram reaffirmed that the hospitality industry relies heavily on human connections. He
asserted that technology should enhance, not replace, human capabilities. To achieve this, a
balanced approach involving education, engagement, and empowerment is essential. He
encouraged the audience to collaborate in creating an industry where technology and personal

touch together enhance guest experiences.



Ms. Sujata Madav Chandran

Head of Strategic Initiatives and Analytics, TCS
Info Park, Kochi

Topic- Al in HR Management

Miss Sujata Madav Chandran opened her SJIHMCT
presentation by expressing gratitude to the event PALAI

organizers and attendees for their presence. She
shared insights from her extensive experience at Tata Consultancy Services (TCS), particularly

in leveraging Al and machine learning within the HR landscape.
Key Points Discussed
1. Transformation Through Technology:

The presentation emphasized how technology can significantly enhance human lives, particularly
in the HR domain. She noted the evolving challenges in the hospitality industry and highlighted

areas where Al excels, including customer experience and operational efficiency.
2. Generative Al in Hospitality:

The speaker discussed the use of generative Al for sentiment analysis and personalized offerings

in hospitality, enhancing guest experiences through hyper-personalization and menu pairing.
3. Accessibility and Inclusivity:

She highlighted the importance of creating an inclusive environment for individuals with special
needs in the hospitality sector. The potential of technology to promote accessibility was a central

theme.

4. Core Operational Enhancements:



Al is instrumental in optimizing resource allocation and planning, aiding organizations in

balancing growth with cost optimization.
5. Talent Acquisition Revolution:

The process of talent acquisition has transformed drastically, with Al being used for the initial

screening of candidates. This includes:
6. Using Al models for parsing resumes and assessing cultural fit.

Al-driven predictions for the likelihood of job offer acceptance, aiding in formulating

competitive remuneration packages.
7. Employee Lifecycle Management:

The traditional hire-to-retire model was discussed, showcasing how Al supports various stages,

including:
8. Onboarding:

Leveraging conversational Al for employee help desks and personalised communication.
9. Retention:

Implementing predictive analytics to identify at-risk talent, enabling targeted retention strategies

for high performers.
10. Engagement:

Utilizing Al for intent analytics to gauge employee sentiments and foster better team dynamics.
11. Future Outlook:

Miss Sujata concluded by emphasizing the critical role of Al in shaping HR practices, making
them more efficient, data-driven, and empathetic. The focus on Al's potential to enhance

employee experience and organizational culture was underscored. Miss Sujata Madav



Chandran's presentation shed light on the transformative impact of Al in HR management,

particularly within the hospitality sector.

Panel Discussion

Mr. Adityaya Mata expressed his gratitude
to the participants, including moderators
Andrea and Thomas, and panelist Sujata,
for their insightful contributions. Mr. Malta
highlighted that the core of their discussion
was centered on leveraging artificial
intelligence to  enhance operational
efficiency and improve quality of life. He

stressed the need to minimize biases and

prejudices in society, particularly within

the diverse context of India.

Reflecting on a personal experience at the Bangalore airport, he noted the positive
interaction he had with a transgender individual selling perfumes. This experience underscored

the importance of inclusivity and the joy of living together harmoniously.

He also reiterated the importance of education, engagement, and empowerment in the
workplace, as pointed out by Thomas. Mr. Mata stated that inclusion is essential, and technology
should be viewed as a tool for transformative change that enhances lives. In summary, he urged
participants to focus on creating a better quality of life through predictive analytics and proactive
decision-making, ensuring actions are taken thoughtfully rather than reactively. Mr. Mata
concluded by thanking everyone for the enriching discussions and wishing them success in their

future endeavors.



Subtheme 6; Smart Infrastructure Integration

The Subtheme on Smart Infrastructure Integration commenced with the moderator, Mr. Varghese
Johnson, Head of the Department at SJIHMCT Palai. He welcomed attendees and emphasized
the crucial role of digital technologies in enhancing the efficiency, sustainability, and resilience
of physical infrastructure. Mr. Johnson introduced the transformative potential of artificial
intelligence (Al) in urban development and operational efficiency.The panel featured esteemed
experts, including Professor Dr. Satish Jayaram, an EdTech innovator; Mr. Benjamin Alexander,
Director of Sales at Chevrin Labs; and Mr. Vinay Kumar Shetty, Director of Strategic Initiatives
at Exen. Each panelist brought valuable insights into the integration of smart technologies across

various sectors.

Professor Dr. Satish Jayaram highlighted the need for custom-designed infrastructure
solutions and addressed challenges such as outdated technologies and privacy issues. He stressed
the importance of ethical data management, noting the urgency in addressing key challenges like

cybercrime and data vulnerability.



Mr. Benjamin Alexander discussed the integration of smart infrastructure within the cleaning
industry. He showcased how advanced technologies, such as the Internet of Things (IoT) and Al,
can optimize cleaning operations, enhance operational efficiency, and lead to cost savings. Mr.
Vinay Kumar Shetty focused on IoT integration in the hospitality sector. He emphasized how
smart technologies could significantly enhance guest experiences, streamline operations, and

contribute to sustainability efforts through automation and data utilization.
Professor Dr. Satish Jayaram
EdTech Innovator and Model Incubator

Topic- Smart Infrastructure Integration- Internet of
Things (IoT) Applications for Smart Hotels and
Resorts

Professor Dr. Satish Jayaram outlined the session's

focus on smart infrastructure integration, addressing challenges such as outdated technologies,
lack of coordination, and privacy concerns. He emphasized the need for custom-designed
solutions and seamless connectivity to leverage IoT effectively. Dr. Jayaram highlighted the
importance of ethical data management, including integrity and accessibility, while identifying
key challenges like cybercrime and software incompatibility. He proposed actionable steps for
redesigning technologies to enhance data security and sustainability. The session aimed to
provide a comprehensive understanding of the collaborative efforts required for successful smart

infrastructure implementation.
Key Points Discussed
1. Challenges in Smart Infrastructure:

Acknowledges the diversity in infrastructure solutions, emphasising the need for
custom-designed approaches. Identifies challenges such as lack of coordination, outdated

technologies, and privacy issues.



2. Alternatives and Solutions:

Stresses the importance of redesigning existing technologies for contemporary needs. It calls for

seamless connectivity among users to leverage loT effectively.
3. Ethical Practices in Data Management:

Highlights the need for robust data management and privacy respect. Emphasises data integrity,

quality, and accessibility for effective [oT integration.

4. Key Challenges Identified:
a. Cybercrime and crypto-related issues.
b. Urgency in startups without readiness.
c. Data vulnerability and privacy concerns.

d. Software incompatibility and security issues.

The session discusses the need to redesign technologies to address current challenges and ensure
seamless interoperability. Key areas of focus include enhancing data security, fostering
sustainability, and ensuring scalable solutions. Dr. Jayaram suggests actionable steps to design

smart infrastructure, including prioritizing data management, interoperability, and privacy.

Mr. Benjamin Alexander

Director of Sales at Chevrin Labs
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Mr. Benjamin Alexander discussed the integration
of smart infrastructure in the cleaning industry,
focusing on how IoT and AI technologies optimize cleaning operations. He introduced smart
cleaning as a system that enhances efficiency through real-time monitoring and data analytics.

Key trends include the rise of robotic cleaning solutions and the need for continuous workforce



training. While smart cleaning offers operational efficiency and cost savings, challenges such as
high initial investments and data security concerns remain. The presentation emphasized the
importance of balancing technology with human intervention to improve cleaning quality across

various sectors.
Key Points Discussed
1. Introduction to Smart Cleaning

Mr. Benjamin Alexander discussed the integration of smart infrastructure in the cleaning
industry, emphasizing the role of advanced technologies like IoT (Internet of Things) and Al
(Artificial Intelligence) in optimizing cleaning operations across various sectors. Smart cleaning
involves using integrated technology systems to enhance operational efficiency within the

cleaning sector.
2. Components of Smart Cleaning

Key components include real-time monitoring through IoT, which enhances efficiency, and Al,
which analyzes cleaning patterns to optimize scheduling and resource allocation. Automation is
also a vital aspect, utilizing sensors to monitor waste levels and air quality, prompting timely

cleaning actions.
3. Trends in Smart Cleaning

The presentation highlighted the rising interest in robotic cleaning solutions, particularly in
regions with high labor costs. Examples include scrubber-dryer robots used in large venues like
airports. Advanced analytics provide insights into cleaning trends and resource management,

further improving processes.
4. Benefits of Smart Cleaning

Smart cleaning offers significant operational efficiency by streamlining processes for better
resource allocation. While there are initial investment costs, long-term savings, especially with
rising minimum wage costs, make it beneficial. Robotic cleaners ensure consistency and quality

by providing thorough cleaning and data on cleaned areas.



5. Challenges

Despite its advantages, the adoption of smart cleaning technologies faces challenges such as high
initial investment costs and data security concerns regarding internet connectivity and privacy.
Additionally, continuous training for the workforce is necessary to keep pace with technological

advancements.
6. Future Trends

The industry is moving towards fully autonomous cleaning systems driven by Al, with an
emphasis on human-robotic collaboration. This balance enhances efficiency without eliminating

jobs, and there is a focus on evolving skill sets to help employees adapt to new technologies.
7. Applications Across Industries

Mr. Alexander noted the diverse applications of smart cleaning across industries, including
enhancing cleaning quality in hospitality, improving disinfection processes in healthcare, and

utilizing robotics for efficient cleaning in public spaces.

Mr. Alexander's presentation underscores the critical role of smart infrastructure in cleaning,
highlighting the balance between technological integration and human intervention to ensure
efficiency, cost-effectiveness, and quality in cleaning

processes.
Mr. Vinay Kumar Shetty

Director of Strategic Initiatives at Exen and IMFA Certified

Trainer

Topic- 10T Integration

Mr. Vinay Kumar Shetty's presentation on [oT integration in

the hospitality industry highlighted the significant impact of




technology on enhancing guest experiences and operational efficiency.

He discussed how IoT connects sensors and devices to create seamless experiences across
hotel locations, improving both guest interactions and operational sustainability. Data analysis is
crucial for personalizing services and optimizing operations, while automation of routine tasks

allows staff to focus on guest experiences rather than repetitive duties.

Mr. Shetty emphasized the importance of sustainability, noting that IoT can help hotels
manage energy and water usage. He highlighted the role of smart technologies, such as facial
recognition and robotics, in enhancing service while ensuring operational efficiency through

predictive maintenance.

Adaptability and customization are key challenges as the industry evolves. Mr. Shetty
concluded by urging the hospitality sector to embrace technology not only for operational

excellence but also to create memorable guest experiences that foster loyalty and repeat visits.
Key Points Discussed
1. Integration and User Experience:

IoT integration connects sensors and objects, enabling seamless experiences across different
hotel locations. Technology acts as a supporting structure to enhance guest experiences,

streamline operations, and ensure sustainability.
2. Data Utilisation:

Data is crucial for decision-making. By analysing guest preferences and behaviours, hotels can
personalise services and improve operational efficiencies. Automated systems can gather and

analyse data to monitor factors such as air quality and energy consumption.
3. Sustainability Initiatives:

Hotels are increasingly adopting sustainability measures, such as being water or carbon neutral.
IoT can help monitor and manage energy and water use, contributing to environmentally

responsible operations.



4. Automation of Operations:

Routine tasks can be automated, allowing staff to focus on creating memorable guest experiences
rather than handling repetitive tasks. This automation extends to booking systems and

maintenance, which improves operational reliability and efficiency.
5. Smart Technology:

The implementation of smart technologies, such as facial recognition for room access and robotic
assistance, enhances the guest experience while reducing manual intervention. Predictive

maintenance of equipment ensures that operations remain smooth and energy-efficient.
6. Adaptability and Customization:

The integration of diverse technologies and applications is essential for delivering personalized
services. The challenge lies in adapting to new technologies and ensuring that they work

seamlessly together.
7. Future of Hospitality:

As the hospitality industry evolves, it must leverage technology not just for operational
excellence but also to create unique and memorable experiences for guests, driving customer

loyalty and repeat visits.

Mr. Shetty emphasizes the importance of embracing technology as an integral part of the
hospitality experience, which can lead to better guest satisfaction and improved business

performance.

Panel Discussion

Dr. Sathish Jayaram emphasised the critical role of technology in enhancing service delivery
within the hospitality sector. He noted that regardless of the complexity or investment involved,

technology must ultimately improve service quality to be considered effective.



During the discussion, he pointed out various technologies, including IoT, Al,
automation, sensors, robotics, cloud solutions, and analytics. However, he raised a significant
concern about accessibility, especially for those at the bottom of the economic pyramid. He
highlighted the diverse cultural and economic landscape of India, which complicates the

management of technology compared to smaller, more uniform markets.

Dr. Jayaram remarked that while technology exists, its high cost often makes it
inaccessible. He cautioned that once investments are made, there is a tendency to expect
immediate and miraculous outcomes from the technology, even though realising its potential

requires substantial human commitment and engagement.

He stressed the importance of uniform application of technology and questioned how
well this knowledge is integrated into educational curricula. He urged attendees to prepare

themselves as future professionals in hospitality to leverage technology effectively.

He predicted a gradual transition over the next decade, where hybridization of technology
and human interaction will become the norm. He pointed out that current metrics of success
focus heavily on profitability, but emphasised that preparedness for the future is equally vital.
The extent of investment in training and resources would be crucial in determining an

organisation’s readiness to adopt new technologies.

Dr. Jayaram also highlighted the ongoing discussions around smart rooms and buildings,
which have been prevalent for over a decade but lack practical applications in India. He
referenced case studies from global companies like Corning and Siemens that showcase potential

uses, yet these have not been realised in the Indian context.

Security concerns, both cyber and physical, were identified as primary issues. He
advocated for a complementary relationship between technology and human interaction moving
forward. In closing, Dr. Jayaram posed several questions for reflection: When will Indian brands
and systems be highlighted in forums such as this? While acknowledging the achievements of
global brands like Marriott and Disney, he expressed a desire to see "Brand India" emerge as a

significant player in the global landscape of smart infrastructure integration.



Valedictory Function

The International Conference concluded, marking the end of a transformative journey filled with
collaboration, innovation, and community engagement. Over the past two days, participants had
the opportunity to share ideas, forge connections, and spark new initiatives that promise to guide
future endeavours in the field. As attendees prepared to bid farewell, they reflected on the
profound insights gained and the potential for new beginnings sparked by the discussions held

during the event.

To summarise the insights and experiences from the last two days, Dr. Dona Babu,
Assistant Professor at SJIIHMCT, took the stage. She expressed gratitude to the respected
dignitaries, registered participants, colleagues, and students. Dr. Babu recalled that four months
prior, St. Joseph's Institute of Hotel Management and Catering Technology, in collaboration with
the City of Glasgow College, recognized the profound transformation within the hospitality

industry driven by advancements in technology. This recognition led to the organisation of the



conference themed "Transforming Hospitality with Al and Tech: Enhancing Operations,

Sustainability, and Guest Experiences."

Over the two days, participants explored the latest advancements in technology and the
applications of Al, best practices, and the human-tech collaboration necessary for transforming
various aspects of the hospitality industry. The SJIIHMCT family and City of Glasgow College
were fortunate to host 26 eminent personalities from diverse sectors as guest speakers and

vibrant participants.

Day one commenced with a splendid inauguration ceremony presided over by His
Excellency Mar. Joseph Kallarangattu and included addresses from Mr. James Godber, Deputy
Chief of Mission at the British High Commission in India; Mr. Victorio Santoro, Director at Cast
Alary in Italy; and Dr. Leah Fox, Dean of Aviation Management at King Hampshire New

University, UK. The day featured three technical sessions:
1. Al in Hospitality and Tourism:

Moderated by Miss Carla Gethin from the City of Glasgow College, with panellists Chef Gary
Mle, Mr. Girish Prabhu, Dr. Tony K. Thomas, and Mr. Rohith Hangal. The session highlighted
Al’s transformative power in hospitality, focusing on personalization, revenue maximization,

staff augmentation, and operational efficiency.
2. Enhancing Guest Experiences with Al:

Moderated by Miss Andrea Mata, this session included Mr. Mukut Chakravarthy, Mr. Sharavana
Danalu, and Mr. F. Babu, who discussed how geospatial tools and Al can revolutionise guest

experiences and the current practices in hotels.
3. Social Media Strategies for Guest Experiences:

Moderated by Mr. Varghese Johnson, the panel featured Miss Chinu Ji, Dr. T. Thomas, and Mr.
Girish Pru, enriching the audience's understanding of how social media can enhance guest

experiences.

Day one concluded with valuable insights and enthusiastic discussions.



On day two, three sub-themes were explored:
1. Sustainability Issues:

Moderated by Kaladin, featuring Mr. Niranjan Khatri, Mr. Radhakrishna Shenoy, and Chef Gary
Macean, who presented thought-provoking discussions on sustainability and food waste

reduction.
2. Smart Infrastructure Integration:

Moderated by Mr. Varghese Johnson, panellists included Professor Dr. Satish Jayaram, Mr.
Benjamin Alexander, and Mr. Vinay Kumar, discussing the challenges and solutions regarding

smart infrastructure integration and the impact of [oT and Al on the cleaning sector.
3. Role of HR and Learning Departments:

This session, moderated by Miss Andrea Mata, focused on the hospitality challenges addressed

through education, engagement, and the empowerment of human resources.

Throughout the conference, participants made around 25 vibrant paper presentations across six
themes, showcasing the transformative power of Al in the hospitality industry. The event

fostered valuable insights, thought-provoking questions, and enthusiastic discussions.

Dr. Babu concluded her remarks by expressing gratitude for the enriching experiences shared

during the conference.

Miss Carla Gethin from the City of Glasgow College addressed the gathering. She
expressed her gratitude to St. Joseph's Institute of Hotel Management and Catering Technology
for co-hosting the event, highlighting the privilege of contributing to such a dynamic forum. She
emphasized the transformative impact of artificial intelligence on the hospitality industry, noting
its potential to drive efficiency, productivity, and sustainability while reminding attendees of the

invaluable role of personal touch in hospitality.



Miss Carla encouraged continued collaboration and acknowledged the strong cultural,
economic, and educational ties between Scotland, Glasgow, and India. She concluded by

expressing confidence that the discussions would resonate in participants’ future work.

The floor was opened for audience feedback. Attendees shared their experiences, praising
the organization and insightful presentations that contributed to an eye-opening experience.
Others expressed appreciation for the smooth running of the event and the diverse topics

covered, which highlighted the unique opportunity for learning and collaboration.



Research Papers Under Sub-Theme 1; Al in Hospitality &

Tourism

S1 No

Title of the research paper

Authors of the Research Paper

Exploring Ai Trends In Indian Hospitality
Education: ~ Nurturing Future Leaders For

Technological Advancement.

1. Sherry Abraham, Pondicherry
University, India

2. Anantha Krishnan, IHMCT ,
Tharamani, Chennai. India

3. Sadanandam Ariyaputhiri
Central University Of Kerala, India
4. Arokiaraj David Al Tareeqah
Management Studies, UAE

The Role Of Al And Technology In Promoting

Eco-Friendly Practices

1.B. Tamilselvan

Assistant Professor,

2. Jishnu.K

Ii B.Sc.

3. Navinesan T V

I B.Sc., Department Of Catering
Science And Hotel Management
Nehru Arts And Science College,
Coimbatore — 641105

Evaluating The Impact Of Ai In Academic
Research: A Bibliometric Approach

1. Dr.Tahir Sufi,Professor,
Department of Tourism, School of
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Abstract

Recent years have witnessed a surge in artificial intelligence (AI) adoption within the hospitality
sector, underlining the need for Al education among hotel personnel. This paper investigates the
familiarity of hospitality students in India with Al and identifies key Al trends for inclusion in
hospitality curricula. Findings from a survey of 382 students unveil a significant Al knowledge

gap, urging prompt curriculum updates to align with industry advancements. Interviews with 5



Al experts emphasize the importance of integrating Al, particularly chatbots and predictive
analytics, into hospitality education to enhance guest experiences and address emerging
challenges. The paper concludes with recommendations for curriculum enhancement, practical

training, and ethical considerations to prepare students for Al-driven hospitality careers.

Keywords: Artificial Intelligence (AI); Hospitality Education; Curriculum Development;

Industry Trends; Student Awareness.

1. Introduction

In recent years, one of the pivotal technological trends profoundly influencing the global
hospitality sector is artificial intelligence (AI). Al is defined as emulating human intelligence
processes, enabling computer systems to autonomously learn from experience and execute tasks
resembling human activities, thereby enhancing the efficiency of daily operations (Aghaei et al.,
2012). In the hospitality industry, Al uses automated technologies such as robots and chatbots to
provide tailored services (Tussyadiah, 2020; Zhong et al., 2021).

Hotels worldwide have already implemented various Al technologies to automate tasks
traditionally performed by human staff. Noteworthy examples include room service food
delivery robots, cleaning and sterilization robots, and robot receptionists, which facilitate
high-quality customer interactions akin to those with human employees (Brengman et al., 2021).
Al-based tools assist tourists with room bookings, self-check-in/out, room service, complaint
handling, and tour recommendations (Cai et al., 2022; Citak et al., 2021). In restaurants, Al can
reserve tables, provide additional menu information, facilitate order placement, and process

customer payments (Buhalis & Sinarta, 2019).

These Al-based services have been correlated with reduced customer waiting times,
enhanced food freshness, and increased customer satisfaction (Chui et al., 2015). The improved
guest experiences of Al implementation have positively impacted hotels' operational efficiency,
business revenues, and productivity (Tan & Netessine, 2020; Muioz-Mazon & Villacé-Molinero,
2020). The integration of Al is also underway in Indian hotels. For instance, establishments like
The Marriott group have recently introduced Al-powered facial recognition technology for
seamless check-ins, and The Park Inn by Radisson IP Extension has launched Voice

Assistant-enabled intelligent hotel rooms, offering virtual control over lighting fixtures and TVs,



along with automated service requests (Daga, 2022; Liu et al., 2022). Consequently, it can be
anticipated that Al will experience greater deployment in Indian hotels, with hoteliers in the
country making substantial investments in utilizing these technologies to provide personalized

guest experiences, automate mundane tasks, and enhance operational efficiency.

Integrating Al in Indian hotels necessitates comprehensive training for hotel staff to
familiarize themselves with Al and its applications. It is crucial as Al is already redefining
hospitality education, prompting institutes to adapt curricula to meet the industry's and
consumers' evolving demands (Hussain et al., 2023). The reshaping of hospitality education by
Al creates new opportunities for future employment, with the World Economic Forum projecting
the emergence of 97 million new jobs, including in the hospitality sector, by 2025 (Diamantis,
2023). To stay relevant in this changing landscape and advance in their careers, students must
acquire in-depth knowledge of Al and its applications in hospitality (Boyle et al., 2015).
Moreover, the inclusion of Al in hospitality curricula is vital due to the potential job
redundancies resulting from Al-induced automation (Lee, 2017). According to the Organization
for Economic Cooperation and Development (2018), 30% to 65% of jobs worldwide are at risk
of being automated, emphasizing the need for hospitality studies to equip students with the
technical expertise to work alongside robots and prevent job displacement. Furthermore,
employees can distinguish themselves from service robots by enhancing their social skills,
making it imperative for hospitality educators to incorporate topics such as automation at work,

employee upskilling, man-machine interaction, and service robots into their teaching.

The findings in the sections above indicate a significant correlation between Al
familiarity and the employability of hospitality graduates. Approximately 80,000 hospitality
students and other private institutions and universities are enrolled in the 80 institutes under the
National Council for Hotel Management and Catering or NCHMCT (Bairwa, 2021). However, a
survey by Aspiring Minds Computer Adaptive Test or AMCAT Hospitality (2014) reveals that
only 4% to 11% of students are employable in major hospitality roles, while an additional 12% to
21% can be employed after further training. The omission of Al from hospitality curricula poses

a real risk of further reducing the number of employable graduates.

Additionally, the lack of Al familiarity and related customer service skills can jeopardize

the hospitality sector in India, which holds significant importance in the national economy. The



Indian hospitality industry is estimated to be $24.61 billion in 2024, projected to reach $31.01
billion by 2029, constituting 7.5% of the national GDP and providing employment for 15% of
the workforce. Given the sector's significance, including Al in hospitality curricula becomes

imperative (Statista 2023) (Mordor Intelligence, 2023).

However, the current literature does not explore the extent to which hospitality students
in India are familiar with Al and the key futuristic Al trends that should be incorporated into
hospitality curricula (Kandampully et al., 2019; Limna, 2022; Goel et al., 2022). This paper aims
to bridge this gap and contribute to a more comprehensive understanding of the intersection

between Al and the hospitality sector in India.

Accordingly, the main research question will be formulated as “7o what extent are
hospitality students in India familiar with Al and what Al trends must be included in hospitality

curricula?”.

The main research question will be answered through the following research sub-questions:
e What is the current level of familiarity hospitality students in India have with AI?
e What are the Al trends that must be included in hospitality curricula?

2. Method

A survey was conducted among hospitality students in the country to answer the first research
sub-question. The study comprised an online questionnaire that students could answer by ticking
the option they felt was right. The survey questionnaire is given in Appendix 1. The
questionnaire was adapted from that used by Citak et al. (2021) and Gupta et al. (2022) in their
studies on artificial intelligence applications in the hospitality sector. The survey was
incorporated into a link and sent by the researcher to random groups of students whose emails
were mailed to her by her university. The random sampling method according to which every
subject in the target population has an equal chance of selection, thereby enhancing the
representativeness of the sample participating in the research (Verhoeven, 2019). The survey

questions are given in appendix 1.

To select an appropriate sample size that would be representative of the larger universe of
80,000 hospitality students in India, the researcher estimated that the target sample size must be

at least 398.The researcher emailed about 420 students, of whom 382 consented to participate.



This number is slightly less than the recommended 398. The students were requested to complete
the online questionnaire and return it to the researcher within a week. The data collected from the
questionnaire was analysed using Microsoft Excel's (365) descriptive statistics tool. The results
of this quantitative research were presented graphically to answer the first research sub-question

which identified the current level of familiarity hospitality students in India have with AI?

The researcher conducted semi-structured interviews with 5 Al experts in Bangalore and
Chennai to answer the second research sub-question. These experts were identified from the
internet. The researcher conducted the semi-structured over the Zoom app conveniently to the
experts. The semi-structured interview collected information on key Al trends that the experts
felt were necessary for hospitality students to learn. The questions in the interviews are given in
Appendix 2. The Zoom app interviews were transcribed, and the transcripts of the interviews are
provided in Appendix 3. The data collected from the interviews was analysed using the thematic
analytical approach proposed by Braun and Clarke (2006). This method utilizes codes that reflect
principal themes emerging from the dataset. These themes helped identify the key Al trends that
need to be incorporated into hospitality curricula in India. The coding table is given in Appendix
4.

3.1. Results of the Survey

This section presents the survey results conducted with the 382 student respondents who

consented to participate in the research. Figure 1 gives the gender distribution of the respondents.

Figure 1. Gender Distribution

It 1s observed that 51% (196) of the 382 respondents were male and 49% (186) were
female. It indicates almost equal representation of male and female respondents. Figure 2 shows

the year-wise distribution of respondents pursuing hospitality courses.
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Figure 2. Year Wise Distribution of Hospitality Training

Figure 2 shows that most respondents (38%) are in the fourth year of their hospitality
courses, followed by 27% of those pursuing their post-graduation studies. Generally, the number
of respondents in their early years of hospitality training is less than those in a more advanced
stage of their training and studies. Figure 3 indicates the number of respondents pursuing their

studies from NCHMCT-affiliated and non-NCHMCT-affiliated hospitality institutions.
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Figure 3. Hospitality Training Institutes with NCHMCT Affiliation

Most respondents (82%) are pursuing their courses from an NCHMCT-affiliated
institution. Figure 4 gives respondents' perceptions about the level of knowledge about Al they

believe they have.
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Figure 4. Perception about the level of knowledge about Al

Figure 4 shows that most students (52%) perceive that they have very little knowledge
about Al and its applications in the hospitality sector. 48% state that they do not have much
knowledge about Al. None of the respondents perceive sufficient or extensive knowledge about
Al and how it may be deployed in hotels. Figure 5 gives the perception of Al that respondents

have.
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Figure 5. Perception about the level of knowledge about Al

Figure 5 shows that the general perception of Al among most respondents (79%) is that it
is a technology that respondents feel will take away their jobs. Upto 18% of the respondents are
not sure about what Al exactly is, and only 3% regard Al as a technology capable of learning and
acting without human intervention. Figure 6 lists the various types of Al technologies that

respondents have been taught about in their institutions.
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Figure 6. Al Technologies being taught to respondents

Figure 6 shows that only a few of the listed technologies are being taught to respondents. Most
technologies are related to front office tasks such as check-in and check-out procedures. Even
here, only a few respondents indicated they are being taught how to deploy Al to perform these

functions.

Several implications are emerging from the results of the survey. Most respondents almost
completed undergraduate hospitality management courses, with several even pursuing a
postgraduate degree. Furthermore, most of the respondents are studying in prestigious
NCHMCT-affiliated hospitality institutions. Despite this, however, their knowledge of Al is very
low. Their main perception about Al is that it is a technology that will make their jobs redundant.
They have little training on the various facets of Al, nor are they being taught about Al and how
this technology is being deployed in hospitality institutes. The broad implication emerging from
these findings is an urgent need to upgrade the management curriculum to include subjects on

key Al trends in the hospitality industry.

3.2. Results of the Semi-Structured Interviews



This chapter presents the results of the semi-structured interviews conducted with five experts in

Al The results are presented according to the key themes emerging from the data.

Chatbots and Virtual Assistants — A recurring theme emphasized by all experts pertained to
utilising Al in the form of Al chatbots deployed on social media platforms. These chatbots would
facilitate customer interactions by enabling them to pose queries and receive nearly
instantaneous responses, operating 24 hours a day, seven days a week (Interview). Noteworthy
quotes were "Al Chatbots will prove invaluable to hotels, as they offer response times that are
nearly unattainable through human-to-human interactions" and "Illustratively, the Marriott
Bonvoy chatbot aids members in inquiries related to reservations and loyalty points, providing
personalized recommendations based on individual preferences (Interview). Similarly, 'Connie,' a
concierge chatbot deployed at Hilton hotels, assists guests with information concerning hotel

amenities, local attractions, and dining options."

Overall, the consensus among experts was that chatbots and virtual assistants would complement
the roles of hotel front office executives and concierge staff, thereby enhancing guest
experiences, optimizing operational efficiency, and contributing to more personalized and

streamlined service delivery (Interview).

Enhanced Personalization — A secondary theme derived from the data acquired through the
semi-structured interviews centred on using Al to augment personalized guest experiences (see
Appendix 3). One expert stated, "The Cosmopolitan hotel group has introduced Rose, a chatbot
concierge employing machine learning to comprehend guest preferences over time. It proffers
dining suggestions, entertainment options, and activities based on guest behaviour and
interactions." (Interview). Another noteworthy example is the Hilton Honours app, which
employs machine learning to analyse guest preferences, encompassing room selections and
amenities, to furnish personalized recommendations. Furthermore, the app uses machine learning
to anticipate guests' needs throughout their stay. Another expert highlighted the app developed by
the Four Seasons Hotels and Resorts, which is designed to discern individual preferences
regarding room configurations, amenities, and services. This information is subsequently utilized
to craft personalized experiences, encompassing tailored room setups and welcome amenities

(Interview).



All experts concurred that educational programs within hospitality institutions must incorporate
instruction on machine learning-based software applications. This education should encompass
proficiency in using such applications to cultivate heightened levels of guest experiences

involving personalized recommendations and services.

Robots for housekeeping and providing services - A recurring third theme highlighted by all
five experts pertained to the increasing trend of deploying robots for housekeeping and providing
various hotel services (Interview). One expert exemplified this trend by referencing the robot
"Yobot," which was implemented by the Yotel Hotel in New York. An illustrative quote in this
context was, "Yobot serves as a robotic luggage storage system, taking the form of an arm that
autonomously stores and retrieves guests' luggage securely and efficiently. Guests can drop off or
retrieve their luggage using a touchscreen interface." (Interview) It was emphasized that Yobot
streamlined the check-in/check-out processes, consequently reducing waiting times for guests
(Interview). Other robots utilized in hotels, as mentioned by the experts, include "Botlr"
deployed by the Aloft Hotels group, "Aethos" deployed by the Marriott hotel group, and the
"Relay Robots" by Savioke (Interview). These robots demonstrated the capability to deliver
amenities, towels, and other items directly to guests' rooms (Interview). They could navigate
hotel corridors using sensors and elevators to access different floors while engaging with guests
through a touchscreen interface (Interview). A representative quote further underscored, "The
utilization of Botlr has been linked to innovation, enhanced service delivery, and memorable

guest experiences" (Interview).

The experts indicated that robots could potentially replace hotel staff for routine housekeeping
tasks. Robots could complement existing hotel staff for more intricate housekeeping and service
duties (Interview). In either scenario, it was deemed imperative that hospitality staff receive

training to collaborate with robots effectively, optimizing overall hotel operations (Interview).

Predictive Analytics for Demand Forecasting — A fourth discernible trend identified was the
escalating utilization of Al technology for demand forecasting, optimizing pricing strategies, and
enhancing resource allocations within hotels (Interview). A representative quotation in this
context highlighted, "The Marriott International group employs predictive analytics to implement
dynamic pricing strategies across its global portfolio of hotels. Marriott dynamically adjusts

room prices by analysing historical booking data, market trends, and external factors Interview.



It optimises room rates by responding to demand fluctuations, events, and seasonal patterns.
Dynamic pricing has enabled Marriott to maximize revenue by aligning room rates with demand,
increasing profitability across its properties." Another pertinent quote underscored, "The Hilton
hotel group has recently adopted a sophisticated Revenue Management System (RMS) that
integrates predictive analytics for demand forecasting(Interview). The RMS analyzes historical
data, market conditions, and various external factors to forecast demand accurately. It
recommends optimal pricing and inventory strategies to maximize revenue. Leveraging this
software, Hilton has witnessed enhanced revenue per available room and overall profitability,
attributed to the effective use of predictive analytics in its revenue management strategies"

(Interview).

The experts emphasized the importance of incorporating some form of Al-enabled analytics into
the curriculum for hospitality management students. This recommendation stems from
recognising the correlation between these tools and improved revenue management, more precise
demand predictions, increased profitability, and heightened competitiveness within the industry

(Interview).

Natural Language Processing for Communications — Another prominent theme derived from
the interview data highlighted the inclination of hotels to adopt Al technologies equipped with
natural language processing (NLP) capabilities to facilitate communication between guests and
Al-driven systems. An indicative quote in this context was, "Consider the Alexa-powered
in-room assistants implemented by the Wynn Hotel in Las Vegas. Guests can employ voice
commands to control room features, request services, and obtain information about the hotel. The
NLP system comprehends and interprets natural language, enhancing the intuitiveness of
interactions" (Interview ). Implementing this system has yielded heightened guest satisfaction, as
patrons perceive the in-room assistants as convenient and user-friendly, contributing to a more

personalized and enjoyable stay (Interview).

Another expert highlighted the multilingual chat support system Rosewood Hotels and Resorts
implemented. It was emphasized that "this chat support system employs natural language
processing capability to comprehend and respond to messages in different languages, facilitating

communication with guests from around the world" (Interview). This system has improved guest



engagement and satisfaction, particularly among international travellers who value

communicating in their preferred language (Interview).

The experts underscored the necessity for students enrolled in hospitality management courses to
be cognizant of sophisticated tools like NLP that are reshaping communication in the hospitality
industry. These tools provide guests with more natural and intuitive ways to interact with hotels,
enhancing the overall guest experience (Interview). Students must also acquire proficiency in
interacting with NLP-based technologies and comprehend how they can add value, considering
the likelihood of these applications in hospitality communication becoming even more

sophisticated and widespread in future (Interview).

Augmented and Virtual Reality Applications — One of the most significant trends
unanimously highlighted by all experts is the escalating use of augmented and virtual reality
(VR) to craft immersive experiences for guests. Various instances were cited to illustrate this
trend. One expert discussed the implementation of "VR Room Tours" by Marriott International,
noting that it "utilizes virtual reality to provide guests with immersive room tours before making
reservations." A pertinent quote emphasized, "Guests can employ VR headsets to virtually
explore hotel rooms and facilities, allowing them to experience the ambience, layout, and
amenities. It aids in making more informed booking decisions." (Interview) The utilization of
this software has been linked to an increase in conversion rates for bookings where guests
engage with VR room tours. Another expert highlighted the deployment of "AR Wayfinding"
technology by The Westin Hotels and Resorts. This solution facilitates guests' navigation through
hotel properties. (Interview) A quote in this context elucidated, "Guests can utilize AR
applications on their smartphones to access interactive maps and directional overlays, assisting
them in locating amenities, restaurants, and other points of interest within the hotel." (Interview)
It was emphasized that due to the implementation of this system, "Westin Hotels has observed
enhanced guest engagement and a decrease in guests getting lost within the property. The AR

wayfinding feature contributes to a more seamless and enjoyable stay."

Another expert drew attention to the "AR Experience" virtual reality software employed by the
Hilton Group via its Hilton Honors mobile app. The quote in this instance was, "Through the use
of AR, guests can scan key elements in the hotel, such as artwork or points of interest, to access

additional information and exclusive content via the app. It offers guests an interactive and



informative method to explore and gain insights into the hotel environment." Additionally, the
mention of the VR system utilized by Sheraton to offer guests fitness experiences and engaging
workout options was noted (Interview). A quote in this context elucidated, "Guests can utilize
VR headsets to access guided workout sessions, creating an immersive and enjoyable exercise
environment within their hotel rooms." The implementation of this system was correlated with
the "increased utilization of fitness services and positive feedback from guests who appreciate

the convenience and novelty of VR-enhanced workouts." (Interview)

Drawing from these instances, all experts underscored the imperative for students pursuing
hospitality management to comprehend how augmented reality and virtual reality applications in
hospitality contribute to crafting distinctive and immersive experiences for guests. These
experiences span from virtual room tours to interactive wayfinding and entertainment options.
Students need to acquire the knowledge and skills required to deploy such technologies

effectively, thereby enhancing the overall experiences provided to their customers (Interview).

Security and Privacy Concerns — The consensus among the experts was that students enrolled
in hospitality management programs must be cognizant of the potential security and privacy
challenges arising from the substantial volumes of data generated by Al applications (Interview).
A primary security concern identified is data breaches, exemplified by a significant incident
involving Marriott International in 2018. The breach exposed personal information, including
passport details, of approximately 500 million guests (Interview). It was emphasized that
hospitality students need to be sensitized to the critical importance of implementing robust
cybersecurity measures in handling the extensive guest data collected by hotels (Interview). A
second challenge pertains to vulnerabilities in smart hotel rooms, where experts cited potential
manipulations of automated electronic devices, such as smart thermostats and voice-controlled
assistants, if not adequately protected (Interview). Students must acquire awareness of
cybersecurity measures to mitigate the risk of unauthorized access to guest rooms. A third
challenge category is associated with eavesdropping concerns linked to NLP/voice-activated
technologies. A relevant quote highlighted, "Certain smart speakers, including those utilized in
hotel rooms, could be susceptible to accidental activation and record conversations. Students
must recognize that hotel guests may express concerns regarding the privacy implications of

having voice-activated devices in their accommodations." (Interview)



All respondents highlighted hotel customers' discomfort regarding implementing biometric data
collection systems. An illustrative quote emphasized, "Certain hotels have adopted facial
recognition for check-ins and security purposes. However, students must be informed that they
will encounter customers who raise concerns about collecting, storing, and potentially misusing
their biometric data." Another quote underscored, "Numerous smart hotels leverage Al-powered
technologies to enhance guest experiences, encompassing personalized room settings and smart
assistants. Facial recognition technology may be used in smart hotels to monitor guests' emotions
and reactions. Nevertheless, collecting and analysing guest data can evoke customer privacy
concerns." To address this issue, students should be instructed on the importance of establishing
clear policies, consent mechanisms, and transparency regarding the utilization of Al

technologies, enabling them to address customer concerns (Interview).

Students must also be cognizant of the risks associated with third-party Al vendors, as hotels
often lack the expertise to deploy Al and rely on external vendors for Al-powered services
(Interview). Vulnerabilities in these systems can pose risks to guest data, as exemplified by a
quote stating, "A breach in a third-party vendor's system can expose guest information. In 2017,
a data breach at Sabre, a global travel technology company used by hotels, exposed guests'
payment information." The unanimous consensus among experts is that students must be
educated on the imperative to monitor the security practices of Al service providers

continuously.

Another concern raised pertains to inadequate data encryption. It was highlighted that
transmitting and storing guest data without proper encryption can result in security
vulnerabilities (Interview). A quote in this context emphasized, "Hotels utilizing Al systems
without robust encryption measures risk exposing guest information during data transmission or

storage. It could lead to unauthorized access to sensitive details, including payment information."

Al and Job Losses in the Hospitality Industry — The experts were queried about the potential
job losses in the hospitality industry due to the integration of Al, and their responses revealed
two overarching themes. The first theme emphasized that the incorporation of Al in hospitality
has the potential to automate specific tasks, leading to potential job displacement. Quotes
highlighted this perspective: "Jobs involving routine, rule-based activities may be at risk of

displacement, as Al systems can handle these tasks more efficiently, reducing the need for



human intervention." Another expert noted, "Al can automate repetitive and routine tasks, like
check-ins, reservations, and basic customer service inquiries, potentially displacing some human
jobs in the housekeeping sector." The experts acknowledged that while Al-driven systems could
enhance efficiency and cleanliness, they might lead to job displacement in certain roles,

particularly those involving manual tasks.

Despite the potential job losses, a significant reason for the hospitality industry's adoption of Al
was efficiency gains and cost reductions. Quotes such as "Al-driven systems can operate 24/7,
leading to increased efficiency and potential cost savings for businesses" and "Al can optimize
staffing levels based on demand forecasts, reducing overstaffing during low-demand periods"

underscored the motivation for hoteliers to embrace Al, even at the risk of job losses.

The second theme acknowledged the nuanced nature of the threat of job losses in the hospitality
sector. Experts pointed out that while there might be a notable increase in robotic support,
completely replacing human hotel staff with Al counterparts is unlikely (Interview). An example
was given of Henn-na hotel in Japan, which faced challenges with the initial deployment of
robotic staff, emphasizing the importance of balancing Al integration with maintaining a human
touch. It was noted that in India, guests still prefer person-to-person contact, highlighting the
enduring need for human oversight and personalization in the Indian hospitality sector

(Interview).

Furthermore, the experts highlighted the potential for Al to create new opportunities and roles
within the hospitality industry. Quotes such as "The development, implementation, and
maintenance of Al systems create new roles in areas such as Al engineering, data analysis, and
system management" and "AI can be utilized to personalize guest experiences, leading to
increased demand for roles that involve human interaction, creativity, and emotional
intelligence" emphasized the potential for job creation related to Al. Experts also noted that Al
systems require ongoing monitoring, maintenance, and oversight, suggesting the emergence of

jobs related to troubleshooting, system improvement, and ethical Al practices (Interview).

Training Hospitality Management Students in Al — The unanimous consensus among experts
is that practical training in Al is essential for students in hospitality management programs
(Interview). Only 2% of hospitality institutions in India incorporate Al as a separate course or

utilize it in student training (Interview). However, Al presents various avenues for training and



development, including enhanced learning experiences and outcomes. One expert highlighted
that Al and robotics in hospitality education provide a captivating and engaging learning
experience, enabling students to hone their decision-making abilities through real-life
simulations and virtual assistants. Another emphasized that Al training facilitates a hands-on
approach, allowing students to polish critical thinking skills and better prepare for future
challenges. The second theme focuses on the potential for AI and robotics in hospitality
education to offer personalized learning paths for students. Experts noted that Al-powered tools,
by tracking individual progress and identifying areas for improvement, can provide customized
educational content, ensuring that students acquire the knowledge and skills necessary for
successful careers. A personalized strategy promotes a more efficient learning process and

enhances each student's potential.

The third theme emphasizes teaching students how to use Al to make informed decisions. Al is
crucial in generating meaningful insights from the large amounts of data hoteliers generate,
contributing to enhanced revenue and efficiency. Integrating Al into hospitality education
ensures students learn how to analyse data and make informed decisions, preparing them to
gauge emerging trends and provide exceptional guest services. The fourth theme centres on the
new career prospects that Al would open up for hospitality students. The demand for
professionals with expertise in software tools, data analytics, robotics, and more is growing in
the hospitality sector. Al-based careers mentioned by experts include Al engineers, data
scientists, virtual assistant developers, chatbot designers, and roboticists (Interview). Practical
experience with Al technologies at the college level is emphasized to instil a deep understanding
in students and enable them to play effective roles in resource management, automation, and
efficiency optimization. Experts also highlighted the emergence of Al-powered evaluation tools,
enabling educational institutions to assess students' skills and learning outcomes effectively. It
facilitates the evaluation of education delivery effectiveness and allows for necessary course
corrections in teaching strategies (Interview 3). Given the nascent nature of Al technologies in
the educational sector in India, experts recommended that hospitality education institutions
collaborate with technology firms to design programs and resources tailored to the hospitality
sector. Such collaborations would allow students to access knowledge and hands-on experiences
with Al and robotics. Additionally, experts stressed the need to harmonise Al curricula among

hospitality universities to ensure consistency and standardization (refer to Appendix 3). A quote



here was, “Right now, some hospitality institutions are teaching Al, whereas others are not. Even
among those that do teach, there are differences in focus. There needs to be standardization of Al

syllabus just as in other subjects.”

The analysis of semi-structured interviews with experts in Al highlights certain key themes
related to training hospitality management students in Al. Experts emphasize training students on
the role of Al chatbots in customer interactions, enhanced personalization through Al, using
robots for housekeeping, predictive analytics for demand forecasting, and adopting natural
language processing for hotel communication. Security and privacy concerns, potential job
losses, and the need to train hospitality students in Al are other aspects of Al that need to be
considered in any hospitality training. The chapter concludes by recommending collaboration
with technology firms, curriculum standardization, and the integration of Al for personalized

learning experiences.

The findings in this chapter have been summarized in the infographic in Figure 7.
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4. Conclusions and Recommendations

The main research question being evaluated in this paper was “To what extent are hospitality
students in India familiar with Al, and what are the Al trends that must be included in hospitality
curricula?” The survey results answered the first part of the research question, which was to
evaluate the extent to which hospitality students in India are familiar with Al. In conclusion, the
findings from the survey reveal significant implications for the education and preparation of
students in the hospitality management domain. Despite most respondents nearing the
completion of their undergraduate or postgraduate hospitality management courses, a striking
revelation is the alarmingly low level of knowledge they possess regarding Artificial
Intelligence. This lack of awareness is particularly concerning given that these respondents are
enrolled in prestigious hospitality institutions affiliated with the National Council for Hotel

Management and Catering Technology.

Furthermore, the predominant perception among these students is that Al is a technology
destined to render their roles obsolete. This perception highlights a clear gap in their
understanding of Al's potential applications and collaborative opportunities within the hospitality
industry. The current curriculum does not adequately address the multifaceted aspects of Al, and
students are not receiving the necessary training to comprehend how this transformative
technology is deployed in the hospitality industry. The overarching implication arising from
these findings is the urgent need for a comprehensive overhaul of the management curriculum to
integrate subjects that cover key Al trends in the hospitality sector. By doing so, students will be
better equipped to navigate the industry's evolving landscape, where Al is becoming increasingly

prevalent and influential.

The semi-structured interview results answer the second part of the main research question:
evaluate the Al trends that must be included in hospitality curricula. Based on these interviews,

the following trends were discerned:

Al in Customer Interaction: Al, particularly chatbots, is valuable for customer interaction.
Experts agree that Al chatbots on social media platforms, exemplified by Marriott Bonvoy and
Hilton's 'Connie,' enhance customer experiences, streamline services, and provide nearly

instantaneous responses.



Enhanced Personalization: Al is employed to augment personalized guest experiences.
Examples include Rose from the Cosmopolitan hotel group and the Hilton Honours app, utilizing
machine learning to understand and cater to individual guest preferences. Experts suggest
incorporating Al education in hospitality programs to leverage such applications for enhanced

guest experiences.

Robots for Housekeeping and Services: Experts highlight the growing trend of using robots for
housekeeping tasks and hotel services. Examples include Yobot, Botlr, Aethos, and Relay Robots
(Interview). While acknowledging the potential for robots to replace routine housekeeping tasks,

experts emphasize the need for training hospitality staft to collaborate effectively with robots.

Predictive Analytics for Demand Forecasting: Predictive analytics in the hospitality industry
is rising, optimizing pricing strategies and resource allocations. Examples from Marriott and
Hilton demonstrate the positive impact of dynamic pricing on revenue. Experts recommend
incorporating Al-enabled analytics into hospitality management education to improve revenue

management.

Natural Language Processing for Communications: Adopting Al technologies with natural
language processing capabilities, such as Alexa-powered assistants and multilingual chat support
systems, is prevalent in hotels. Experts stress the importance of educating hospitality students
about these technologies, enhancing guest communication, and providing more intuitive

interactions.

Augmented and Virtual Reality Applications: The industry increasingly uses augmented and
virtual reality for immersive guest experiences, including VR room tours and AR wayfinding.
Experts highlight hospitality management students' need to understand and deploy these

technologies effectively, creating distinctive and immersive experiences for guests.

Security and Privacy Concerns: The consensus among experts is that students need to be aware
of security and privacy challenges associated with the extensive data generated by Al
applications. Concerns include data breaches, vulnerabilities in smart rooms, and potential
eavesdropping through NLP/voice-activated technologies. Clear policies, consent mechanisms,

and transparency are emphasized.

Al and Job Losses: The integration of Al has the potential to automate specific tasks, leading to

concerns about job displacement in routine activities. Al-based job- losses in the hospitality



industry will be a future trend. However, experts also acknowledge the nuanced nature of this
threat, suggesting that AI could create new opportunities and roles within the hospitality

industry.

Training Hospitality Management Students in Al: There is a unanimous consensus among
experts on the importance of practical training in Al for hospitality management students.
Therefore, the use of Al in hospitality training may be considered a trend in itself. The themes
include engaging learning experiences, personalized learning paths, teaching decision-making
with Al, and preparing students for new Al-related career prospects. Collaboration with

technology firms and standardization of Al curriculum is recommended.

In conclusion, the research findings unequivocally demonstrate the transformative impact of
artificial intelligence (AI) on the hospitality industry. They further highlight the critical need for
education, training, and proactive management of the challenges associated with Al integration.

To achieve this objective, the following recommendations are suggested:

Curriculum Integration: It is recommended that Al-related courses be integrated into
hospitality management programs in India. Hospitality institutions must ensure students receive
comprehensive instruction on machine learning-based software applications, predictive analytics,

natural language processing, augmented and virtual reality, and security measures.

Focus on Practical Training: There must be an emphasis on practical training in Al applications
within the Indian hospitality context. Opportunities must be created for hands-on experiences,
simulations, and real-life scenarios to enhance decision-making skills and prepare students for

the challenges they might face in the industry.

Incorporate Ethical Considerations: The hospitality training curriculum must include
discussions on the ethical implications of Al in hospitality, particularly concerning security and
privacy. Students must be educated on the potential risks associated with collecting and using

guest data, emphasizing the importance of clear policies, consent mechanisms, and transparency.

Adaptability and Collaboration: Hospitality institutions must encourage adaptability and
collaboration by educating students on the evolving nature of Al technologies. There must be an
emphasis on the importance of continuous learning, staying updated on industry trends, and

collaborating with technology firms for practical experiences with Al and robotics.



Multidisciplinary Approach: Hospitality institutions must promote a multidisciplinary
approach to Al education in hospitality management. They must acknowledge the
interconnectedness of Al with various aspects of the industry, such as marketing, operations, and

customer service, and provide a holistic understanding of its applications.

Communication Skills: Hospitality management students must recognize the significance of
communication skills alongside technical proficiency. Since Al-driven technologies, such as
natural language processing, are changing how hotels communicate with guests, students should

develop the ability to interact with these systems effectively.

Address Job Displacement Concerns: One of the key concerns among students seems to be the
threat Al poses to their jobs and prospects for employment. Hospitality training must address
concerns related to potential job displacement due to Al. Students must be offered insights into
the nuanced nature of this challenge, emphasizing that Al can create new opportunities and roles
within the hospitality industry and that a balance between Al integration and human touch is

crucial.

Standardization of Curriculum: The Indian hospitality sector must advocate for standardising
Al curricula among hospitality universities to ensure consistency and a common understanding
of Al concepts and applications. Collaboration between institutions and industry stakeholders

can facilitate the development of standardized Al syllabi.

Global Perspective: Students must have a worldwide perspective on Al adoption in the
hospitality industry. Institutions must showcase international examples and trends, as
understanding global practices can prepare students for diverse scenarios and preferences in

different regions.

Integration of AI in Assessment: Hospitality institutions must incorporate Al-powered
evaluation tools to assess students' skills and learning outcomes. This approach can enhance the
effectiveness of education delivery and provide valuable insights for continuous improvement in

teaching strategies.

These recommendations aim to equip hospitality management students with the necessary
knowledge, skills, and ethical considerations related to Al, ensuring they are well-prepared for
the industry's evolving landscape. In essence, the urgent need for curriculum enhancement is not

just a matter of academic progression but a strategic imperative to prepare the future workforce



of the hospitality industry. By aligning education with Al's evolving demands and opportunities,
educational institutions can empower students to be resilient to technological changes and

proactive contributors to Al's transformative potential in reshaping the hospitality landscape.
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Abstract

The hotel industry is increasingly adopting eco-friendly practices to address environmental
concerns and meet the demands of environmentally conscious guests. This paper explores how
artificial intelligence (AI) and technology are transforming the hotel industry by promoting
sustainable practices. It examines Al applications in energy management, waste reduction, water
conservation, and guest engagement. This paper investigates the dual impact of automation on
functional efficiency, the challenges and future directions of integrating Al and technology to

achieve sustainability in the hotel sector.
Introduction

The hotel industry, a significant contributor to global carbon emissions and resource
consumption, is under pressure to adopt sustainable practices. Energy consumption is a major
concern for hotels, with heating, cooling, and lighting accounting for a significant portion of
operational costs. Al and technology offer innovative solutions to help hotels reduce their
environmental footprint while maintaining high service standards. This paper investigates the

role of Al and technology in promoting eco-friendly practices in the hotel industry, focusing on



key areas such as energy management, waste reduction, water conservation, and guest

engagement.

Al in Energy Management

Energy management is the process of monitoring, controlling, and optimizing the use of energy
in buildings, industries, and other entities to improve efficiency, reduce consumption, and
minimize costs. Regular audits to identify energy usage patterns and inefficiencies. Smart meters
provides real-time data on energy consumption, enabling detailed tracking and analysis. Building
Management Systems that monitor and control various building operations, including HVAC,
lighting, and security. The Hotels follow the certain Optimization Strategies like Peak Load
Management: Reducing energy usage during peak demand periods to lower costs and avoid
overloading the grid. Demand Response Programs: Adjusting energy consumption in response to
utility signals to support grid stability and earn incentives. Energy Efficiency Measures:
Implementing technologies and practices that reduce overall energy consumption, such as
upgrading to LED lighting or improving insulation. In the context of the hotel industry, energy
management encompasses various strategies and technologies designed to ensure that energy is

used as efficiently as possible while maintaining guest comfort and operational standards.

Energy consumption is a major concern for hotels, with heating, cooling, and lighting accounting
for a significant portion of operational costs. Hotels are increasingly using Al-driven smart
thermostats to regulate energy usage, reducing waste and lowering costs. HVAC Controls:
Systems that regulate heating, ventilation, and air conditioning based on occupancy and weather
conditions. Lighting Controls: Automated systems that adjust lighting based on occupancy,
natural light availability, and time of day. Appliance and Equipment Controls: Management of
energy-intensive equipment and appliances to ensure they operate efficiently. It regulates room
temperatures based on occupancy and weather conditions. These systems learn guests'
preferences and adjust settings accordingly, enhancing comfort while saving energy. For
example, Hilton Hotels implemented smart thermostats in their rooms, resulting in a 20%
reduction in energy consumption. By implementing comprehensive energy management
strategies, hotels can significantly reduce their energy consumption, lower costs, and contribute

to global sustainability efforts.



Al in Waste Management

Effective waste management is crucial for hotels to reduce their environmental impact and
improve operational efficiency. Al tools play a significant role in enhancing waste management

systems by automating processes, increasing accuracy, and providing actionable insights.

Automated Waste Sorting: Al-powered systems can improve the sorting and recycling process
in hotels by using advanced machine learning algorithms and robotic systems. AI-Powered
Robots equipped with Al and computer vision can identify and sort different types of waste
(e.g., plastic, paper, glass, organic waste) with high accuracy. Al-enabled smart bins can
automatically sort waste at the source, reducing contamination and increasing recycling rates.
These bins use sensors and Al algorithms to detect the type of waste and direct it to the

appropriate compartment.

Food Waste Reduction: Al can help hotels minimize food waste in their restaurants and
kitchens by analyzing data and providing insights for better inventory and meal planning.
Demand Forecasting: Al algorithms analyze historical data on guest preferences and
consumption patterns to predict demand accurately. This allows chefs to prepare the right amount
of food, reducing overproduction and waste. Inventory Management: Al tools can monitor
inventory levels in real-time, helping hotel kitchens manage stock more efficiently and reduce

spoilage.

Real-Time Monitoring and Analytics: Al tools enable real-time monitoring and analytics of
waste management processes, providing hotels with valuable insights and allowing for quick
adjustments. IoT Sensors placed in waste bins can monitor fill levels and send alerts when bins
need to be emptied. This prevents overflow and optimizes waste collection schedules.
Data Analytics: Al-driven analytics platforms can analyze waste generation patterns and
provide insights to improve waste management practices. Hotels can use this data to identify

areas where waste can be reduced and efficiency can be improved.

Guest Engagement and Education: Al can be used to engage and educate guests about
sustainable practices and encourage participation in waste reduction initiatives. Hotels can
develop Al-powered mobile apps that provide guests with information on the hotel's

sustainability initiatives and tips on how they can contribute to reducing waste during their stay.



Al-driven interactive kiosks in hotel lobbies can educate guests about proper waste disposal and

the benefits of recycling, encouraging them to participate in the hotel's sustainability efforts.

Al in Water Conservation

Water conservation is a critical concern for hotels, particularly in regions facing water scarcity or
where sustainability is a key focus. Al tools can play a significant role in optimizing water use,
detecting leaks, and promoting conservation practices. Here’s how Al can be integrated into

water conservation efforts in hotels:

Smart Water Management Systems: Al-driven smart water management systems use sensors
and machine learning algorithms to monitor and control water usage in real time.
Leak Detection: Al-powered sensors can detect leaks in plumbing systems and alert
maintenance staff immediately. This prevents water waste and minimizes damage. Machine
learning models analyze historical data to identify patterns indicative of leaks. Usage
Monitoring: Al systems continuously monitor water consumption across different areas of the
hotel (e.g., guest rooms, kitchens, pools) and provide insights into usage patterns. This helps

identify areas where water usage can be reduced.

Optimized Irrigation Systems: Al can optimize irrigation practices by analyzing weather
forecasts, soil moisture levels, and plant requirements. Predictive Analytics: Al algorithms
predict water needs based on weather conditions and soil moisture data, adjusting irrigation
schedules accordingly. This prevents over-watering and ensures plants receive the right amount
of water. Automated Irrigation: Al-powered irrigation systems automatically adjust watering
schedules and volumes based on real-time data, enhancing water efficiency in hotel gardens and

landscaping.

Guest Room Water Management: Al tools can help manage and conserve water usage in guest
rooms by automating and optimizing various features. Smart Showerheads and Faucets:
Al-controlled smart fixtures can regulate water flow and temperature based on guest preferences,
reducing water waste. These fixtures can also provide feedback to guests about their water usage.

Water Usage Analytics: Al systems analyze data from guest rooms to identify high water usage



patterns and suggest improvements. For example, hotels can use this data to encourage guests to

take shorter showers or turn off faucets when not in use.
Al in Guest Engagement

Engaging guests in sustainability efforts is crucial for hotels. Al and technology can enhance

guest experiences while promoting eco-friendly practices.

Use Al to analyze guest preferences and past behaviors to suggest room upgrades or special
packages tailored to their interests. Provide personalized recommendations for local attractions,
dining options, and activities based on guest profiles and preferences. Implement Al-powered
chatbots to provide instant responses to common questions, such as check-in times, amenities,
and local attractions. Offer virtual concierge services that can assist with booking restaurants,
transportation, and activities. Use Al to predict and alert staff to potential maintenance issues
(e.g., malfunctioning HVAC systems), ensuring a seamless stay. Schedule housekeeping services

based on guest preferences and occupancy patterns.

Implement Al-powered voice assistants in rooms for controlling lights, temperature, and
entertainment systems. Offer personalized in-room entertainment options, such as streaming
services or curate content based on guest preferences. Use Al to create detailed guest profiles,
allowing staff to anticipate needs and preferences, enhancing the personalized experience.
Analyze data to optimize staff scheduling and resource allocation, ensuring timely and efficient
service. Use Al to analyze guest reviews and feedback, identifying trends and areas for
improvement. Identify potential issues before they become complaints, enabling proactive guest
engagement. Implement Al-driven systems for a smooth, contactless check-in and check-out
experience. Offer mobile key access through Al-enabled apps, allowing guests to use their smart
phones to unlock their rooms. Use Al to customize loyalty program offers and rewards based on
guest behavior and preferences. Predict which guests are likely to respond to up selling or
cross-selling opportunities, enhancing revenue potential. Utilize Al to optimize energy
consumption based on occupancy, weather, and usage patterns, promoting sustainability.

Encourage guests to participate in sustainability initiatives through Al-driven communication



and incentives. These strategies not only improve the guest experience but also streamline

operations and can lead to increased guest satisfaction and loyalty.

Challenges and Future Directions

Despite the promising potential of Al and technology in promoting eco-friendly practices,
several challenges remain. High implementation costs, data privacy concerns, and the need for
substantial computational power are significant barriers. Additionally, ensuring that Al systems
themselves are energy-efficient is crucial. Al can optimize energy usage in real-time, adjusting
heating, cooling, and lighting based on occupancy and weather conditions, reducing energy
consumption. Al-driven predictive maintenance can identify potential issues in energy systems

before they escalate, ensuring efficient operation and reducing waste.

Al can help monitor and optimize water usage in hotels, identifying areas for conservation and
reducing waste. Al can analyze guest consumption patterns and optimize inventory and supply
chain management, reducing food and material waste. Al can encourage guests to make
eco-friendly choices, such as opting for digital check-ins, using energy-efficient room settings, or
participating in linen reuse programs. Provide guests with personalized recommendations for
sustainable activities and dining options, enhancing their eco-friendly experience. Al can help
hotels track and report their carbon footprint, making it easier to implement and showcase
sustainability initiatives. Al can assist hotels in achieving green certifications by optimizing

operations to meet sustainability standards.

Integrating Al with IoT devices can create smart building environments that adjust energy and
resource usage dynamically, enhancing sustainability. Al can assist in the design and
construction of eco-friendly hotel buildings, using sustainable materials and energy-efficient
designs. Al can help in identifying opportunities for resource recovery and recycling within hotel
operations, contributing to a circular economy. Al can optimize supply chains to prioritize
eco-friendly products and reduce the environmental impact of procurement and logistics. Al can
facilitate partnerships with local communities and businesses, promoting regenerative tourism

practices that benefit the environment and local economy.



Develop and promote eco-tourism packages that highlight sustainable experiences and educate
guests on environmental conservation. Developing transparent Al systems that guests can trust,
with clear explanations of how their data is used and how decisions are made. Ensuring Al
systems are inclusive and do not perpetuate biases, providing equitable experiences for all

guests.

Overcoming Challenges

To overcome these challenges, the hotel industry must invest in research and development,
collaborate with technology providers, and develop policies that promote sustainable practices.
Governments can play a key role by providing incentives for green initiatives and supporting the
development of eco-friendly technologies. Implement Al-driven energy management systems
that optimize heating, ventilation, and air conditioning (HVAC) systems. These systems can
learn usage patterns and adjust settings to minimize energy consumption. Use Al to analyze
energy usage data and identify areas where efficiency can be improved, such as by upgrading to
energy-efficient appliances or improving insulation. Use Al to monitor and analyze waste
production. Smart sensors and Al algorithms can track waste levels in real-time, helping staff to

identify waste hotspots and take action to reduce waste.

Implement Al-based systems for food waste management, such as predictive analytics to forecast
food demand and reduce over-preparation, or Al-driven composting systems. Al-powered water
management systems can monitor water usage and identify areas where conservation measures
can be implemented, such as optimizing laundry processes or detecting leaks. Al can also help in
scheduling water usage during off-peak times, reducing the impact on local water resources. Use
Al to provide personalized recommendations and reminders to guests about eco-friendly
practices, such as reusing towels, conserving water, and reducing energy use. This can be done

through in-room tablets or mobile apps.

Al-driven chatbots can offer guests information about the hotel's sustainability initiatives and
encourage participation. Al tools can analyze supply chain data to ensure that the products and
materials used are sustainable. For example, Al can track the origin of materials, their carbon

footprint, and certifications. Al can help optimize inventory management, reducing waste and



ensuring that eco-friendly products are used efficiently. Use Al for data analytics to gather
insights on the hotel's environmental impact. This includes tracking energy and water usage,

waste production, and the carbon footprint of operations.

Al can help in setting measurable sustainability goals and tracking progress towards achieving
them. Al-based training programs can be developed to educate staff about sustainable practices,
energy conservation, and waste reduction. Al tools can also provide ongoing support and
reminders to staff about best practices, helping to maintain a focus on sustainability. Al can help
identify cost-effective eco-friendly solutions and predict the long-term financial benefits of
sustainable practices, such as reduced energy bills and waste management costs. Use Al to
optimize resource allocation, ensuring that investments in sustainability are made where they
will have the most significant impact. By integrating Al tools into the hotel's operations, you can

overcome these challenges and promote eco-friendly practices effectively.

Conclusion

Al and technology are transforming the hotel industry by promoting eco-friendly practices. From
optimizing energy management and waste reduction to enhancing water conservation and guest
engagement, Al offers innovative solutions for sustainability. However, addressing the associated
challenges and ensuring the ethical use of Al is essential for achieving long-term environmental
goals. By embracing Al and technology, the hotel industry can significantly reduce its

environmental footprint and contribute to global sustainability efforts.
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Abstract

This study is a comprehensive examination of the impact of artificial intelligence (AI) on
academic research. The rapid integration of Al into academic research requires a deeper
understanding of its impact on research efficiency, rigour, and ethical considerations. To achieve
this, we use bibliometric analysis, a methodology that allows us to quantitatively analyse
academic literature and identify patterns, trends and potential gaps in Al research.

Our results reveal significant bibliometric trends in Al research and demonstrate the
growing influence of Al on academic research patterns. AI&#39;s impact on research efficiency
and accuracy is notable, as the technology enables faster and more precise data analysis and
interpretation.

However, we also note the potential risks and ethical implications of Al, including
concerns about privacy and the potential for misuse of technology. Comparisons with previous
studies highlight the unique insights offered by our bibliometric approach while pointing to areas
for future investigation. The study concludes with a summary of our findings, their practical
implications, and recommendations for future research. This work contributes to the ongoing
discourse on the role of Al in science, offering a new perspective through bibliometric analysis
and paving the way for further explorations in this exciting interface between technology and

academic research.
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Abstract

E-tourism is a very popular form of communication for those working in the travel business. The
current study takes a demand-based approach and takes into account the web-based services that
passengers utilize while making decisions about their travels at various phases. The key driving
aspects, according to Norzalita Abd Aziz et al. (2021), include simple access, thorough product
and pricing information, interaction, hyperlinks, privacy and security, on- line booking, and
credit card payment. According to Anne Claire Velluet (2011), consumers are affected by price
ranges and relatives' experiences when they browse websites, followed by well-designed
websites, trust, and contentment. The adoption of e-tourism is examined in this study in relation
to many parameters. This paper's main goal is to identify the variables that influence the uptake
of e-tourism. This exploratory nature goal has been thoroughly studied in the research literature
that has been provided, and many scholars are currently working on it and describing it in new
ways. They have also noted that the current high tech era of post-advanced technology influences
travelers' attitudes toward E-Tourism. These have been identified as the adoption variables for

e-tourism in this study.

The study's goals were to examine online tourist behaviour in the context of adoption and
satisfaction as well as to comprehend the relationship of electronic service quality dimensions of

tourist satisfaction. Because consumers are now more aware of and confident in travel



companies' use of the internet as a distribution tool on a large scale, these goals were important

to the study.

Tourism experts are increasingly concentrating on visitor behaviour, and for this understanding
of IT and media engagement is crucial. Media influences tourist intensity, and this has changed
visitors' behaviour. Users are now using the internet for more than just information
gathering-they are also using it to make reservations. All types of travel services being available
with a single click demonstrates consumers' vast internet usage habits and shifts them toward the
information intelligence faction. Tourism experts are now focusing on visitor behaviour and for
this, IT and media involvement knowledge is crucial. Users are not only using the internet for
information gathering but also for making reservations, which has changed how tourists behave.
The current trend of offering all types of travel services with a single click reveals consumers'

wide internet usage habits and shifts them toward information intelligence.
Keywords: E-Tourism, Adoption Factors, Innovation Adoption
Introduction

World Economic Forum (2015) prescribed that at present every sector is utilizing the benefits of
ICT and internet have also disintermediate the tourism industry.The present study is the
empirical preview of e-tourism adoptions and satisfaction and also assists planner regarding
successful factors of the concerned area. Most of tourism companies upload information online
and permit tourist to make reservation through it, Gretzel et al. (2007) travelers participating in a
Trip Advisor.com survey agree that “reading other travelers” on-line reviews increases
confidence in decision, makes it easier to imagine what a place would be like, helps to reduce
risk, makes it easier to reach decisions and helps with planning pleasure trips more efficiently”.
Electronic tourism is booming as well as rebooting the international economy. According to a
study by Com Score in March 2013, nearly 183,000,000 Internet users visited travel websites in
Europe. PhocusWright (2016) stated that the share of online travel as a percentage of total travel
bookings is nearly 60% in the US compared to more than 40% in Europe.In France alone, it was
worth more than €12.4bn in 2013. Consumer behavior has increased the growth which has been
continuous since 2006. In 2013, nearly 30 million French citizens (62% of the population) used
websites to prepare their holidays. Additionally, in USA the online leisure individually booked

business travel sales are projected to reach US $162.4 billion in 2012 and travel planning via



online increases spectacularly by means of the literally thousands of websites for e.g. Lonely
Planet, Travel Online, Travel Notes, Travel net, When We...Get There, etc., indicates that 83% of
leisure travelers and 76% of business travelers planned their trips over the Internet (Ipsos Media
CT, 2012). Mobile innovations have changes the tourist tendencies and has also create new
dimensions in tourism industry; world travel trend (2014) presented that mobile bookings are
expected to reach 35% of online travel bookings by 2018 and also transforming the tourism
landscape in terms of bookings as well as by the days the use of mobile devices is increasing in
tourism industry. In present economy, mobile technology is common and supplier can customize

the services by analyzing the behavior of tourist.

Literature review

Al-Maghrabi et al. (2011) stated adoption of e-tourism is defined as the use of the Internet (retail
websites, specialist collaborative websites, blogs, and social networks, etc.) to look for, book or
purchase tourist services, it is a measure of the respondents’ general attitude to the adoption of
e-tourism not just their appreciation of the trip they were organizing. Hence, in electronic
tourism adoption context psychological segment of tourist is crucial and their intensity is
measured, it has been operational zed in different perspectives and investigated in several ways,
prior to the consumption tourist has to cross several stages and in the end they conceives the
informative sources, “because of tourism dependence especially in first stage upon the supply
and exchange of information throughout the production and distribution chain the tourism

industry has proved particularly suitable for the adoption of IT” (Bennett & Radium, 1991).

On the basis of the electronic tourism adoption model and theories these below mentioned
dimension are identified for the hypothetical framework. These theories are searched and again
researched by authors and it is concluded that innovation diffusion theory is comprises of tourist
planning behavior, the TAM is ease of use, decomposed of planning behavior is of credible
information, the UAUT is presenting social network, the information adoption model for
planning is presenting social network and tourist purchasing behavior, adoption of e-tourism is of
ease of use and social network, and the model of e-tourism usages is of e-trust and tourist
purchasing behavior, continuance intention in e-tourism usages is of ease of use website feature

and credible information.



Dimensions of electronic tourism adoption

Adoption Theory Dimensions Authors

Innovation Diffusion Theory | Tourist Moore &Benbasat (1991); Beatty, Shim &
purchasing Jones (2001); Troshani&Doolin (2007);
behavior venkatesh et al. (2003);

YusnizaKamarulzaman (2007).

Technological Adoption | Ease of use Davis (1989); Karami (2006); Yang Yang et

Model al. (2013); Venkatesh& Davis (2000); Sang

& Lee (2009).
Decomposed  Theory  of | Credible Taylor & Todd (1995); FahimehParsaei et
Planned Behavior information al. (2014); Slaiman (2010); Hsi-Peng Lu &
Philip Yu-Jen Su (2009).

Conceptual framework for | Ease of use Al-Maghrabi et.al (2011); Ganassali,

the adoption of e-tourism Social (2009); Heung (2003) & Weiner & Brown
network (1995); NorzalitaAbd et al. (2010); Park et

al. (2007).

Model of E- tourism usage E-trust Annette Steinbauer& Hanes Werthener,
Tourist (2007); Mills & Morrison, (2003);
purchasing sigala&sakellaridis, (2004); DeLone&
behaviors McLean, (2003) Essaway, (2005); De Lone

& McLean, (2004); Kao, Louvieres,
Powell-Perry, &Buhalis (2005).

Continuance Intention in | Website DeLone& McLean (2003); Lee et al.,

E-tourism features & (2007); Wixom & Todd (2005); Myers,
Credible 1997; Parasuraman et al. (1985); Pitt et al.
information (1995).




Tourist satisfaction

Consumer's modern era have created competitive environment and core issues are customer
retentions in variable market through perfect market competitiveness approach, hence, supplier
have adopt survival strategies with customer satisfaction. The satisfaction is a complex construct,
and has been elaborated in several ways (Besterfield, 1994; Barsky, 1995; Kanji &Moura, 2002;
Fecikova, 2004). Generally, satisfaction is a collective outcome of perception, evaluation and
mental reaction to the expectation with a product or services. Kotler (1997) defined “satisfaction
is a feeling of pleasure or disappointment resulting from comparing a product perceived
performance or outcome in relation to his or her expectations”, satisfaction is the outcome
ofperception of the service quality in atransaction, compared to the value expectedfrom
transactions or relationships with competing vendors (A. Serenko, & A. Stach, 2009), Although
the satisfaction is predominantly psychological state under the direct influence of social norms

and behavior (Pavlic 2011) and a wide system of beliefs and emotions also assist it.

E-commerce is related to the utilization of new technological asset, it is very crucial to be
receptive towards online environment which form apositive relationship with the satisfaction
(Kim et al., 2005). Baiet al. (2008) believed that in an online environment there should be a
significant effort to satisfaction because it increases their intentions foractual purchase of tourism
products.Anderson &Srinivasan (2003) described e-satisfaction as “customer satisfaction for an
experience generated by a previous purchase from an electronic trade company”.According to
Florés et al. (2008) “e-satisfaction is defined as a subjective evaluation of the consequences of
use of a website”. Olorunniwo et al. (2006) defines “the on-line satisfaction as an emotional state
representing an emotional reaction to the total experience of the consumer on the website”.The
concept of e-tourism satisfaction relates to website’s consumption pattern such as tourist's
propensity of visiting sites, while designing trips along with assessment of satisfaction
parametersthe phenomenon of customer satisfaction in the internet context is crucial (Khalifa&
Liu 2002, 2003) and to satisfy customer Conklin (2002) stated that company should investigate
satisfaction factors, It needs to answer what it is that satisfies customers (Davoud 2012), in
addition,satisfaction can be formed indifferent ways (Khalifa& Liu 2003, Bhattacherjee 2001Db).
In concrete, satisfaction canoccur on two different stages namely beforeadoption (pre-adoption

satisfaction) and after adoption of a good/service (post-adoptionsatisfaction) at each stage is



assumed to be influenced bydifferent determinants, such as customer desires, expectations and
previous experiences.Customer satisfaction is determined by confirmation or disconfirmationof
desires rather than expectations at the post-adoption stage, confirmation of expectations is now

more importantthan satisfaction formation (Khalifa& Liu 2003).

Tourist’s satisfaction directly affects the business and is a precondition to survive in today's
competitive environment, it help practitioners to understand the traveler’s perceptions. Consumer
satisfaction is essential for long-term success of businessandthe
expectation-disconfirmationtheory byOliver(1980) whichstated perceived performance prior to
consumption leads cognitive behavior, satisfaction level depends on the achieved value if it
matches and exceed to the expectation than customer’s propensity of consumption in future will

increase, coincide it, negative disconfirmation affect the buying behavior.

Conclusion

Electronic tourism is the main revenue generator and has transformed whole economy; In India
there is a vital need of exploring this segment, so far many researches in western countries have
explored web based tourism service quality but in Indian context a few are available. In the last
decade the technological developments have reduced the reluctance of Indian travelers to book
online. Now consumers are conscious and confidence is increased result in travel companies
have adopted internet as a distribution tool and utilizing this in large scale, the objectives of this
study were examination of online tourist behavior in the context of adoption and satisfaction and
also understanding the relationship of electronic service quality dimensions of tourist
satisfaction. Tourism expert is now focusing on tourist behavior and for this knowledge of IT and
media involvement is essential because media affects tourist intensity and that have changes their
behavior, users are not only utilizing internet for information gathering but also making
reservation through this. The ongoing trend of including all kind of travel services on single click
display their behavior of extensive use of internet and shifted them towards information

intelligence.
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Abstract
As you know Al is a widely used technological advancement in the current scenario. Al is
transforming both tourism and hospitality in order for its smooth and effective functioning
process. As you know Al had build a large network of tourism industry through online on which
the travelers as well as tourists can select their favorite destination without help of any travel
agencies.
The overall tourism industry had changed according to the change in technology. At ancient
times those who wish to travel must have proper planning which requires days of intense
preparation. But due to the vast change of technology everything is available at online platforms
like google.com along with Microsoft edge etc. People just need smooth internet connection
along with a smart phone from which they can easily track places, destinations, cultures,
monuments etc.
Technology has become practically essential to society, and the hospitality industry is no stranger
to these digital adaptations. Over the years, the industry has made some changes to accommodate
shifting customer preferences, economic fluctuations, and global events such as the pandemic.
Some of these major changes have occurred in order to keep up with labour shortages, increasing
operation costs, and changes in customer needs, so the industry can continue to thrive and
provide the best service to its customers.
From hotels and resorts to restaurants and travel services, the digital transformation in hospitality
has become integral to a more efficient, personalized, and customer-centric hospitality
experience.
A variety of digital marketing by Al had also being introduced like Tripadvisor, Makemytrip,
Holidify are sites which provides about Tourism and Hospitality informations.
There are a variety of advantages as well as disadvantages of tourism influenced by technology
- Cost efficient for tourists

- Saves time



- Requires low research

- Proper informations about different sectors

- Online guides

Disadvantages are as follows

- Lack of employment opportunities

- Downfall of economy and increase in poverty

- Economic leakages

- Rush of tourists and causing to destruct tourists destinations

- Improper functioning of site tourism with out proper guides
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Abstract

The hospitality sector is increasingly leveraging technology to enhance operational efficiency
and guest experience. This paper examines the role of technology acceptance among employees
and its impact on the hospitality industry. Technology acceptance is pivotal in ensuring that
technological innovations are effectively integrated into daily operations. Employee technology
acceptance is a critical factor that can determine the success or failure of technological initiatives
within an organization. The process of accepting and integrating new technologies into daily
routines requires employees to adapt to change, often involving a shift in mind-set, new skill
development, and overcoming resistance. Employees who readily embrace technology can
significantly enhance operational efficiency, improve service delivery, and support the
organization's general success. Conversely, a lack of acceptance can lead to under utilization of
technology, inefficiencies, and even a negative impact on employee morale and guest
satisfaction. This study considers the function of technology in the hospitality sector as well as
its various impacts. The study also aims to offer actionable insights for optimizing technology

integration in hospitality settings.

Keywords: Hospitality Sector, Human Resources, Learning & Development, Technological

Impact.
1.Introduction

The hospitality industry, encompassing hotels, restaurants, and various service-oriented
businesses, is undergoing a technological transformation aimed at improving efficiency, guest
satisfaction, and competitive advantage. From cloud-based property management systems to
Al-driven customer service tools, technological advancements are becoming increasingly

integral to the daily operations of hospitality organizations. However, the success of these



innovations hinges not only on their technical capabilities but also on the degree to which
employees accept and effectively utilize them. In the context of the hospitality sector, where the
human factor is essential in delivering exceptional guest experiences, the integration of
technology must be carefully managed to ensure it complements rather than disrupts service
delivery. The focus on Human Resources (HR) and Learning & Development departments is
particularly relevant as these areas are pivotal in shaping employee experiences and guaranteeing
that the labor force possesses the essential abilities to leverage new technologies. HR
departments play a key role in facilitating smooth transitions during technological upgrades,
from recruitment and onboarding to performance management and employee engagement.
Similarly, Learning & Development is essential for providing continuous training and
professional development opportunities that empower employees to stay current with
technological advancements.By exploring the challenges and benefits associated with employee
technology acceptance, this study aims to provide insights into how hospitality organizations can

effectively manage the human aspect of technological transformation.
2.Relevance of Technology in Hospitality Sector

In the hospitality sector, technology plays a critical role in streamlining Human Resources (HR)
and Learning & Development functions. For HR departments, technology facilitates efficient
recruitment processes, employee onboarding, performance management, and payroll processing.
Systems such as Applicant Tracking Systems (ATS) and Human Resource Information Systems
(HRIS) enhance HR operations by automating routine tasks, improving data accuracy, and
providing valuable analytics.In Learning & Development, technology enables the delivery of
training programs through e-learning platforms, virtual classrooms, and interactive simulations.
This approach not only accommodates diverse learning styles but also ensures that training
materials are consistently updated and accessible. By embracing technologies like Learning
Management Systems (LMS), hospitality organizations can enhance employee skills, track
training progress, and foster continuous professional development.Technology's role in the
hospitality sector extends beyond operational efficiency. It encompasses enhancing guest
experiences, optimizing resource management, and driving innovation. Key areas where

technology influences the industry include:



Human Resource Information Systems (HRIS): HRIS platforms serve as the backbone of
HR operations by centralizing and managing employee data. These systems handle essential
functions such as payroll processing, benefits administration, and performance evaluations.
HRIS improves data accuracy and accessibility, reduces administrative burdens, and provides
valuable analytics to inform strategic HR decisions. By integrating HRIS with other
operational systems, organizations can achieve a seamless flow of information, enhancing
both efficiency and employee experience.

Applicant Tracking Systems (ATS): ATS solutions streamline the recruitment process by
automating various stages of candidate management. They facilitate job postings, track
applications, schedule interviews, and manage candidate communications, thereby
accelerating the hiring process and improving the candidate experience. Effective use of ATS
can lead to better hiring outcomes, reduced time-to-fill positions, and a more organized
approach to managing talent acquisition.

Performance Management Systems: These systems are designed to support regular
performance reviews, goal setting, and feedback collection. Performance management tools
enable managers and employees to set objectives, track progress, and evaluate performance
against established criteria. By providing a structured approach to performance management,
these systems help align individual goals with organizational objectives, drive employee
development, and enhance overall productivity.

E-learning Platforms: It delivers interactive as well as self-paced instruction modules that
can be accessed from any device, allowing employees to engage with training content at their
convenience. These platforms offer flexibility in learning, catering to different learning styles
and schedules. In the hospitality industry, e-learning can be used to provide training on
customer service skills, safety procedures, and new technology adoption, ensuring that
employees are capable of meeting the demands of their positions.

Virtual and Augmented Reality: These are some other technologies that make the training
really interactive, offering immersive training experiences through simulations of real
situations and environments. In hospitality, for example, VR and AR can be used to create
realistic simulations of handling guest situations, emergencies, and complex equipment.

These technologies offer a practical approach to learning that enhances comprehension and



retention capabilities, thereby giving employees an opportunity to practice their skills in a

simulated and interactive environment.
3.Impacts of Technological Integration

The acceptance and integration of technology among employees in the hospitality sector have
far-reaching implications, influencing various aspects of organizational performance and
employee experience. The impact of technology acceptance can be categorized into several key

arcas:

= Productivity and Efficiency: In the hospitality industry, technology is essential for raising
output and streamlining operations. Automation of routine and repetitive tasks by technology
frees up a lot of time and decreases labor costs to the business for things such as managing
reservations, the overall process of inventory control, and check-in/check-out procedures. In
return, this does minimize the chance of human error, offers consistent delivery of services,
and allows employees to move on with more complex and value-added chores. This includes
property management systems, which offer speed in processes such as room allocation and
billing, and automatic housekeeping management systems, enhancing efficiency in the
scheduling and distribution of chores. This, in turn, translates to easier operations, quicker
responses, and generally better efficiency within the organization.

= Employee Satisfaction: The successful adoption of technology can significantly boost
employee satisfaction by providing tools that simplify daily tasks and improve job
performance. Modern technologies, such as mobile communication platforms and integrated
scheduling systems, enhance communication and collaboration among staff members.
Additionally, user-friendly interfaces and intuitive systems reduce the learning curve
associated with new technologies, making it easier for employees to adapt and excel in their
roles. Technology also supports career development through access to e-learning platforms
and online training resources, enabling employees to acquire new skills and advance their
careers. By addressing these aspects, organizations can create a more positive and fulfilling

work environment, leading to higher levels of employee engagement and retention.

= Operational Costs: Although the initial investment in technology can be substantial, the

long-term financial benefits often outweigh the costs. Technologies that automate and



streamline processes reduce the need for manual intervention, leading to decreased labour
costs and increased operational efficiency. For instance, automated inventory management
systems can reduce stock wastage and optimize supply chain operations, resulting in cost
savings. Additionally, technology-driven analytics provide insights into operational
performance, allowing for more informed decision-making and resource allocation. These
efficiencies translate into cost reductions and improved profitability over time, making

technology a valuable investment for long-term success.

Guest Experience: Employees equipped with advanced technology are better positioned to
deliver exceptional guest experiences. For instance, mobile check-in and keyless entry
systems enable a seamless and personalized guest experience from the moment of arrival.
Similarly, technology-driven guest relationship management systems allow staff to access
guest preferences and history, enabling more tailored and responsive service. By leveraging
technologies such as smart room controls and virtual concierge services, employees can
enhance the overall guest experience, leading to increased guest satisfaction and loyalty. The
ability to provide a personalized and efficient service not only meets but often exceeds guest

expectations, fostering positive reviews and repeat business.

Improved Efficiency: Automation and technology-driven processes significantly enhance
operational efficiency in the hospitality sector. By streamlining routine tasks such as
reservations, check-ins, and inventory management, technology reduces manual workload
and accelerates operational workflows. For example, Property Management Systems (PMS)
automate room assignments, billing, and guest requests, while Point of Sale (POS) systems
speed up transaction processing in restaurants. These improvements lead to faster service
delivery, reduced wait times, and overall smoother operations, enabling staff to allocate

more time to personalized guest interactions and problem-solving.

Enhanced Training and Development: Modern training technologies revolutionize the
way employees are trained and developed. E-learning platforms, virtual classrooms, and
interactive simulations offer flexible, engaging, and scalable training solutions that can be

tailored to individual learning styles and needs. For instance, VR and AR provide employees



with the chance to mimic real situations in a no-consequence environment. As these
technologies embrace ongoing learning and professional development, employees will more
easily stay up-to-date with the latest trends in their industry while improving their
competencies. As a result, organizations can cultivate a skilled and adaptable workforce,

ready to meet evolving demands.

Better Data Management: Technology facilitates the accurate collection, analysis, and
reporting of data, which is crucial for informed decision-making in the hospitality sector.
Advanced analytics tools, linked together with state-of-the-art data management systems,
can help draw out guest preferences, illuminate operational performance, and describe
market trends. This is an empirical approach to organizational decision-making rather than
an intuitive one. For example, data analytics can reveal patterns in guest behavior, allowing
for targeted marketing strategies and personalized guest experiences. Improved data
management also enhances operational efficiency by optimizing resource allocation and

identifying areas for improvement.

Increased Employee Engagement: Effective use of technology can significantly boost
employee engagement by providing innovative tools and resources that enhance job
satisfaction. Technologies such as collaboration platforms, performance management
systems, and recognition software help employees feel more connected, valued, and
supported in their roles. These tools also contribute to enhancing communication, offer
opportunities for development, recognize performance, and therefore create a better
environment. One would expect that engaged employees are bound to be motivated and

productive, loyal to the organization, and that these factors, in turn, drive overall success.

4.Disadvantages of Technological Integration

Resistance to Change: Organizations are regularly faced with the typical challenge of
overcoming resistance to new technologies. Employees would resist new systems because
they are unfamiliar, seem to be complicated, or tend to make their own skills obsolete. This,
in turn, could reduce the successful implementation of technological initiatives and slow
down the pace of assimilation. Overcoming resistance requires effective change
management strategies, including clear communication, involvement of employees in the

technology adoption process, and addressing concerns through support and training.



e High Initial Costs: The implementation of new technologies often involves substantial
upfront investments. Costs can include purchasing hardware and software, integrating
systems, and customizing solutions to fit organizational needs. Additionally, there are
ongoing maintenance costs and potential expenses for upgrades and support. While these
initial costs can be significant, they should be weighed against the long-term benefits of
increased efficiency and operational savings. Financial planning and budgeting are essential

to managing these costs effectively.

e Training Requirements: Adequate training is essential for employees to effectively use
new technologies, but it can be time-consuming and resource-intensive. Training programs
need to be developed and delivered, and employees must invest time in learning new
systems. This process can disrupt regular workflows and require additional resources,
including trainers and support staff. Ensuring that training is comprehensive, engaging, and
aligned with employees' needs can help mitigate these challenges and facilitate smoother

transitions to new technologies.

e Data Security Concerns: The increased use of technology raises significant concerns about
data privacy and security. As organizations collect and store large amounts of sensitive
information, including personal data of guests and employees, they must implement robust
security measures to protect against data breaches and cyber- attacks. Compliance with data
protection regulations, regular security audits, and employee training on data security best

practices are crucial for safeguarding information and maintaining trust.

5.Future Scope of Technology in Hospitality Sector

The future of technology in the hospitality sector is likely to involve continued innovation and

integration of advanced technologies. Emerging trends include:

= Artificial Intelligence (AI) and Machine Learning: These solutions can be used for

personalized guest experiences, predictive maintenance, and automated customer service.

= Internet of Things (IoT): Connected devices for smart rooms, energy management, and

real-time monitoring.



* Blockchain: Enhancing transparency and security in transactions and guest data

management.

= Robotics and Automation: its growth is very well expected in the hospitality industry,
especially related to housekeeping tasks, food serving, and guest relationship activities. The
robots will be able to perform routine tasks such as cleaning, delivery, and concierge service,
freeing the human employees to attend to more complex activities which involve high touch

and value addition.

* Voice-Activated Interfaces: these technology, such as smart speakers and virtual assistants,
is increasingly being integrated into hotel rooms and other hospitality environments. These
interfaces also allow their guests the convenience of personal voice-activated room settings,

services, and information for greater convenience and personalization.

Organizations must focus on the culture of technology acceptance, employee training, and
updating themselves with changing technology in order to remain competitive for long-term

success.
6.Conclusion

Technology acceptance among employees is a critical factor in the successful implementation of
technological innovations in the hospitality sector. Thus, the adoption of technology creates
avenues for hospitality organizations to improve their efficiency of operations, achieve
excellence in guest experiences, and attain sustainability of growth. However, resistance to
change, high costs, and requirements for training are all challenges that have to be met if the full
benefits of technology are to be achieved. The industry will be able to keep pace with the
competition and ensure future success based on continued emphasis on technology adoption and

its impacts in the future.
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1. Introduction

The hospitality industry, known for its dynamic and customer-centric nature, is
continuously evolving to meet the growing demands and expectations of consumers.
Technology has become a cornerstone in this evolution, playing an increasingly vital
role in enhancing both operational efficiency and service quality. Among the myriad of
technological advancements, Artificial Intelligence (Al) stands out as a transformative
force, particularly in areas that require precision, accuracy, and real-time
decision-making. One such critical area where Al is making significant strides is food

safety, a domain that is of utmost importance in the hospitality sector.

Food safety is a paramount concern for hospitality businesses, as it directly impacts
consumer health and brand reputation. Ensuring that food is safe for consumption
involves complex processes, including monitoring supply chains, ensuring proper
storage conditions, and adhering to stringent hygiene practices. Traditional methods,
while effective to some extent,often fall short in proactively identifying and mitigating
risks before they materialize. This is where AI technology comes into play. By
leveraging machine learning algorithms, predictive analytics, and real-time data
processing, Al can detect potential hazards in food production and handling processes

with greater accuracy and speed than human capabilities alone.

The integration of Al in food safety offers numerous benefits, including the ability to
predict and prevent contamination, optimize inspection processes, and improve overall
compliance with food safety regulations. However, the adoption of Al in this critical

area is not without its challenges. Issues such as the high costs of implementation, the



complexity of integrating Al with existing systems, and the need for continuous training
and education of staff are significant barriers that hospitality professionals must

navigate.

This research paper aims to explore the perceptions and experiences of hospitality
professionals regarding the implementation of Al in food safety. It seeks to assess their
level of awareness, examine the perceived effectiveness and reliability of Al systems,
and identify the challenges they face in adopting this technology. By providing insights
into these aspects, the study intends to contribute to the broader understanding of Al's
role in advancing food safety in the hospitality industry, ultimately helping businesses
enhance their service quality and protect consumer health.

2. Review of Literature

The integration of Artificial Intelligence (AI) in food safety within the hospitality
industry is an emerging field, with increasing academic and industry-focused research
highlighting its potential to revolutionize food safety practices. This literature review
synthesizes key findings from various studies, focusing on awareness, adoption, and the

future prospects of Al in food safety.
1. Al in Food Safety: Current Landscape and Applications

Al's role in food safety is increasingly recognized as critical for enhancing the accuracy
and efficiency of food safety practices. According to Marvin et al. (2017), Al
technologies such as machine learning and predictive analytics have been effectively
employed to monitor food safety across supply chains, detect contaminants, and ensure
compliance with food safety regulations. The study emphasizes that Al can significantly
reduce the risk of foodborne illnesses by enabling real-time data analysis and automated

decision-making processes.

2. Awareness and Perceptions of Al in the Hospitality Industry
Despite the potential of Al in food safety, awareness and understanding among

hospitality professionals remain limited. A study by Yang, Flynn, and Anderson (2020)
found that while there is a growing interest in Al applications, many professionals lack

comprehensive knowledge about how these technologies can be applied to food safety.



The study suggests that increasing awareness and education is crucial for broader

adoption.
3. Adoption of Al Technologies in Food Safety

The adoption of Al in food safety is influenced by several factors, including cost,
complexity, and perceived benefits. Opara et al. (2021) highlight that while early
adopters in the hospitality industry have reported improvements in food safety
outcomes, the high initial costs and technical challenges have slowed widespread
adoption. Their research also points to the need for scalable Al solutions that can be

integrated with existing food safety management systems.
4. Effectiveness and Reliability of Al in Ensuring Food Safety

The effectiveness and reliability of Al systems in food safety have been validated in
various studies. According to a study by Wang et al. (2019), Al-powered systems have
demonstrated higher accuracy in detecting food safety risks compared to traditional
methods. The research indicates that Al systems can continuously learn from new data,
improving their predictive capabilities over time, thereby enhancing food safety
measures.

5. Challenges in Implementing Al for Food Safety in Hospitality

The implementation of Al in food safety within the hospitality industry faces several
challenges. Rahman and Singh (2022) identify key barriers such as the lack of
standardized protocols, integration issues with existing technologies, and resistance to
change among staff. The study also emphasizes the importance of addressing these

challenges through industry-wide collaboration and support from regulatory bodies.
5.Regulatory and Ethical Considerations

The regulatory and ethical implications of using Al in food safety are critical to its
adoption. As noted by Edwards et al. (2020), there is a need for clear regulatory
frameworks that govern the use of Al in food safety to ensure transparency and
accountability. Additionally, ethical considerations such as data privacy and the impact

on employment must be addressed to foster trust among stakeholders.



6. Prospects and Future Directions

The future of AI in food safety appears promising, with advancements in Al
technologies expected to further enhance food safety protocols. A review by Patel et al.
(2023) discusses emerging trends such as Al-driven supply chain monitoring, real-time

contamination detection, and Al-assisted compliance

management. The study suggests that these innovations could lead to more proactive

and preventive food safety practices.
7.Case Studies of Successful Al Implementation

Several case studies highlight the successful implementation of Al in food safety within
the hospitality industry. For example, a study by Brown and Stevens (2021) presents a
case where a large hotel chain successfully integrated Al into its food safety
management system, resulting in a significant reduction in foodborne illness incidents

and operational costs.

3. Research Methodology
The research study was conducted with a sample of 30 participants, including
professionals from both within Kerala and outside India, across various sectors of the
hospitality industry. A structured questionnaire was distributed to these professionals via
google form, which gathered demographic data along with insights on their awareness
of Al technologies, their perceived effectiveness in enhancing food safety, and the
challenges faced during their adoption. The data collected was analyzed using
descriptive statistics, providing a comprehensive understanding of the trends. The
results were presented using tables, bar diagrams, and pie charts to facilitate clear and

effective visualization.
3.1 Objectives
The primary objectives of this study are:

e To assess the awareness and understanding of Al technologies in food safety

among hospitality professionals.

e To evaluate the perceived effectiveness and reliability of Al systems in ensuring food



safety.
e To identify the barriers to Al adoption in the hospitality industry.
e To explore the future prospects of Al in enhancing food safety standards.

3. Result Analysis

Demographic Data
Gender Male (77%), Female (23%)
Age 20-34 years (100%)
Experience (in years) 1-10 years (100%)
Highest Qualification Diploma (57%), UG (23%), PG (20%)
Location Kerala (37%), Outside India (63%)
Department Front Office (23%), F&B Production (43%), Others (34%)

Table I Demographic Data
Table no 1 shows the demographic data. From the table it is clear that a diverse group of
respondents, primarily male, within the age range of 20 to 34 years. Most respondents
hold a diploma and have between 1 to 10 years of experience. A significant portion of
the participants is based outside India, representing various sectors within the hospitality

industry.



5.1 AI Awareness in Food Safety

| am aware of the various Al applications used in food safety
30 responses

@ Strongly disagree
@ Disagree

@ Neutral

® Agree

@ strongly Agree

Figure 1 AI Awareness in food safety

Most respondents (80%) are aware of Al applications in food safety, reflecting a strong
understanding of its role. A small portion (10%) remains neutral, indicating some may
not have a strong opinion or detailed knowledge. Minimal disagreement (10%) suggests

that overall, awareness of Al's impact on food safety is positive.

5.1 AI Technology can predict potential food safety hazard before they occur

Al Technology can predict potential food safety hazard before they occur
30 responses

@ strongly disagree
@ Disagree

@ Neutral

@ Agree

@ Strongly Agree

Figure 2 Al Technology can predict potential food safety
hazard before they occur



Figure 2 shows that Most respondents (70%) believe that Al technology can predict
potential food safety hazards before they occur, indicating confidence in its predictive
abilities. A smaller group (13%) is neutral, suggesting uncertainty or limited knowledge
on the subject. Only a small percentage (17%) disagrees or strongly disagrees,

reflecting broad support for AI’s role in food safety

5.1 Most commonly used Al technology for food safety in Hotel Industry

Current Al technology used for food safety in Hotels
30 responses

@ 0T Sensors

@ machine learning
@ Computer Vision
@ predictive analytics
@ robotics

@ No Technology

Figure 3 Al Technology used for food safety in Hotels
Figure 3 indicates that IoT technology is the most widely used for food safety among

hotels, with 26.7%. Machine learning follows, noted by 20% workers. Robotics and
predictive analytics are mentioned by 10% of workers each. However, 20% of
workers are unaware of any Al tools for food safety, indicating a need for increased
awareness and education.

5.1 Al can significantly enhance food safety standards in the hospitality industry

Al can significantly enhance food safety standards in the hospitality industry
30 responses

@ strongly Disagree
@ Disagree

© Neutral

@ Agree

@ Strongly agree




Figure 4 Al can significantly enhance food safety standard in the hospitality industry
Over half of the respondents (53%) believe Al can significantly enhance food safety
standards in the hospitality industry, showing a positive outlook on its impact. However,
a substantial portion (20%) remains neutral, indicating some uncertainty or lack of
strong opinion on Al’s effectiveness in this sector. A combined 24% disagree or strongly
disagree, suggesting that while many see potential benefits, there are concerns or

skepticism about AI’s role in improving food safety standards.

5.1 The implementation of Al in food safety is essential for the future of the

hospitality Industry

The implementation of Al in food safety is essential for the future of the hospitality Industry

30 responses

@ strongly disagree
® Disagree

Neutral
@ Strongly agree
@ Agree

Figure 5 The Implementation of Al in food safety is essential for the future of the
hospitality industry

Seventy percent of respondents view the implementation of Al in food safety as
essential for the future of the hospitality industry, highlighting strong support for its role
in future developments. A smaller segment (10%) remains neutral, indicating some
uncertainty or lack of strong conviction about its necessity. Meanwhile, 20% disagree or
strongly disagree, reflecting a minority perspective that may question the essential

nature of Al in advancing food safety.



5.1 AI Systems are reliable and can reduce human errors in food safety

Al Systems are reliable and can reduce human errors in food safety

30 responses

@ Strongly disagree
@ Disagree

@ Neutral

@ Strongly Agree
@ Agree

Figure 6 Al systems are reliable and can reduce human errors in food safety

A combined 40% of respondents agree or strongly agree that Al systems are reliable and
can reduce human errors in food safety, suggesting some confidence in their
effectiveness. However, a significant portion (33%) remains neutral, indicating
uncertainty or lack of a definitive stance on Al’s reliability. The remaining 27% disagree
or strongly disagree, reflecting concerns or skepticism about the ability of Al systems to

effectively reduce human errors in food safety.

5.1 Using Al in food safety can lead to higher customer satisfaction

Using Al in food safety can lead to higher customer satisfaction
30 responses

@ strongly disagree
@ Disagree

@ Neutral

@ Agree

@ Strongly agree




Figure 7 Using Al in food safety can lead to higher customer satisfaction

Figure 7 shows that Only 40% of respondents agree or strongly agree that using Al in
food safety can lead to higher customer satisfaction, indicating limited confidence in
this benefit. A notable 27% remain neutral, suggesting uncertainty or indifference
towards the impact of Al on customer satisfaction. Meanwhile, 33% disagree or
strongly disagree, reflecting a significant portion who doubt the connection between

Al in food safety and improved customer satisfaction.



5.1 There are significant barriers to implement Al in food safety

There are significant barriers to implement Al IN food safety

30 responses

@ strongly agree

@ Agree

@ Neutral

@ Disagree

@ Strongly Disagree

Figure 8 Significant barriers to Implement Al in food Safety

Figure 8 shows that Sixty percent of respondents believe there are significant barriers to
implementing Al in food safety, indicating a widespread recognition of challenges. A notable
23% remain neutral, suggesting uncertainty or lack of strong opinion on the extent of these
barriers. Only 17% disagree or strongly disagree, reflecting a smaller segment who may not see

these barriers as substantial or may be more optimistic about overcoming them.

5.2 I would recommend the use of Al for food safety to other professionals in the
hospitality industry

| would recommend the use of Al for food safety to other professionals in the hospitality industry

30 responses

@ Strongly Agree
@ Disagree
@ Neutral

@ Agree
@ Strongly Disagree




Figure 9 Recommend the use of Al for food safety to other professionals in the hospitality industry

Figure 9 shows that Sixty-three percent of respondents are willing to recommend the use of Al
for food safety to other professionals in the hospitality industry, indicating a positive
endorsement of its benefits. A significant portion (20%) remains neutral, reflecting uncertainty
or lack of strong opinion on recommending Al. Meanwhile, 17% disagree or strongly disagree,
suggesting that some professionals may have reservations or concerns about endorsing Al in this

context.

5.1 There should be more investments in Al research and development for food safety

There should be more investments in Al research and development for food safety
30 responses

@ Strongly disagree
@ Disagree
Neutral
@ Agree
@ Strongly agree

4

Figure 10 Opinion of investments in Al research and development for food safety

Figure 10 shows that Sixty percent of respondents support increased investments in Al research
and development for food safety, showing a general consensus on the need for further
exploration and funding. A significant 17% are neutral, indicating uncertainty or lack of a strong
stance on this issue. Meanwhile, 23% disagree or strongly disagree, suggesting that some
individuals may question the necessity or prioritize other areas over investment in Al for food

safety.



Findings

e High Awareness: The majority of respondents (80%) are aware of various Al
applications used in food safety, indicating strong general knowledge in this area.

e Predictive Capabilities: A combined 70% believe Al technology can predict potential
food safety hazards before they occur, showing confidence in its predictive abilities.

e Enhancing Standards: While 53% agree that Al can significantly enhance food safety
standards in the hospitality industry, only 3% strongly agree, suggesting some
reservations about its impact.

e Future Essential: 70% consider the implementation of Al in food safety essential for the
future of the hospitality industry, reflecting a strong belief in its importance.

e Reliability Concerns: Only 40% of respondents view Al systems as reliable and effective
in reducing human errors in food safety, with a significant portion (33%) remaining
neutral or skeptical.

e (ustomer Satisfaction: There is mixed sentiment about Al’s role in increasing customer
satisfaction, with only 40% agreeing or strongly agreeing that it can lead to higher
satisfaction.

e Barriers to Implementation: 60% recognize significant barriers to implementing Al in
food safety, suggesting challenges in adoption and integration.

e Recommendation: 63% would recommend Al for food safety to other professionals,
indicating a positive endorsement despite some reservations.

e Investment Needs: 60% advocate for more investments in Al research and development
for food safety, highlighting the perceived need for further exploration and funding.

Conclusion

The survey findings suggest a generally positive outlook on the use of Al in food safety within

the hospitality industry. Most respondents are aware of various Al applications and have

confidence in Al’s ability to predict potential food safety hazards. However, there are some

reservations about the extent to which Al can significantly enhance food safety standards, with

concerns also emerging about the reliability of Al systems in reducing human errors.



While many respondents believe that implementing Al is essential for the future of the industry,
opinions are mixed regarding its role in improving customer satisfaction. There are also
significant perceived barriers to Al adoption, highlighting the challenges of integration. Despite
these concerns, a majority of respondents would still recommend Al for food safety to their
peers, reflecting cautious optimism. Additionally, there is a clear call for more investments in Al
research and development, indicating a recognition of the need for continued innovation to

address challenges and fully realize Al’s potential in improving food safety.
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Abstract

This study sought to comprehend student viewpoints about generative artificial intelligence
(GAJ) technologies, including Chat generative Pre-Trained Transformer (ChatGPT). A total of
165 students took part in the survey. The findings revealed that while over half of the students
who replied had either used or contemplated utilizing GAI technologies for academic reasons,
just 7% of them had never heard of them. While most students (54.1%) supported or were
somewhat in favour of using Grammarly and other similar technologies, Higher confidence in
their academic writing made students less likely to use them or even consider using them for
academic reasons. They were also less likely to encourage other students to use them. The
majority of students (41.1%) also said that there had to be a policy covering the usage of these

devices at all education levels.
Keywords: Artificial Intelligence, ChatGPT, Education, Academic skills.
Introduction

Due to the changing landscape of artificial intelligence and the emergence of new generative
artificial intelligence (GAI) technologies such as Chat generative Pre-Trained Transformer

(ChatGPT), the current code of practice needed to be updated.

To have a student-centered approach to this policy, a project was launched to gather student
perspectives on these technologies. The aim was to understand how students are using these
technologies currently, whether their confidence in writing has an impact on their usage or
opinions of the technologies, and how they think the university should respond to them about

academic work.

Literature Review & Hypothesis Formulation



"Being honest in academic work and taking responsibility" is the definition of academic integrity
(East and Donnelly 2012). The literature that has already been published offers a thorough
analysis of the various aspects of academic integrity, including contract cheating and plagiarism,
as well as the difficulties that both students and teachers confront. Since the early 1900s, both
quantitative and qualitative research has been done in this field (Lancaster 2021). More recent

scholarship has focused on academic integrity in the digital era.

Evering and Moorman (2012, p. 35) suggested that the definition of plagiarism and academic
integrity violations needs to be "re-examined" in light of the evolving digital landscape. Various
studies (Howard and Davies 2009; Williams 2007) noted that the increased use of digital tools
for information discovery increased the potential for students to misrepresent ideas and

information as their own.

Since then, there has been numerous studies conducted on academic integrity as a result of the
rise of online paraphrasing tools, essay mills, custom assignment services, and peer-to-peer

sharing websites (Awdry 2020).

According to a study by Harrison et al. (2020), students believe there is a big difference between
using "study helper" websites where they use materials uploaded by their peers, which they view

as lower-risk and do not think to be as dishonest, and paying someone to write an essay for them.

Over the course of the past 10 years, there has been a shift in both the technologies that are
available to college and university students and the characteristics of those students. Students
from Generation Z often have distinct thought patterns and work styles than students from
previous generations, and they have used a variety of technology from an early age. Polakova
and Klimova (2019) state they have a limited attention span and ideally want to read less than
20% of a text and get to the key points as quickly as possible. Szymkowiak et al (2021) agree
that this generation are more impatient and lean towards using technologies that provide them
with convenience and the ability to multi-task. This lack of patience can encourage cheating,

with Generation Z primarily focused on the end result, as opposed to the learning experience.

Amigud (2019) and Amigud and Lancaster (2019, p. 102) conducted study on the potential
causes of students seeking to outsource in some way their academic work. Perseverance was

determined to be the primary factor in work outsourcing.



Colleges and Universities have recently become concerned about the rise of free software like
ChatGPT, as more than a million people downloaded it in the first week (Stokel-Walker 2022).
Javaid et al (2023, p. 11) also considered the potential benefits and noted that Chat GPT can act
as a “virtual teaching assistant” in helping students to understand concepts and ideas. Yu (2023)
discussed how rather than banning GAI technologies it is essential to educate students on

efficiently using them to prepare them for the job market.

Studies indicate that overburdened students are more likely to rely on unethical means to
complete their academic tasks instead of relying on their own abilities and learning. For example,
Devlin and Gray (2007) found that students engage in unethical academic practices such as

cheating and plagiarism when they are exposed to heavy workload.

Similarly, Koudela-Hamila et al. (2022) found a significantly positive relationship between
academic workload and academic stress among university students. In another study, Hasebrook
et al. (2023) found that individuals were more likely to accept and adopt technology when their

workload was high.

Similarly, those students who are exposed to time pressure adopt a surface learning approach
(Guo, 2011), which indicates that the students may use shortcuts such as ChatGPT to complete

their tasks within deadlines.

Sensitivity to rewards is the degree to which a student is worried or concerned about his or her
academic rewards such as grades. As far as the relationship between sensitivity to rewards and
ChatGPT usage is concerned, prior research does not help to make a clear prediction. For
example, on the one hand, it is possible that students with higher sensitivity to rewards may be

more inclined to use ChatGPT, as they perceive it as a means to obtain better academic results.

Sensitivity to quality or quality consciousness refers to the extent to which students are

perceptive when evaluating the standard and excellence of their educational activities.

Some individuals are predisposed to put off doing things until later (i.e., chronic procrastinators),
whereas others only do so in certain circumstances (Rozental et al., 2022). Academic
procrastination, which refers to the practice of routinely putting off academic responsibilities to
the point that the delays become damaging to performance, is an important issue both for

students and educational institutions



There has been little research on student perceptions of how colleges & universities should
respond to new artificial intelligence and assistive technologies concerning academic integrity
policies and procedures, and as new technologies are constantly emerging and their

functionalities are expanding.

Based on the above areas the following assumptions were made:

Hypothesis 1 Workload will be positively related to the use of ChatGPT.

Hypothesis 2 Time pressure will be positively related to the use of ChatGPT.
Hypothesis 3 Sensitivity to rewards will be positively related to the use of ChatGPT.
Hypothesis 4 Sensitivity to quality will be positively related to the use of ChatGPT.
Hypothesis 5 Use of ChatGPT will be positively related to procrastination
Hypothesis 6 Use of ChatGPT will be positively related to memory loss.
Hypothesis 7 Use of ChatGPT will be negatively related to academic performance

Proposed Model of the study

Workload _
™, . .
\ /’ Procrastination
, 4 :
T'iime Pressure L N /
Use of ChatGPT ¢ p|  Memory Loss
Sensitivity to Rewards " \\
N,
\ Academic
Performance

Sensitivity to Quality

Methodology

The survey method was chosen as the primary method of data collection as it allowed large
numbers of students to be reached, was easy to disseminate, and was not time-consuming for

participants to complete. The 10-item scale for the use of ChatGPT was distributed among 165



students from various colleges in and around Kottayam. Since English is the official language in

all educational institutions, the survey forms were distributed in English.
Data analysis was performed using Excel and SPSS.
Results

The sample consisted of 53.3% males. The average age was 19.25 year. Similarly, around 59%
students, were enrolled in Commerce and Business studies, 6% were enrolled in computer
sciences, 9% were enrolled in psychology, 13% were enrolled in English language, 9% were
enrolled in sociology, and 4% were enrolled in mathematics. Furthermore, around 74% were
enrolled in bachelor’s programs, 22% were enrolled in master’s programs, and 4% were enrolled
in doctoral programs. Next, we conducted an exploratory factor analysis (EFA) to determine the
factor structure of the proposed scale. The results revealed that the Bartlett’s test of sphericity
was significant (p < 0.001) and the Kaiser—Meyer—Olkin (KMO) sampling adequacy was 0.878
(p < 0.001), which was greater than the threshold value of 0.50, thereby considered acceptable
for sample adequacy. Cronbach's alpha (CA) for the scale was o = 0.914. Together, these results
established good reliability and validity of the 8-item scale to measure ChatGPT usage



Table 2 Revised use of ChatGPT scale: factor loadings, communalities, and total
variance extracted.

Items Factor Communa Total C CRAV
loading lities varianc A E
e
extract
ed
I use ChatGPT for my  0.837 0.701 62.650 0.91 0.9 0.6
course assign- ments 4 28 18

[ use ChatGPT for my 0.824 0.680
academic activi- ties

I use ChatGPT for my 0.798 0.637
course projects

I am addicted to 0.792 0.627
ChatGPT when it

comes to studies

I rely on ChatGPT for my 0.780 0.608
studies

I use ChatGPT to 0.775 0.601
prepare for my tests or

quizzes

I use ChatGPT to learn 0.769 0.592
course-related concepts

ChatGPT is part of my 0.752 0.566
campus life

CA Cronbach’s Alpha,

All variables, except for the use of ChatGPT, were measured on a 5-point Likert type scale with
anchors ranging from 1 = strongly disagree to 5 = strongly agree. Use of ChatGPT was measured
on a 6-point Likert type scale with anchors ranging from 1 = never to 6 = always. The complete
items for all measures are presented in Table 3.

Academic workload: A 4-item scale by Peterson et al. (1995) was adapted to measure academic
workload. A sample item included, ‘I feel overburdened due to my studies.’

Academic time pressure: A 4-item scale by Dapkus (1985) was adapted to measure time
pressure. A sample item was, ‘I don’t have enough time to prepare for my class projects.’

Sensitivity to rewards: We measured sensitivity to rewards with a 2-item scale. The items
included, ‘T am worried about my CGPA’ and ‘I am concerned about my semester grades.’

Sensitivity to quality: Sensitivity to quality was measured with a 2-item scale. The items were, ‘I
am sensitive about the quality of my course assignments’ and ‘I am concerned about the quality
of my course projects.’



Use of ChatGPT: We used the 8-item scale developed in study 1 to measure the use of ChatGPT.
A sample item was, ‘I use ChatGPT for my academic activities.’

Procrastination: A 4-item scale developed by Choi and Moran (2009) was used to measure
procrastination. A sample item included, ‘I’m often running late when getting things done.’

Memory loss: We used a 3-item scale to measure memory loss. A sample item was, ‘Nowadays, |
can’t retain too much in my mind.’

Table 3. Factor loading, reliability, and validity

Items Loadin CA CR AV
gs E
Workload (Peterson et al., 1995) 0.840.890.68
5 5 0
My academic workload is too heavy 0.861

I feel overloaded by the work my studies require ~ 0.838

I feel overburdened due to my studies 0.810

The teacher(s) give too much work to do 0.788

Time pressure (Dapkus, 1985) 0.740.83 0.56
0 3 2

I don’t have enough time to prepare for my class0.829

projects

I don’t have enough time to complete study-related0.810

tasks with appropriate care

I find it difficult to submit my assignments and0.804

projects within the deadlines

[ am often in hurry when it comes to meeting0.511

academic deadlines

Sensitivity to rewards 0.880.940.89
1 4 4

I am worried about my CGPA 0.947

I am concerned about my semester grades 0.944

Sensitivity to quality 0.710.870.77

7 1 3


https://docs.google.com/document/d/1y_2p6b5bpVbfM6833JWCZ4juODgVVFNg/edit#heading=h.1fob9te
https://docs.google.com/document/d/1y_2p6b5bpVbfM6833JWCZ4juODgVVFNg/edit#heading=h.3znysh7

[ am concerned about the quality of my course0.930
projects

I am sensitive about the quality of my course0.825

assignments

Use of ChatGPT 0.900.92 0.59
3 2 6

[ use ChatGPT for my academic activities 0.812

[ use ChatGPT to prepare for my tests or quizzes  0.795

I use ChatGPT for my course projects 0.788

I use ChatGPT to learn course-related concepts 0.778

I rely on ChatGPT for my studies 0.771

I use ChatGPT for my course assignments 0.762

I am addicted to ChatGPT when it comes to studies 0.735

ChatGPT is part of my campus life 0.732

Procrastination (Choi & Moran, 2009) 0.750.840.57
6 5 7

I often fail to accomplish goals that I set for myself 0.795

I’'m often running late when getting things done 0.792

I often start things at the last minute and find it0.739

difficult to complete them on time

I have difficulty finishing activities once I start0.710

them

Memory loss 0.750.860.67
7 0 2

Nowadays, I often forget things to do 0.862

Nowadays, I can’t retain too much in my mind 0.829

Nowadays, I feel that I am losing my memory 0.765

CA Cronbach’s Alpha, CR composite reliability, AVE average variance extracted


https://docs.google.com/document/d/1y_2p6b5bpVbfM6833JWCZ4juODgVVFNg/edit#heading=h.2et92p0

Analyses and results

We used the partial least squares (PLS) method to validate the measurements and test the
hypotheses, as PLS is a second-generation structural equation modeling (SEM) technique that
estimates relationships among latent variables by taking measurement errors into account and it
is considered a superior technique (Hair et al., 2017). Partial least squares (PLS) are often
favored in situations with limited sample numbers and non-normal distributions (Hair et al.,

2019)
Measurement model

The measurement model is presented below. In the measurement model, first, we ran all the
constructs together and examined the commonly used indicators of standardized factor loading,
CA, CR, and AVE. The measurement model exhibited adequate levels of validity and reliability.
The standardized factor loadings for each item of each measure were above the threshold level of
0.70 (Hair et al., 2019). Similarly, CA and CR scores for each measure were above 0.70 and the
AVE also surpassed 0.5. All scores exceeded the cut-off criteria, thereby establishing the
reliability and convergent validity of each construct. Furthermore, discriminant validity ensures
that each latent construct is distinct from other constructs. As per Fornell and Larcker’s (1981)
criteria, discriminant validity is established if the squared root of the AVE for each construct is

larger than the correlation of that construct with other constructs.

Measurement indicators outer-loadings and AVE

Futhermore, in order to test multicollinearity, we calculated variance inflation factor (VIF),
which should be less than 5 to rule out the possibility of multicollinearity among the constructs
(Hair et al., 2019). In all analyses, VIF scores were less than 5, indicating that multicollinearity

was not a problem.
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As presented in Table 3, the findings revealed that workload was positively related to the use of
ChatGPT (B = 0.133, t = 2.622, p < 0.01). Those students who experienced high levels of
academic workload were more likely to engage in ChatGPT usage. This result supported

hypothesis 1.

Similarly, time pressure also had a significantly positive relationship with the use of ChatGPT (
= 0.163, t = 3.226, p < 0.001), thereby supporting hypothesis 2. In other words, students who
experienced high time pressure to accomplish their academic tasks also reported higher use of
ChatGPT. Further, the effect of sensitivity to rewards on the use of ChatGPT was negative and
marginally significant (B =—0.102, t = 1.710, p < 0.10), thereby suggesting that students who are
more sensitive to rewards are less likely to use ChatGPT. These results supported hypothesis 3b
instead of hypothesis 3a. Finally, we found that sensitivity to quality was not significantly related

to the use of ChatGPT (B = 0.033, t = 0.590, n.s). Thus, hypothesis 4 was not supported.

Consistent with hypothesis 5, the findings further revealed that the use of ChatGPT was
positively related to procrastination (B = 0.309, t = 6.984, p < 0.001). Those students who
frequently used ChatGPT were more likely to engage in procrastination than those who rarely
used ChatGPT. The use of ChatGPT was also found to be positively related to memory loss (f =
0.274, t = 6.452, p <0.001), thus hypothesis 6 was also supported. Students who frequently used
ChatGPT also reported memory impairment. Furthermore, the use of ChatGPT was found to
have a negative effect on the academic performance (i.e., CGPA) of the students (B =—0.104, t =



2.390, p < 0.05). Students who frequently used ChatGPT for their academic tasks had poor
CGPAs. These findings rendered support for hypothesis 7.

Overall discussion
Major findings

The recent emergence of generative Al has brought about significant implications for various
societal institutions, including higher education institutions. As a result, there has been a notable
upswing in discussions among scholars and academicians regarding the transformative potential
of generative Al, particularly ChatGPT, in higher education and the risks associated with it
(Dalalah & Dalalah, 2023; Meyer et al., 2023; Peters et al., 2023; Yilmaz & Yilmaz, 2023a).
Specifically, the dynamics of ChatGPT are still unknown in the context that no study, to date, has
yet provided any empirical evidence on why students use ChatGPT. The literature is also silent
on the potential consequences, harmful or beneficial, of ChatGPT usage (Dalalah & Dalalah,
2023; Paul et al., 2023) despite a ban in many institutions across the globe. Responding to these
gaps in the literature, the current study proposed workload, time pressure, sensitivity to rewards,
and sensitivity to quality as the potential determinants of the use of ChatGPT. In addition, the
study examined the effects of ChatGPT usage on students’ procrastination, memory loss, and

academic performance.

The findings suggested that those students who experienced high levels of academic workload
and time pressure to accomplish their tasks reported higher use of ChatGPT. Regarding the
competing hypotheses on the effects of sensitivity to rewards on ChatGPT usage, the findings
suggested that the students who were more sensitive to rewards were less likely to use ChatGPT.
This indicates that rewards-sensitive students might avoid the use of ChatGPT for fear of getting
a poor grade if caught. Surprisingly, we found that sensitivity to quality was not significantly
related to the use of ChatGPT. It appears that quality consciousness might not determine the use
of ChatGPT because some quality conscious students might consider the tasks completed by
personal effort as having high quality. In contrast, other quality conscious students might

consider ChatGPT written work as having a better quality.

Furthermore, our findings suggested that excessive use of ChatGPT can have harmful effects on

students’ personal and academic outcomes. Specifically, those students who frequently used



ChatGPT were more likely to engage in procrastination than those who rarely used ChatGPT.
Similarly, students who frequently used ChatGPT also reported memory loss. In the same vein,
students who frequently used ChatGPT for their academic tasks had a poor CGPA. The
mediating effects indicated that academic workload and time pressure were likely to promote
procrastination and memory impairment among students through the use of ChatGPT. Also,
these stressors dampened students’ academic performance through the excessive use of
ChatGPT. Consistently, the findings suggested that higher reward sensitivity discouraged the
students to use ChatGPT for their academic tasks. The less use of ChatGPT, in turn, helped the

students experience lower levels of procrastination and memory loss.
Practical implications

The study provides important implications for higher education institutions, policymakers,
instructors, and students. Our findings suggest that both heavy workload and time pressure are
influential factors driving students to use ChatGPT for their academic tasks. Therefore, higher
education institutions should emphasize the importance of efficient time management and
workload distribution while assigning academic tasks and deadlines. While ChatGPT may aid in
managing heavy academic workloads under time constraints, students must be kept aware of the
negative consequences of excessive ChatGPT usage. They may be encouraged to use it as a
complementary resource for learning instead of a tool for completing academic tasks without
investing in cognitive efforts. In the same vein, encouraging students to keep a balance between

technological assistance and personal effort can foster a holistic approach to learning.

Similarly, policymakers and educators should design curricula and teaching strategies that
engage students’ natural curiosity and passion for learning. While ChatGPT’s ease of use might
be alluring, fostering an environment where students derive satisfaction from mastering
challenging concepts independently can mitigate overreliance on gen- erative Al tools. Also,
recognizing and rewarding students for their genuine intellectual achievements can create a sense
of accomplishment that may supersede the allure of quick Al-based solutions. As also noted by
Chaudhry et al. (2023), in order to discourage misuse of ChatGPT by the students, the instructors
may revisit their performance evaluation methods and design novel assessment criteria that may
require the students to use their own creative skills and critical thinking abilities to complete

assignments and pro- jects instead of using generative Al tools.



Moreover, given the preliminary evidence that extensive use of ChatGPT has a negative effect on
a students’ academic performance and memory, educators should encourage students to actively
engage in critical thinking and problem-solving by assigning activities, assignments, or projects
that cannot be completed by ChatGPT. This can mitigate the adverse effects of ChatGPT on their
learning journey and mental capabilities. Furthermore, educators can create awareness among
students about the potential pitfalls of excessive ChatGPT usage. Finally, educators and policy
makers can develop interventions that target both the underlying causes (e.g., workload, time
pressure, sensitivity to rewards) and the consequences (e.g., procrastination, memory loss, and
academic performance). These interventions could involve personalized guidance, skill- building
workshops, and awareness campaigns to empower students to leverage genera- tive Al tools

effectively while preserving their personal learning.
Future research directions

Future research may examine these causal mechanisms using a longitudinal design. Second, to
provide a deeper under- standing of generative Al usage, future studies may examine how
personality factors, such as trust propensity and the Big Five personality traits, relate to ChatGPT

usage.
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Abstract:

The advent of automation and robotics has marked a significant shift in the hospitality industry,
notably in food and beverage services, by overcoming long-standing issues and boosting
operational efficiency. This paper examines how these technologies have fundamentally changed
service delivery, improved guest experiences, and affected overall hospitality operations. This
analysis consolidates current research, industry evaluations, and real-world examples to offer a
thorough overview of automation and robotics in the hospitality field. It explores significant
technologies such as automated ordering systems, robotic bartenders, and kitchen automation,
demonstrating how these innovations contribute to enhanced efficiency and service excellence.

Automation and robotics enhance service operations by accelerating processes, minimizing wait
times, and guaranteeing uniformity in food prep and delivery. They improve resource
management, resulting in cost savings and greater operational efficiency. Additionally, they
elevate guest experiences with tailored interactions and improved service, which increases
satisfaction and fosters loyalty. Although automation offers significant potential for improving
operations, it also brings challenges including high initial costs, difficulties with integrating new
technologies, and ethical issues that need to be tackled. Effective strategic planning and
development of the workforce are essential to fully leverage these technologies while
maintaining a focus on human-centered hospitality.



Keywords: Automation, robotics, hospitality industry, food and beverage service, operational
efficiency, guest experience, technological innovation.
Introduction

The hospitality industry is undergoing a transformative shift due to the integration of automation
and robotics. These technological advancements are significantly altering traditional food and
beverage services, promising to enhance efficiency, reduce costs, and elevate customer
experiences. This paper investigates the impact of automation and robotics within the hospitality
sector, with a specific focus on food and beverage services. Automation is addressing critical
challenges such as labour shortages and operational inefficiencies while facilitating consistent
and personalized guest experiences. Key areas of transformation include automated ordering
systems, robotic bartenders, and sophisticated kitchen equipment, all of which contribute to a
more streamlined and effective service model.

Importance of Automation and Robotics
1. Boosting Operational Efficiency

Streamlined Operations: Automation simplifies workflows by taking over repetitive tasks,
thereby reducing manual labor and enhancing overall productivity. For example, automated
systems can handle routine tasks such as order entry and inventory management, freeing up staff
to focus on more complex activities.

Quicker Service: Robotics and automated systems in food preparation and ordering
significantly cut down wait times. Automated cooking machines can prepare dishes at a faster
rate, while self-service kiosks and mobile ordering systems allow guests to place their orders
swiftly without the need for human intervention.

Efficient Resource Use: Automation tools optimize inventory management by tracking stock
levels in real-time and predicting future needs based on consumption patterns. This leads to
better resource allocation, reduced waste, and cost savings.

2. Enhancing Service Quality

Uniformity: Automated systems ensure a consistent quality of service by adhering to predefined
standards. This consistency is crucial in maintaining high standards across various service points,
whether in food preparation, beverage mixing, or guest interactions.

Customized Experiences: Data-driven automation enables personalized guest interactions by
analyzing previous preferences and behavior. This allows for tailored recommendations,
customized dining experiences, and attention to specific dietary needs, enhancing overall guest
satisfaction.



Round-the-Clock Service: Virtual assistants and automated check-in systems provide
continuous service, allowing guests to make reservations, check-in, or request assistance at any
time. This constant availability increases convenience and accessibility for guests.

Trends in Automation and Robotics
1. Automation in Food & Beverage Service

Self-Service Kiosks: These kiosks allow guests to browse menus, customize their orders, and
complete transactions independently. By reducing the need for human interaction in these
processes, self-service kiosks streamline operations and minimize wait times.

Tabletop Tablets: Interactive tablets placed at dining tables enable guests to place orders,
request refills, and call for service without waiting for a staff member. This technology enhances
convenience and can lead to a more engaging dining experience.

2. Robotics in Kitchen Operations

Cooking Robots: Advanced robots are capable of performing precise cooking tasks such as
grilling, frying, and baking. These robots ensure consistency in food preparation and
presentation, which is critical for maintaining quality standards.

Food Delivery Robots: Autonomous robots are used within restaurants to deliver food to
specific tables or pick-up locations. This reduces the need for human servers and speeds up the
delivery process, enhancing overall efficiency.

Benefits
1. Increased Efficiency and Speed

Accelerated Service: Automation speeds up order management and food preparation processes,
leading to faster service and reduced wait times. This efficiency not only improves customer
satisfaction but also increases the overall throughput of the operation.

Optimized Workflow: Robotics handle repetitive and time-consuming tasks, allowing human
staff to focus on more complex and value-added activities. This optimization leads to better
resource utilization and improved operational performance.

Consistency and Quality Control

Uniform Processes: Robotics ensure that food quality and presentation remain consistent across
different service points. By following precise recipes and quality benchmarks, automated
systems reduce variability and maintain high standards.

Accuracy: Automated systems are capable of precise ingredient measurement and recipe
execution, minimizing errors and ensuring that each dish meets the established quality standards.

2. Enhanced Guest Experience



Tailored Service: Automation enables personalized guest experiences through systems that
recommend dishes based on previous orders and dietary preferences. This customization
enhances guest satisfaction and loyalty.

Improved Speed: Faster service, facilitated by automation, contributes to a more pleasant dining
experience by reducing wait times and ensuring timely delivery of food and beverages.

Challenges and Considerations

High Upfront Costs: The initial investment required for purchasing and installing automation
and robotics systems can be substantial. This financial burden may be particularly challenging
for smaller establishments.

Technological Integration: Integrating new automated systems with existing infrastructure can
be complex. Businesses must address compatibility issues and ensure that staff are adequately
trained to use and maintain these systems.

Job Displacement: The adoption of automation may lead to job losses, particularly for roles
focused on repetitive tasks. Businesses need to consider strategies for workforce reallocation and
retraining to mitigate the impact on employees.

Future Trends

Al Integration: Advanced AI technologies will enhance automation by providing deeper
personalization and predictive maintenance capabilities. Al-driven systems will analyze guest
data to offer tailored recommendations and anticipate needs more accurately.

Robotics in Culinary Arts: Future advancements will see robots performing increasingly
complex cooking tasks and creating interactive culinary experiences that engage guests and
enhance dining experiences.

Autonomous Delivery Systems: The use of drones and robots for meal delivery will become
more prevalent, offering efficient and timely service within various hospitality settings.

Sustainable Practices: Automation will support sustainability efforts through energy-efficient
technologies and waste reduction strategies, contributing to a more environmentally responsible
operation.

Ethical Considerations

Employment Impact: Businesses must address the potential for job losses and focus on
providing retraining opportunities for employees affected by automation. Ensuring a smooth
transition for the workforce is essential.



Data Privacy: Protecting guest data collected through automated systems is crucial. Businesses
should implement robust cyber security measures and maintain transparency about data usage to
ensure guest privacy and compliance with regulations.

Customer Acceptance and Adaptation

Guest Preferences: Investigate how different demographics respond to automation in hospitality
settings. Some guests may embrace technology, while others might prefer traditional interactions.
Understanding these preferences can help tailor the implementation of automation to meet
diverse needs.

Training and Adaptation

Staff Training: The effectiveness of automation is partly dependent on how well staff are trained
to interact with and manage these new technologies. Effective training programs are crucial for a
smooth transition and to maximize the benefits of automation.

Economic Impact

ROI Assessment: Evaluate the return on investment for implementing automation and robotics
in hospitality. Analyze how the upfront costs compare to long-term savings and increased
revenue from improved efficiency and customer satisfaction.

Market Expansion

Business Growth: Explore how automation can enable businesses to scale operations more
efficiently. Automated systems may allow for expansion into new markets or larger service areas
without a proportional increase in labor costs.

Innovation and Research

Emerging Technologies: Highlight ongoing research and development in automation and
robotics that could impact the hospitality industry in the near future. This might include
advancements in machine learning, robotics, and IoT (Internet of Things).

Regulatory and Legal Issues

Health and Safety Regulations: Examine how automation and robotics must comply with
existing health and safety regulations. This includes ensuring that automated systems meet
standards for food safety and workplace safety.

Liability

Legal Implications: Consider the legal implications of automation, such as liability in case of
system failures or errors. Address how businesses can mitigate risks through proper system
maintenance and insurance.

Cultural and Social Impacts

Guest Experience: Explore how automation affects the social aspects of dining and hospitality.
Automation can change the nature of human interaction in these settings, which may impact the
overall guest experience.

Cultural Acceptance



Global Perspectives: Investigate how automation and robotics are perceived and adopted in
different cultures and regions.

Environmental ImpactEco-Friendly Technologies:

Discuss how automation can contribute to environmental sustainability. This might include
energy-efficient systems, reduced food waste through precise inventory management, and
environmentally friendly packaging solutions.

Resource Management

Green Practices: Explore how automated systems can support green practices, such as
optimizing energy use and reducing the carbon footprint of hospitality operations.

Human-Machine Interaction

Interface Design: Analyze how the design of user interfaces in automated systems affects guest
and staff interactions. Effective design is crucial for ensuring that technology is user-friendly and
enhances the overall experience.

Adaptation Strategies

Balancing Automation and Human Touch: Discuss strategies for balancing automation with
human interaction to ensure a positive and personalized guest experience while leveraging the
efficiency of technology.

Conclusion:

Automation and robotics are rapidly transforming the landscape of food and beverage service
within the hospitality industry, offering unprecedented opportunities to enhance efficiency,
improve service quality, and elevate guest experiences. Throughout this paper, I have explored
the profound impact of these technologies on various aspects of hospitality operations, from
kitchen management to guest interactions, highlighting both their advantages and the challenges
they present.
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Introduction
The guest experience is the overall satisfaction of hotel’s guests before, during and after their
stay. At each stage of the guest’s stay certain aspects create an emotional reaction, which helps
them to determine if the experience reaches their expectations. During this process they make a
decision whether to recommend the hotel to fellow travellers. Delivering a great hotel guest
experience is the key to building customer loyalty and maintaining consistent revenue. Some
guests might even become lifelong supporters of the hotel’s brand.
Guest Experience Cycle
The typical hotel guest experience travels through four stages of the guest cycle:
e Pre-arrival: The hotel offers guest experience even before the guest reaches the property.
It begins with brand exposure, usually through marketing efforts. The booking process,
the booking confirmation and any other pre-stay communication ensures that a first good
impression is made.
e Arrival: On check-in day, the focus turns to in-person guest relations, creating an
opportunity to make a first impression again. On arrival the driver, the doorman, the
receptionist, the bellboy, the housekeeper all has a key role to play in delivering an

unforgettable experience.



® Occupancy: This is the most important part of the guest experience cycle, as this is the
experience that the guest is actually paying for. From the support of the concierge to the
demeanor of the wait staff, the experience offered to guests during their stay at the hotel
create loyal customers and build a reputation to attract more.

e Departure: The hotel should work to make this stage memorable. Good gestures like a
check-out treat, thank you note or simply a heartfelt farewell can end the stay on a
memorable high.

Digital Guest Experience

The traveller of today is tech-savvy and has more buying power. Going above and beyond to
provide an exceptional experience is critical to be successful, to remain competitive and to
increase repeat bookings.

Why Provide a Personalized Digital Guest Experience?

Offering personalized guest experience in the digital world benefits hotels as well as the guests.
Today’s travelers expect a personalized experience, and hotels that fail to provide it may lose out
on potential guests. With a personalized digital experience, guests receive quick, easy and
relevant information for their interests and needs. With this initial boost of satisfaction, guests
are more likely to return to the hotel in the future and also likely to spend more. Hotels can upsell
additional amenities and services by providing guests with tailored offers and promotions,
leading to increased revenue.

Traditional vs. Digital: Transforming Guest Experiences in Hospitality

The hospitality industry has always been committed to delivering top-notch guest service, but
with the advent of digital technology the ways in which this service is delivered has undergone a
dramatic transformation.

Traditional Guest Service Methods:

e Personal Interaction: All the interactions of guests in each stage of the guest cycle
involved direct personal contact with hotel staff.

e Manual Operations: Manual handling of tasks such as room booking, check-in and
managing guest requests involved paper forms and face-to-face communication which
could be both time-consuming and vulnerable to errors.

e Standardized Services: Hotel services and offerings were largely standardized, offering

limited flexibility to accommodate individual guest preferences.
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Digital Guest Experience Platforms:

e Automation: Modern digital platforms streamline various processes, including guest
communication, room upgrades and service requests, enhancing operational efficiency
and reducing the likelihood of errors.

e Personalization at Scale: Through the ability to collect and analyze guest data, digital
solutions provide dynamic personalization of experiences. This means preferences for
room types or special amenities and services can be automatically adjusted to meet guest
needs.

e Enhanced Communication: These platforms facilitate seamless communication via
smart phones, enabling guests to submit requests, receive updates, and engage with hotel
services without needing direct contact with staff.

e Data-Driven Insights: Digital tools harness guest data to deliver valuable insights,
helping to refine service delivery, anticipate guest needs, and boost overall guest
satisfaction over time.

By integrating digital solutions, hotels can not only meet but exceed the modern traveller’s
expectations for a seamless, personalized, and memorable stay.

Digital Innovations that Transform the Guest Experience

The hospitality industry is constantly evolving, and with the rise of digital technology, guests are
now expecting a more personalized and flawless experience. Hotels are embracing digital
innovation and using it to transform the guest experience:

e Mobile check-in and check-out: Mobile check-in and check-out allows guests to skip
the front desk and go straight to their room. This can save time and hassle, and it also
gives guests a sense of control over their stay.

e Digital room keys: Digital room keys allow guests to use their smart phones to open
their doors. This is more convenient than traditional keys, and it also eliminates the risk
of losing a key.

e In-room tablets: In-room tablets can be used to control the room's temperature, lighting,
and entertainment system. They can also be used to order room service, make spa

appointments, and get information about the hotel and the surrounding area.



e Concierge apps: Concierge apps can be used to make restaurant reservations, book tours,
and get recommendations for things to do in the area. This can save guests time and
hassle, and it also helps them to make the most of their stay.

e Personalized experiences: Digital technology can be used to personalize the guest
experience. For example, hotels can use data to track guests' preferences and then use that
information to make recommendations for restaurants, activities, and other services.

e Social media: Social media can be used to connect with guests before, during, and after
their stay. This can help to build relationships with guests and create a more positive
experience.

e Virtual reality: Virtual reality can be used to give guests a virtual tour of the hotel or the
surrounding area. This can help guests to make informed decisions about their stay and it
can also help them to get excited about their trip.

e Artificial intelligence: Artificial intelligence can be used to provide guests with a more
personalized and efficient experience. For example, Al can be used to answer questions,
make recommendations, and resolve problems.

Significance of Digital Guest Experience

e Increase guest satisfaction
In the present digitalized world, hospitality relies more on online reputation. Travellers
research and make their decisions based on reviews and pictures more than ever before.
According to a statistics by Trip Advisor, up to 81% of travellers frequently read reviews
before booking a place to stay, with 78% focusing on the most recent reviews. Further the
top reason (87%) for people writing reviews is to share good experiences with fellow
travellers. So hotels comply with travellers’ needs and expectations as satisfied guests

contribute to the hotel’s positive reputation management and boost revenue through

referrals and repeat business.

e Decrease costs
The key factor in bringing in new potential guests is keeping the current guests happy.
According to a study by Bain & Company, acquiring a new guest can cost 25-95% more
without satisfied guests. As a result, focusing on guest experience increases guest
satisfaction which as a result creates long-lasting relationships with the right guests,

brings in new ones and keeps the costs down.
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Case Studies: Digital Guest in Action

Skagen Strand Feriecenter: Earlier each holiday cottage was equipped with a printed form and
pen, requiring guests to manually complete their breakfast orders and deliver them to reception.
Now, with the integration of Digital Guest, guests can scan a QR code, input their breakfast
choices digitally, and submit their orders with just a few clicks. This shift not only conserves
resources and simplifies the process but has also led to an increase in breakfast orders. The result
was a win for the environment, enhanced guest satisfaction, and a boost in revenue, a perfect
example of how small changes can make a big impact.

Mountain Lodge Stdten: Despite being a seasonal operation with just 26 double rooms, Mountain

Lodge Stoten has successfully generated over €50,000 in revenue from its in-room dining
services, available through the Digital Guest platform. Guests can easily place food orders with
just a few taps on their smart phones, a perfect blend of convenience and comfort.

Copenhagen Admiral Hotel: At Copenhagen Admiral Hotel, integration with Digital Guest has
revolutionized the check-in process. By linking Digital Guest to their online check-in system,
they have created a seamless, completely web-based check-in experience. Guests receive
automated pre-stay emails with all necessary links a day before arrival, allowing them to check
in and familiarize themselves with hotel amenities through the Digital Guest platform even
before they set foot in the hotel. This advance interaction ensures that guests can immediately
start enjoying their stay upon arrival, with all the details taken care of digitally.

These examples demonstrate how Digital Guest enhances operational efficiency and guest
satisfaction, making it an indispensable tool for modern hotels looking to upgrade their guest
experience.

Conclusion

The rise of the internet has brought new chances for hoteliers to create a wide range of novel
tech-driven services and customizations. Modern technology tools especially those designed to
be guest-facing can dramatically improve the guest experience by enabling travelers to curate
their stay, get help quickly and be more independent especially when checking in and out.
Offering more personalized service often creates new chances to drive ancillary revenue. Digital
guest experience platforms like Digital Guest do not just streamline operations but they also

enhance guest satisfaction and drive profitability. As the hospitality industry evolves, these


https://digitalguest.com/upselling-cases/#mountain-lodge
https://digitalguest.com/integrations/
https://www.canarytechnologies.com/guest-experience-platform

platforms are becoming indispensable for hotels that want to stay competitive and keep guests

coming back.
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Abstract

Augmented reality and virtual reality are having an impact on hospitality, availing near-field
fidelities that help ensure higher levels of engagement and productivity for both guests and
owners. Studies in areas like virtual tours, interactive menus, and training programs in VR reveal
some positive effects on customer satisfaction and performance in business. Literature reviews,
case studies, and guest surveys have documented that with these technologies, it was possible for
hotels to increase their bookings, improve brand loyalty, and increase revenues. While the
technology is still at an early stage of adoption, as AR and VR continue to develop, adoption will
only increase, thus pushing innovation in hospitality.
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Introduction

AR and VR have been the most influential and newest technologies in the hospitality sector. This
revolution of service is changing the way businesses are interacting with customers by giving
them the most compelling level of service delivery and marketing, giving customer satisfaction.
The main objective of this study will discuss an in-depth exploration of the application of AR
and VR in the hospitality sector, covering an understanding of their impacts on guest experience
and operational efficiency.

Methodology

The methodology adopted for the research was based on a critical review of existing literature
drawn from various studies and case analyses from hospitality business leaders who have
adopted both AR and VR technologies. Sources of data included academic journals, industry
reports, and interviews with hospitality managers. A survey was also carried out on guests who
have ever experienced AR and VR in hospitality organizations to confirm their perceptions and
level of satisfaction.



Findings

Results show that both AR and VR highly improve the guest experience through immersive and
interactive environments. AR applications, such as virtual room tours, interactive menus, and
location-based services, allow guests to preview the hotel's amenities and the main nearby
attractions to make informed decisions on bookings. Customer engagement and operational
efficiency can be achieved through VR experiences like virtual travel experiences and VR-based
staff training programs. The implementation of these technologies has seen better guest
satisfaction scores, improvement in brand loyalty, and thus divisional revenue enhancement.

Conclusion

From improving operational efficiency to enhancing guests' experience, increasing revenues, the
potential benefits that AR and VR can bring to the hospitality industry are not limited. Their
adoption would increase as these technologies are maturing, bringing about even further
opportunities to make innovations in the sector. If businesses that deal with hospitality entities
want to stay competitive within the industry and remain relevant to the increasingly high-tech
expectations of consumers, then they should begin embracing the adoption of AR and VR.
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Abstract

Al is not a new phenomenon; it is a result of the quest of mankind to improve the efficiency of
day-to-day tasks. Machines such as Blaise Pascal’s Calculator, Sir Samuel Morland’s arithmetic
machine, Joseph-Marie Jacquard’s Jacquard Loom are testament to the same. 1954 is widely
considered to be the birth of Al as a field of scientific research with “The Dartmouth Summer
Research Project on Artificial Intelligence”. However, the word “artificial intelligence” was coined
in 1956 by John McCarthy. Ever since, there have been phases in history when Al thrived and
declined. In the 90’s Al projects were abandoned, however in 2000’s deep neural networks
achieved state-of-the-art results on a variety of tasks, including image recognition, natural
language processing and machine translation. Today Generative Al such as Chat GPT, Dall -E,
Llama is ubiquitous. Today the public is interacting with Al services quite frequently. The aim of
this research paper is to explore the awareness of people about modern Al services and to find out

how they interact with these technologies.
Key words: Artificial intelligence, Integration of Al services, Perception of people on Al services
Introduction

The research paper titled, "Exploring Public Awareness and Perceptions of Al Services: A Study
on the Role of AI Systems in Our Lives" aims to understand the various Al based services
applicable in day to day lives of people. The focus of the study is the services related to the
hospitality industry. Since the coining of the word “artificial intelligence” in the year 1956 by John
McCarthy; there has been times when Al was received positively and then there were time when
the excitement about Al died out. Lately the excitement about Al is rekindled with the popularity
of generative Al such as Chat GPT, Gemini, Llama. We are encountering Al based suggestions and

targeted advertisements through various social media, entertainment services and Ul software’s. At



this point we are curious about the awareness of the public about the Al services and how do they
perceive these technological enhancements? Do they have a positive outlook towards Al based

services?

Research Questions

1. What are the Al services that people encounter in their day to day lives?

2. What is the outlook of people towards Al based services?

Objectives of the Study

* To understand the features of Al services

* To evaluate the relationship between the awareness of people about Al based services
and their outlook towards Al based services.

Literature Review

(Citak et al., 2021) observes that the most important Al solutions in the hotel services are
self-service check-in/check-out, however the aid of humanoid robots are still an unattractive
facility.(Li et al., 2021) has identified four modes of Al technology-based service encounters:
Al-supplemented, Al-generated, Al-mediated, and Al-facilitated encounters.(Calisto &
Sarkar,2024) review paper suggests that VR is a more effective tourism marketing tool than current
optimized assets such as websites. It could become an integral part of marketing communications
processes with the intention that consumers will use the technology during travel planning
decision-making to help them imagine experiences they would have at a real-life location. VR is
also a powerful tool to enhance the in-situ experience. Managers may study how to enhance their
offering by providing experiences without physical limitations (e.g., flying over a volcano) or
expanding learning opportunities (e.g., showing how the location looked like 2000 years before).
(Xia et al.,, 2023) describes different models of Al such as deductive, fuzzy, interactive or
transudative Deductive Al models are rule-based and used for decision support by taking
advantage of the rich embedded prior knowledge. Fuzzy Al models are used to develop knowledge
from imprecise tourism data such as linguistic variable. Inductive Al models are used to discover
underlying patterns in tourism, big data and studies often use deep neural network-based models

such as recurrent neural networks. Transductive Al models are used to discover knowledge in



cases where collecting high-quality data to train classical neural networks is highly labor-intensive.
(Kumar et al., 2024) discuss Al driven marketing in their paper. The paper identifies three

categories of capabilities namely
1. Analytical marketing capabilities;
2.Technological marketing Capabilities;

3. Strategic efficiency capability. Analytical marketing capability includes Al driven customer
insights, measuring marketing performance. Technological Marketing Capabilities include
Automated marketing strategies and Ethical Implications. Strategic capabilities include enhancing
customer experiences and growth opportunities with Al implementation. (Khaliq et al., 2022)
study suggest that Al and robotics has a positive and significant relationship with turnover
intention. (Califano & Spence, 2024) in their paper explored the influence of Al generated food
imagery on consumer perception. Their findings suggest that Al-generated food images are
generally well-received by consumers, often even better than real photos when individuals are
unaware of the photo’s nature. (Flavian et al.,2024) explores and analyses the automated social
presence and consumer robot experience. Their finding suggests that ASP may be crucial for
generating experiences in which robots make consumers feel understood, as they do when they
interact with empathetic human employees who are able to adapt services to consumers’ needs and
preferences. Thus, higher ASP may make consumers feel that they are being treated as they
deserve, which will provide greater functional and social value than interactions with less

sophisticated technologies.
Methodology

A structured questionnaire was developed to evaluate the awareness of people about various Al
services around them. The questionnaire also contained questions to evaluate the perception of
people about the Al based services around them. A seven-point Likert’s scale was used for the
survey. Seven questions gauging the awareness about Al services such as chatbot, Al assistants,
Smart devices, Autonomous vehicles, Al in hospitality; Another seven questions were asked to
gauge the perception of people towards these services. Data was collected from 55 respondents.
Convenience sampling technique was used. The data was analysed using JASP. Apart from
descriptive analysis a correlation analysis was conducted to analyse the relationship between the

awareness of people about Al services and their perception. Here, Awareness of Al services is



taken as independent variable and the perception of people about Al services is take as dependent

variable.

Hypothesis

Null hypothesis (Ho) — There is no correlation between awareness of Al services and perception

of Al service among people.

Alternative hypothesis (H1) — There is a positive correlation between awareness of Al services

and perception of Al service among people.

Findings

Demographic Profile of the Respondents

The age Grouping of the Respondents

Table 1.1: Frequencies for Age

Age Frequen  Percen  Valid Cumulative
cy t Percent Percent
18 - 24 years old (Generation Z) 45 81.81 81.818 81.818
8
41 - 56 years old (Generation X) 4 7.273 7.273 89.091
25 - 40 years old (GenerationY 6 10.90 10.909 100.000
- Millennials) 9
Missing 0 0.000
Total 55 100.0
00

Age



Fig 1.1: Chart showing the age profile of the respondents

Most of the respondents are of 18-24 years old, they belong to the cohort “Gen Z”. At 81.8% the

finding is largely based on the awareness and perception of Gen Z category.

Gender of the respondents

Table 1.2: Frequencies for Gender

Gende  Frequen  Percen  Valid Cumulative
r cy t Percent Percent
Male 48 87.27 87.273 87.273
3
Femal 7 12.72 12.727 100.000
e 7
Missi 0 0.000
ng
Total 55 100.0
00
Gender

Fig 1.2: Chart showing the gender distribution of the respondents

At 87.3% most of the respondents are male.

Awareness and Perceptions about Al services among the respondents



Table 1.3: Descriptive statistics on awareness and perception of Al services

Awareness Perception
18 - 24 41 - 56 25 - 40 18 - 24 41 - 56 25 - 40
years old years old years old years old years old years old
(Generati  (Generati  (Generati  (Generati  (Generati  (Generati
on Z) on X) on Y - onZ) on X) on Y -
Millennia Millennia
Is) Is)
Valid 45 4 6 45 4 6
Missing 0 0 0 0 0 0
Mode 5.000 1.286 5.286 3.286 1.286 6.143
Median 5.000 5.500 6.286 4.714 5.143 5.143
Mean 4.724 4.643 6.214 4.527 4.321 4.571
Std. 1.692 2.275 0.704 1.502 2.071 2.196
Deviati
on
Minimu  1.000 1.286 5.286 1.286 1.286 1.000
m
Maxim 7.000 6.286 7.000 7.000 5.714 6.714
um

@ The mode is computed assuming that variables are discrete.

Awareness



Fig 1.3 a: Box Plot showing the awareness of the respondents about Al services
Perception
Fig 1.3 b: Box Plot showing the perception of the respondents about Al services

The respondents are aware of the Al services in their lives. They have a positive perception
towards the Al services.

Correlation between the awareness and perception of AI service among the

respondents

Table 1.4: Correlation between awareness of Al and perception of Al

[Correlation Table

Pearson Spearman Kendall
n r p rho p tau B p
Aware - Percep 5 0.62** < 0.50** < 0.39*%* <
ness tion 5 2 .001 5 % .001 4 * .001

Note. All tests one-tailed, for positive correlation.

*p <.05, **p<.01, *** p<.001, one-tailed

Awareness vs. Perception
Figure 1.4: Correlation between awareness of Al and Perception of Al

We found a moderate positive correlation between the awareness of people about Al services and

their perception of Al services 1(53)=0.622, p <.001



Conclusion

There are diverse types of Al based service that we encounter in our day to day lives. Today
many organisations use Al chat bot for customer query and service. The chat bot can manage
frequently asked questions related to products and services with ease. Another instance is that of
recommendations generated by Al as in case of YouTube, hot star, Spotify, and such streaming
services the Al can recognise the viewing pattern of the user and recommend content which is
interesting to the user. We are also experiencing partial autonomy with smart watches while the
software can detect a workout automatically. Similarly, ADAS technology in modern cars can

assist the driver in lane keeping and automatic emergency braking.

From the survey conducted it is evident that the respondents are quite aware of these
technologies in their lives. Most of the respondents are having a positive outlook about the Al
systems in their lives. However, the correlation analysis shows a moderate positive correlation
between the variables ‘Awareness of Al services’ and ‘Perception of Al service’, this suggests

that the people expecting much more refinement in the Al services.

Limitations of the study

The following are the limitations of the study.

1. Small sample size

2. The sample has less participation from generation X and Y

3. The study is providing only an overview of the Al services.

Scope for Further Studies

The study can be further developed by investigating the factors affecting the perception of Al
services other than the awareness of Al services. Survey could be extended to include more

number of respondents encompassing all the generation of respondents can open a possibility for



comparative study between the perception of Al services among the different generations of

respondents.
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Abstract:

The current research focuses on the role of smart room technology in enhancing guest
satisfaction within a five-star hotel setting in Kerala. With more and more advanced
technologies incorporated into hospitality, one of the essential interfaces to enhance the whole
experience of the guest is a smart room system. The study explores further how guest
perceptions and satisfaction are influenced by features such as automated lighting, climate
control, and personalized entertainment options. The study assesses how far smart in-room
technologies meet the requirements of high-end travelers through qualitative and quantitative
methods, guest questionnaires, and interviews among the hotel staff. The main findings suggest
that smart technologies contribute much to comfort and convenience for guests and hence
higher levels of satisfaction and loyalty.It contributes relevant insights for hotel managers and
business stakeholders who are interested in benefiting from new technologies to deliver the best

guest experiences, thereby remaining competitive within a luxury hospitality market.

Keywords: Smart Room Technology, Guest Satisfaction, Five-Star Hotels, Hospitality Industry,

Kerala.

Introduction:

In the modern hospitality business, constantly evolving and reinventing itself for the
contemporary traveler, the role of technology in innovating the whole guest experience,
coupled with raising the bar of service excellence, is one of the most important. Notable in this
area is smart room technology in five-star hotels, which introduces a new frontier in luxury
living. Equipped with a wide variety of unique, fully automated, and very personalized

features, smart room technology represents an exceptionally innovative way to raise the levels



of visitor satisfaction to new levels of superiority so that every visitor shall feel touched in a
special way during their stay.
Overall, this research encompasses the serious impact of smart room technology on the
improved level of guest satisfaction in the special framework of five-star hotels in the
magnificent state of Kerala. Kerala is one of the leading tourist destinations boasting about posh

five-star facilities and the highest quality standards in the hotel and hospitality industries.

Smart room technology involves quite a few innovative developments, such as automated
lighting systems, intelligent climate control, voice-activated assistants, and entertainment options
tailored to guest preference. These cutting-edge technologies are specially developed to provide
enhanced convenience, better control, and personalization for guests in their overall experience.
As the standards and demands of luxury travelers continue to change and gain complexity, the
competency of hotels to deliver a smooth and technologically advanced experience has become

very critical and paramount.

With its luxury tourism sector in gala growth, Kerala offers an interesting and unique
context within which the role that emerging technologies play in this vibrant industry can be
minutely studied. More specifically, the research is designed to delve deep into how smart room
technology implementation affects the perceptions of guests and their levels of satisfaction in
such a beautiful, culturally rich region. Drawing on the careful analysis of guest feedback,
preferences, and overall experiences during their stay, this study intends to pin down which
particular features of smart room technology affect guest satisfaction most profoundly. Besides
this, it would like to find out how operational implications are affected so that hotel management
may adapt and improve services competently. More than this, the full examine will assess and
analyze precisely how smart room technology blends with the general strategic objectives of the
five-star hotels in Kerala, offering valuable insight into its overall effectiveness in meeting guest
expectations and bringing about a far-reaching improvement in operational efficiency. The
findings that will come out of this research are specifically intended to guide the hotel operators
and different stakeholders in the industry toward effectively optimizing their technology
investments in improving the overall service delivery, ultimately aimed at creating a more

refined and satisfying guest experience that is at once memorable and enjoyable.



Review of Literature:

Over the past years, cutting-edge smart room technologies in the hospitality industry have
become of huge interest to all stakeholders and professionals. Several well-rounded studies
have been conducted, all of which indicate that such technologies are able to considerably raise
the level of overall satisfaction during one's stay. Smart room technologies are very diverse;
they include a huge variety of automated systems for advanced lighting control, climate
management, and entertainment options. Hence, these state-of-the-art features have been
increasingly used and adopted by luxury hotels as a strategic step in response to higher
demands and expectations of travelers who are familiar with their technology and the way it
works. A foundational study by Xu et al. (2018) places very strong emphasis on the vital role
that technology plays in terms of increasing and improving consumer experiences within the
hospitality sector. Smart room features, according to the study, may have huge and significant
effects on how guests perceive their experiences in relation to convenience, customized
choices, and enhanced feeling of control over surroundings. The same viewpoint was
expressed in the research work of Tussyadiah and Park, 2018, who argued that technological
innovations like high smart room systems facilitate great guest attractions with comfort and a
high degree of personalization based on personal expectations to derive the utmost satisfaction
levels. According to their research findings, it is realized that enabling the guests to have
control of the room settings by the digital interfaces makes them in a position to convene the
settings to their own preference. This in return is a great enhancement to the general

satisfaction of the guests.

Especially in the domain of luxurious hospitality, it has been unequivocally stated in a
very detailed dissertation by Buhalis and Law back in 2008 that leveraging state-of-the-art
technologies and ensuring their integration were of paramount importance for such businesses
in preserving and further solidifying their competitive advantage amid a dynamically emerging
market landscape. They argue that luxury hotels need to equip themselves with the latest
technological advancements available in the market to stay slightly above their competitors in
the hospitality industry. This is because the strategic facility development practice will enable
them to ensure distinct and memorable experiences for their guests, which can then demarcate

their grounds in the market. Closely related to the abovementioned study, a more recent



research article by Kim et al. (2020) concentrates on the high influence that smart technology
can have on hotel operational efficiency. The conducted study reveals that smart technologies
will not only increase the guest experience but also benefit by streamlining hotel operations in
the most effective manner. With the benefit of improved resource utilization at this end, the

hotels would be able to save a lot on costs during their operations.

Noticeably, there are not too many studies that conduct research specifically on the
Kerala region, causing a gap in this area regarding understanding luxury market dynamics in
that region; however, there are several studies across other major luxury markets, including
Dubai and Singapore, that fit and offer relevant inferences in the context of Kerala. Relatedly,
Wang et al. (2021) investigated the hospitality luxury segment and came up with some
interesting results: according to this study, smart room technology is highly preferred in the
luxury market and offers great reception among guests looking for modern innovations to
ensure high quality in their travel and stay experience. These results clearly indicate that
adopting and incorporating smart technologies within the five-star hotels in Kerala may work
towards intensifying the level of guest satisfaction and further go in line with the current global
perspective observed in luxury hospitality. To this date, the literature substantially supports the
premise that the adoption of smart room technology positively impacts guest satisfaction and
the overall operational efficiency of any establishment. Therefore, based on that, this study
focuses on adding substantial value to the literature by going deeper into the application and
various impacts of smart room technology in the context of five-star hotels in the pictorial state

of Kerala, hence filling a gaping void in extant knowledge.

Research Objectives:

1. To Assess the Impact of Smart Room Technology on Guest Satisfaction.

2. To Identify Guest Preferences and Expectations Regarding Smart Room Features.

3. To Evaluate the Operational Implications of Implementing Smart Room Technology.
Methodol f the study:

The study incorporates both primary and secondary sources of data. The questions revolve

around the hotels in Kerala.



Primary data-information is the collection from the questionnaire on the call conducted among
tourists in Kerala. Secondary data: The data is gathered from different journals, and the
internet including manuals and tourism department offices.

Sampling Method: The sampling method is simple random sampling and the data collected is
through structured questionnaires from a sample size of 50 guests in various star hotels in

Kerala.
Statistical tool: The simple percentage is used for the interpretation of the data.

Data Analysis
1. How satisfied are you with the overall experience of smart room technology in your

hotel stay?

How satisfied are you with the overall
experience of smart room technology in your
hotel stay?

W Very Satisfied

M Satisfied

M Neutral
Dissatisfied:

M Very Dissatisfied

Which smart room feature do you find most beneficial?

Which smart room feature do you find most
beneficial?

M Automated Lighting

M Climate Control

M Voice-Activated Systems
Personalized Entertainment

M Smart Locks and Security




3. How easy is it to use the smart room technology provided in your hotel?

How easy is it to use the smart room
technology provided in your hotel?

M very Easy: 40%
M Easy: 35%

M Neutral: 15%

W Difficult: 7%

M very Difficult: 3%

4. How does smart room technology impact your comfort during your stay?

How does the smart room technology impact
your comfort during your stay?

M Greatly Enhances Comfort

M Moderately Enhances Comfort
B No Impact

Moderately Reduces Comfort
W Greatly Reduces Comfort

5. To what extent do you feel that smart room technology adds value to your stay?

To what extent do you feel that smart room
technology adds value to your stay?

M Greatly Adds Value
M Adds Some Value
M Neutral

I Adds Little Value

M Does Not Add Value




6. How likely are you to choose a hotel with smart room technology for future stays?

How likely are you to choose a hotel with
smart room technology for future stays?

M Very Likely

M Likely

M Neutral
Unlikely

M Very Unlikely

7. How satisfied are you with the personalization options provided by the smart room

technology?

How satisfied are you with the
personalization options provided by the
smart room technology?

M Very Satisfied

M Satisfied

M Neutral
Dissatisfied

M Very Dissatisfied

8. How effective is the smart room technology in meeting your specific needs (e.g.,

lighting preferences, room temperature)?

How effective is the smart room technology in
meeting your specific needs (e.g., lighting
preferences, room temperature)?

M Very Effective

M Effective

M Neutral
Ineffective

M very Ineffective




9. How does the presence of smart room technology influence your overall perception of

the hotel’s quality?

How does the presence of smart room
technology influence your overall perception
Of the hOtEI’S qualit:?reatlv Improves Perception

Moderately Improves Perception
B No Impact

Moderately Reduces Perception
M Greatly Reduces Perception

14 .What additional smart room features would you like to see implemented?

What additional smart room features would
you like to see implemented?

M Enhanced Voice-Activated Controls
More Advanced Climate Control
Options

M integrated Entertainment Systems
Improved Smart Security Features

M Other (please specify)

Findings

1. Smart Room Technology Satisfaction:

A majority, 45% of the respondents, were "Very Satisfied" with smart room technology, and
35% were "Satisfied," indicating 80% positive views and thus proving that technology boosts

satisfaction. Only a small number show their dissatisfaction at 10%.

2. Best Smart Room Feature:



Of these, 30% favored "Automated Lighting," while another 25% chose "Climate Control." All
of these give a guest the very basic comfort that they need to have. Other features noticed
include "Voice-Activated Systems" and "Personalized Entertainment", with the least favorite

being "Smart Locks and Security" at just 10%.

3. User-Friendly:

Smart room technology is very much affected by guest satisfaction because 40% of guests
have rated it as "Very Easy" and another 35% as "Easy," totaling to 75% who find the product
easy to use. On the other hand, around 10% of the guests found it either "Difficult" or "Very

Difficult," thus there is room for improvement in certain areas.

4.Impact on Comfort:

For 50%, smart room technology greatly enhances guest comfort, and another 30% thought
this technology moderately enhanced comfort—a total of 80% positive feedback for its
effectiveness. Another 10% found no effect, and another 10% said that this had a negative

effect.

5. Value Added:

45% of the respondents indicated that smart room technology "Greatly Adds Value" to their
stay, while another 35% said it "Adds Some Value." This is overwhelmingly an 80% positive
response, indicating that smart room technology improves the hotel stay experience.
Simultaneously, very few of the guests responded that smart room technology added little

value, thereby bringing out the areas for improvement.

6.Likelihood of Choosing a Hotel with Smart Room Technology:

A strong preference for hotels with smart room technology is evident, with 50% of
respondents "Very Likely" and 30% "Likely" to choose such hotels in the future. This 80%
likelihood indicates a significant competitive advantage for hotels offering advanced room

technology.



Conclusion

These findings clearly underline the fact that the delivery of smart room technology
implementation assumes an important and decisive role in profoundly moving guest
satisfaction levels of five-star hotels to very high levels within the beautiful region of Kerala,
India. The high reported satisfaction levels of guests, along with their perceived value for
experiences, do strongly suggest that this investment in smart room technology is fully
justified and highly beneficial for hotel operators who want to pursue the continuous
improvement of their service offerings and the overall guest experience. There are nevertheless
several areas for development and growth, especially in terms of the overall user-friendliness
of the technology itself and further streamlining of certain features such as the security system.
In the bigger scheme of things, the extremely positive response recorded toward smart room
technology has shown that this innovative development does not only answer the expectations
which guests have today but also has immense potential to shape and determine the preference
and loyalty of guests in times to come. Of course, keeping up the innovations and fine-tuning
of the features of smart rooms at the forefront is very important, particularly considering that
in such a highly competitive market environment, maintaining, if not improving, such levels of

satisfaction will be crucial in sustaining competitiveness.
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Abstract

In the dynamic hospitality industry, social media has emerged as a crucial tool for guest
engagement, especially in regions with rich cultural heritage like Tamil Nadu. Hotels in Tamil
Nadu are increasingly leveraging social media strategies to enhance guest experiences, drive
bookings, and foster loyalty. This abstract explores the various social media strategies employed
by hotels in Tamil Nadu to engage guests, focusing on the unique cultural, social, and economic
context of the region.

Introduction

Tamil Nadu, renowned for its temples, classical music, and dance, attracts a diverse range of
tourists. The competitive hospitality market necessitates innovative strategies to attract and retain
guests. Social media platforms such as Facebook, Instagram, Twitter, and YouTube offer hotels
an opportunity to engage with potential and existing guests in a meaningful way.

Social media marketing has transcended beyond just a platform for connecting with friends and
family, evolving into a crucial marketing tool for businesses across all sectors, including the

hotel industry. Let’s delve into the strategies for mastering social media marketing for hotels.

e Identifying Your Target Audience

e Making Connections and Engaging with Your Audience



e Using Video Content

e Selecting the Ideal Social Media Platforms

e Crafting Engaging Content: The Power of Visual Storytelling
e Analyzing Your Performance

e Amplifying Reach through Influencer Marketing

e Boosting Visibility with Promotions and Contests

e The Value of Consistency in Social Media Marketing

Identifying Your Target Audience

Understanding hotel’s target demographic is fundamental to the success of your social media
marketing strategy. The age, interests, location, and online behaviors of your ideal guests will
help inform your content and engagement strategies, and aid in choosing the most effective
social media platforms. Be it that you want to promote a high wellness resort in Mauritius or a
small hotel in Montenegro, you will need to leverage the power of social media.

Research the type of content your target audience prefers, as well as which platforms they are
most likely to use. This will help you create a tailored social media presence that resonates with
them.

Making Connections and Engaging with Your Audience

Interacting with your guests is one of the most effective ways to build relationships, strengthen
their loyalty to your hotel, and increase brand awareness. Responding quickly to comments and
inquiries from guests is essential in creating a positive online presence.

Social media platforms are also an excellent way of introducing potential customers to your
hotel. Regularly post content that showcases the best features of your establishment, such as
amenities, special offers, services, unique experiences, customer reviews, and more.

Using Video Content

Video is one of the most powerful and popular social media marketing tools for hotels. It
provides a great opportunity to creatively showcase your property, share captivating stories, and
highlight unique experiences that will attract potential guests.

Selecting the Ideal Social Media Platforms

Each social media platform comes with its own set of unique advantages, catering to varying

demographics and marketing objectives. For instance, Instagram and Pinterest focus on visual



content, making them ideal for showcasing your hotel and its surroundings. Twitter serves as an
excellent platform for sharing quick updates and providing customer service, while Facebook’s
diverse user base makes it a versatile choice for reaching a broad audience. Choosing the right
platforms based on your target audience can significantly enhance the effectiveness of your
social media efforts.

Crafting Engaging Content: The Power of Visual Storytelling

Content is the cornerstone of social media marketing. High-quality imagery and videos that
showcase your hotel, the amenities it provides, and the beauty of its locale can be highly
impactful. Moreover, behind-the-scenes content and user-generated content (UGC) can humanize
your brand, promote authenticity, and foster an emotional connection with your audience.

The Importance of Social Listening and Responsive Customer Service

In the digital age, social media often becomes the first point of contact for customer complaints
or queries. Responding promptly and professionally to both praises and grievances is essential.
Effective social listening and a strong customer service presence can turn negative experiences
into opportunities for showcasing your commitment to guest satisfaction.

Analyzing Your Performance

Monitoring how well your posts are performing is essential in understanding what resonates with
your audience and helps you focus on the strategies that are working best. Most social media
platforms provide analytics tools which offer insights into who is engaging with your content,
which post formats they respond to, when they engage most often, etc. This information can be
used to refine and optimize future posts and campaigns to ensure maximum reach and
engagement.

Amplifying Reach through Influencer Marketing

Collaborating with influencers who align with your hotel’s brand and appeal to your target
demographic can provide access to a wider audience, increase your brand’s reach, and enhance
its credibility.

Boosting Visibility with Promotions and Contests

Running promotions and contests on social media platforms can stimulate engagement, increase
your brand’s visibility, and ultimately lead to more bookings.

Leveraging Analytics for Strategy Optimization

To measure the effectiveness of your content and overall social media strategy, utilizing analytics



is key. The data provided by these platforms can offer insights into what’s working, what’s not,
and how to adjust your strategy for better results.

The Role of Paid Advertising in Enhancing Visibility

When organic reach isn’t enough, paid advertising can fill the gap. Paid advertising options on
social media platforms can be tailored to your budget and objectives and can significantly
increase your brand’s visibility.

The Value of Consistency in Social Media Marketing

Maintaining a consistent posting schedule is crucial for keeping your audience engaged and
expanding your followers. Equally important is ensuring that your brand messaging remains
consistent across all platforms.

Storytelling: Building Deeper Connections

Storytelling lies at the heart of successful social media marketing. Each post, each interaction, is
an opportunity to narrate a unique story about your hotel, be it about its inception, staff, guests,
or the local community. Compelling storytelling fosters deeper, emotional connections with your
audience, boosting loyalty and leading to increased bookings.

In conclusion, a well-rounded social media strategy that includes understanding your audience,
choosing the right platforms, crafting engaging content, embracing social listening, leveraging
influencer marketing, running promotions, using analytics, investing in paid advertising, and
telling compelling stories can significantly boost your hotel’s brand and drive revenue growth.
The key to success lies in building authentic relationships with your audience through strategic
and consistent engagement

Conclusion

Social media strategies for guest engagement are indispensable for hotels in Tamil Nadu. By
leveraging content creation, storytelling, user-generated content, interactive engagement,
exclusive promotions, and robust analytics, hotels can significantly enhance their guest
experience and build a loyal customer base. The cultural richness of Tamil Nadu provides a
unique backdrop for these strategies, allowing hotels to offer an immersive and authentic
experience to their guests. As social media continues to evolve, staying ahead with innovative

strategies will be key to success in the competitive hospitality landscape of Tamil Nadu.
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Abstract

Social media has become an important platform in hospitality for influencing how guests
view hotels and for encouraging a sense of ownership in hotel brands, as we know them
today. This research aims at understanding how guests perceive hospitality brands based on
their interactions on social media platforms. A method involving quantitative survey is
adopted to determine how different types of interactions on social media; such as customer
service replies, promotional materials and user-generated reviews, impact the customer’s

perception of brand trustworthiness, reliability and satisfaction levels.

It also attempts to determine how personal interactions influence customers’ loyalty as
evidenced by the amount of times they come back, by referrals and also through social
media participation with that particular brand. The preliminary results indicate significant
improvement in guest perceptions and increased brand loyalty if timely and personalized
response is given when contacted by guests, as well as the favorable engagement with any
content produced by consumers themselves and good application of sales tactics. However,

improper handling of complaints via social media or negative interactions can lead to



adverse perceptions therefore decreasing the level of loyalty among guests.

This research provides hospitality professionals seeking to improve guest experiences and
establish lasting relationships with their customers some useful information regarding how
they could refine their strategies in relation to the use of social media platforms.
Recommendations on how to use social media as a means for enhancing tourism
satisfaction and loyalty in an increasingly competitive environment are also provided from

the results of this study.

Keywords

Customer, Social Media Interactions, Guest Perceptions, Brand Loyalty, Customer
Satisfaction.
Introduction

While, in this day and age, digital exchanges have increasingly marked the pattern of
consumer behavior, understanding the role that social media has played in shaping the
perceptions of guests, as well as encouraging their loyalty, has become paramount across
industries. Social media has mostly transformed how people can involve themselves with
brands, introducing new paths of interacting with and giving feedback about companies.
This study examines complex relationships between social media contacts and guest
perceptions in detail, with the intention of analyzing how these virtual contacts would
affect loyalty and overall satisfaction.

It was less than a few years ago when social media emerged from being just a tool of
communication to an influential platform in public opinion and brand perception.
Businesses, more so those in hospitality and service-based industries, have deeper
implications of these interactions. Empowerment for guests today means being able to
share experiences, rate services, and converse with brands in real time. Therefore, it is
important to understand how these virtual interactions influence the perceptions and loyalty
of guests, and accordingly develop strategies that enhance brand reputation and result in
customer retention.

This study sheds light on the multifaceted relationship between social media interactions
and the experiences of guests. By researching such dimensions, among others, as quality of
online engagement, responsiveness by the brand to customer feedback, and expressed

sentiment within social media interactions, we try to bring important insight into how these



contribute to forming guest loyalty.

The following sections will present the research objectives, followed by a review of relevant
literature, and describe the methodology used in the study to understand this increasingly
important aspect of contemporary consumer behavior. As social media is continuing to
evolve, it will be in understanding their impact on the perceptions of guests and loyalty that
matters in terms of how to negotiate customer engagement in the digital age.

Review of Literature

Twitter, Facebook, and LinkedIn are popular social media platforms each of it being used by
different stakeholders across the world to interact with each other (Gong et al., 2017; Kane
etal., 2014; Kitsios et al., 2022; Obembe et al., 2021).

Positive messages are associated with higher sales while negative messages are associated
with lower sales (Rui et al., 2013).

Traditionally, customers were passive receivers of marketing activities or listeners to the
brand messages that the company created and sent (Hennig-Thurau et al. 2010). Today,
customers act as co-creators and multipliers of brand messages, such that companies and
customers engage in conversations about products, brands, and services (Deighton and
Kornfeld 2009; Kozinets et al. 2010).

Objectives

The study is undertaken
71 To analyze the engagement with hospitality brands through social media on the

loyalty of guests in terms of revisit intention and recommendation to others.

1 To identify and analyze certain strategies and practices in social media that has a
significant impact on loyalty development in guests within the hospitality industry.
'] To study the influence of social media on perceptions and loyalty at varied levels
among different age groups, by gender, and by geographical location.

'] To provide recommendations for hospitality brands on how to manage their social

media presence in ways that will maximize positive guest perceptions and loyalty.

Effective engagement of customers with the brand

Effective engagement with a hospitality brand via social media significantly influences the



loyalty of the guests, enhancing not only their revisit intentions but also the
recommendation of the brand. It requires real connectivity with added value to the
interactions and experiences of customers with the brands over social media on a consistent
basis. Various levels of social media interactions by guests involve the hospitality brand on
Facebook, Instagram, Twitter, and LinkedIn. Such engagement may take a few forms:
Like/share: Simplest form of engagement by a guest in appreciation or agreement to the
content of the brand.

Comments and responses: More interactive transactions by which visitors can provide
opinions, ask questions, or debate topics.

Direct Messages: A way to have private communications can be for addressing very
specific guest concerns or giving personalized service.

Tagging and mentions: These are where guests could tag a brand in a post or mention the
brand on their social media.

Revisit intention

Revisit intention refers to the likelithood of a guest revisiting the same hospitality brand in
the future. This can be affected by engagement with a brand on social media in the
following ways: Personal Interaction: The personal nature of positive interaction over
social media-on responding to inquiries made by guests, or even complaints-helps raise the
guest's perception about the customer service of the brand and thus makes them more
revisit intention likely. Brand Perception: Interesting content related to the guests' interests
and experiences will attach more to the brand and, therefore, increase in likelihood will
return.

Emotional Connection: Social media engagements with guests may draw an emotional
bond between the brand and them. The guests who feel valued and understood tend to
revisit. Positive Social Media Interactions: Brands that actively engage with guests in a
positive manner tend to lead to increased levels of guest satisfaction, which then translates
into higher revisit intention and recommendations.

Frequency/ Quality: Regular and high-quality is always better in effect than fits-and-starts
or low-effort interaction. Quality interactions may result in deeper emotional bonds and
greater loyalty.

Trust and Credibility: Consistent and responsive engagement builds trust and credibility

with the guests. A more trustworthy brand will make recommendations for more and repeat



visits. Emotional Engagement: Social media nurtures emotional connections that can

result in loyalty. Returning guests and recommendations will more than likely be achieved

because of an attachment with the brand on a personal level.

Perceived value: Sending engaging content will make them feel closer and thankful to the

brand, be it tips about travel, special offers, or relevant updates. This will increase their

chances of returning and recommending.

Understanding the influence of Social Media on Guest Loyalty in the Hospitality

Industry through questionnaire method

1.1 Age of respondents.

67

Age of Respondents

Parameter No. of
Respond
ents

18-25 6

26-35 29

36-45 16

46-55 12

56 and above 4

Age of Respondents

W 18-15 W26-35 3o-45 WAaAB-35 W56ard abowve

Tab.1.1 The above table and pie chart reveals the age group of the respondents.

Findings related to the age of Respondents

The majority of respondents fall within the 26-35 age group (29 respondents). The 36-45 age group is

the second-largest (16 respondents) of all. Few respondents are aged 46-55 (12 respondents), very few

respondents are between the age group 18-25 (6 respondents) and above 56 (4 respondents).



1.2 Gender of the respondents.

Gender of the respondents
Gender of the respondents T
Parameter No. of
Respondents =]
Male 57
Female 10

Tab.1.2 The above table and pie chart reveals the gender of the respondents.

Findings related to the gender of respondents

There are more male respondents (57) than female respondents (10). 1.3 Geographical location

Location of the respondents

Parameter No. of Location of the respondents
Respond B Delhi ® Maharashbra ® Earnataka ®Kerala 8 Sther stafes
ents W 3% oM

Delhi 2

amn

Maharashtra 4

Karnataka 28

Kerala 32

Other states 1

Tab.1.3 The above table and pie chart shows the geographical location of the respondents.

Findings related to the geographical location of the respondents.
Out of 67 respondents, majority (32 respondents) are from Kerala, 28 respondents are located in
Karnataka, 4 are from Maharashtra, 2 respondents are working in Delhi and 1 respondent is from other

states.




1.4 Social media platforms used by the respondent to interact with hospitality brand.

Social media platforms used by
the respondents to interact with
hospitality brand

Parameter No. of
Respondents
Facebook 14
Twitter 23
LinkedIn 27
Pinterest 2
Others 1

Tab.1.4 The above table and pie chart reveals the social media platforms used by the respondent to

interact with hospitality brand.

Findings related to the awareness among the respondents about hotel’s work-life balance policies.

The majority (40 respondents) of the respondents’ use LinkedIn, 23 of them interacts through Twitter
handle, Facebook is the interactive medium of 14 respondents; few use Pinterest and other social

media.

1.5 Frequency level of the respondent’s engagement with hospitality brands on social media

Monthly 13
Frequency level-social media
Rarely 6
Parameter No. of
Respondents Never 3
Daily 31
Weekly 14




Frequency level-social media

HDaly E'Weckly ERonthly @ Rarcly W Noewr

Tab.1.5 The above table and pie chart reveals the frequency level of the respondent’s engagement with

hospitality brands on social media

Findings related to the frequency level of the respondent’s engagement with hospitality brands
on social media

While 31 respondents uses social media on a daily basis, 14 of them uses it weekly once, 13
respondents engages themselves with hospitality brands on social media once every month, 6 of them

rarely interacts. 3 respondents never engage themselves with hospitality brands on social media.

1.6 Participation of respondents in social media engagement

Tagging the brands in 5

Participation of respondents in

the posts
social media

Parameter No. of
Respondents

Liking or sharing 1 Participation of respondents in social media

pOStS W Lok g o S A e W Cons i | iy O B 3LE

B Kieasmae o thathae drecfly N Farispidme ie caaleids or peraauys
Commenting on posts 14 W Tapseg B brands inth goals
Messaging or 7

chatting directly

Participating in 9

contests or

giveaways




Tab.1.6 The above table and pie chart reveals the participation of respondents in social media

engagement.

Findings related to the participation of respondents in social media engagement Most respondents
like or share the posts. 14 respondents have the habit of commenting on posts. It’s observed that 9
respondents participate in contests and 7 respondents’ message or chat directly. Few tag the hospitality

brands in their posts.

1.7 Rating of the respondents in terms of overall quality of interactions with hospitality brands

on social media.

Rating of the respondents in terms
of overall quality of interactions
with hospitality brands on social

media.
Parameter No. of
Respondents

Excellent 17

Good 28

Neutral 18

Poor 3

Very poor 1

Tab.1.7 The above table and pie chart reveals the rating of the respondents in terms of overall quality of

interactions with hospitality brands on social media.

Findings

A large majority (28 respondents) feel that the overall quality of interactions with hospitality brands on



social media is good.18 respondents stands neutral whereas 7 says excellent. Very few respondents
rated the overall quality of interactions with hospitality brands on social media as poor and very poor.
1.8 Frequency of revisiting a hospitality brand by the respondent based on positive social media

interaction

Frequency of revisiting a hospitality
brand by the respondent based on

positive social media interaction

Parameter No. of
Respondents
Very likely 28
Likely 19
Neutral 16
Unlikely 3
Very unlikely 1

Tab.1.8 The above table depicts the frequency of revisiting a hospitality brand by the respondent based
on positive social media interaction.

Findings

28 respondents recommended ‘very likely’, 19 respondents told ‘likely’, 16 stays neutral in this regard,

Very few respondents told unlikely and very unlikely.

1.9 Influence in decision making based on social media interactions with a hospitality brand

Not at all 46
Influence in decision making
based on social media A little 4
interactions with a  hospitality
brand Moderately 11
Parameter No. of A lot 4
Respondents




Extremely 2 Influence in decision making based

on social media interactions with a

hospitality brand
Wt atall Ak Modiralely ®ARKT  ®Egremely
BN, %

16%

Tab.1.9 The above table shows the influence in decision making based on social media interactions with

a hospitality brand.

Findings
Influence in decision making based on social media interactions with a hospitality brand is a s follows.

46 respondents say not at all, ‘A little’ say 4 respondents, 11 respondents say ‘moderately, 4

respondents say ‘a lot’ and few say ‘extremely.’

1.10 Recommendation of a brand by the respondent

Recommendation of a brand by the

respondent Recommendation of a brand by the
respondent
Parameter NO' Of o Wery likely 0 Likely Keibral W Unlikely = Yeng unbkoly
Respondents = -
Very likely 51
Likely 4
Neutral 10
Unlikely 1
Very unlikely 1

Tab.1.10 The above table shows the recommendation of a brand by the respondent.



Findings
51 respondents are ‘very likely’ to recommend their hospitality brand, 4 respondents say ‘likely’, 10

remains ‘neutral’ and very few respondents say ‘unlikely’ and ‘very unlikely.’

1.11 Most effective social media strategies suggested by respondents

Most effective social media strategies

suggested by respondents

Parameter No. of
Responde
nts

Personalized responses to comments

Exclusive offers and promotions 13
Interactive content (e.g., polls, 11
quizzes)

User-generated content and 14

community engagement

Prompt resolution of issues and 7
complaints

Tab.1.11 The above table shows the most effective social media strategies suggested by respondents

Findings

Majority of the respondents (22 respondents) suggest that personalized responses to comments and

messages can create a greater impact.13 say that exclusive offers and promotions can create an impact.

User-generated content and community engagement is recommended by 14 respondents, 11 say that

interactive content (e.g., polls, quizzes) can create a difference and few respondents say prompt

resolution of issues and complaints plays its part.

loyalty differently across various age groups is

Findings moderate. 18 respondents say that it’s not having

24 respondents say that the influence of social much impact.17 respondents say that the

media interactions on guest perceptions and influence of social media interactions on guest



perceptions and loyalty differently across
various age groups is significant. Few are

unsure.

Summary of Findings

1. Age of Respondents-Most of the respondents
fall under the age group of 26-35 with 29
respondents. The number of respondents in the
age groups of 18-25 and 56+ each is lower,
evidencing that most of social media interaction
with hospitality brands emanates from mid-aged
adults.

2. Gender of Respondents-Predominantly
Male: There is a significant skew toward being
male respondents with 57 males representing
against just 10 females.

3. Geographical Location-Geographically, the
responses were biased toward Kerala and
Karnataka States, with more coming in from
Kerala. Other States like Maharashtra and Delhi
figured below the two, which indicates regional
concentration occurred in these survey data.

4. Social Media Platforms Used- In descending
order of use, the platforms used to engage with
hospitality brands are LinkedIn-40, Twitter-23,
and Facebook-14. All other platforms, including
Pinterest and niche categories, have negligible
engagements.

5. Frequency of Engagement-A significant
amount of the respondents engages with
hospitality brands through social media on a

daily basis (31).

6. Type of Social Media Participation-Most is
in the form of likes or shares of posts and
comments on the post, at 32 percent and 14
percent, respectively. Further down the line are
direct messaging and contest participation.

7. Quality of Interactions-Most of the
respondents feel that 'good' is the grade of
interaction a hospitality brand can have, while
few find it 'excellent' in nature. (28- Good; 7-
excellent) 8. Revisiting based on Social Media
Interaction-The highest numbers of
respondents will revisit the hospitality brand if
they interact with the brand on social media.
Most of them, 46 feel that the influence of
social media interactions is minimal or nothing
as far as decision-making is concerned.

10. Brand Recommendation-Most of the
respondents, 51 would be 'very likely' to
recommend their hospitality brand, which is a
good indication that the response towards
engaging on social media is being perceived
positively.

11. Effective Social Media
Strategies-Responding personally to comments
and messages was the most-rated strategy by 22
respondents, followed by user-generated content
and community engagement by 14, and special
deals and offers by 13.

12. Influence across Age Groups-The response
to the influence which social media interactions
have on the perceptions and loyalty of guests

across different age groups is mixed. A total of



24 describe it as having a moderate impact,

while 17 believe it influences significantly.

Implications and Recommendations

Targeting: Considering that the majority of
respondents are between 26 and 35 years old,
this should be the focal age bracket in designing
social media strategies. At the same time,
attention  shall be paid to what older and
younger populations may need or best respond
to. Regional Focus: Overrepresentation of the
could

two states, Kerala and Karnataka,

introduce regional bias in the survey results.
This may consequently affect generalization of
such findings to become representative of the
wider region.Increased focus on social media
campaigns can be increased in those regions
where they are currently lower.

Platform Strategy: Avail services mainly on
LinkedIn and Twitter for better interactions. Be
on Facebook, but only because one should be.
Pinterest may be integrated if it fits into a larger

brand strategy.

Cadence of Engagement: Employ daily

engagement via consistent content and

opportunities for  interaction in order to
maintain and grow user interest in the brand.
Types of Participation: Increased number of
direct participations and contest participation
will  help build depth in engagement and
community.

Improving Quality: Continuous improvement

in quality would help the interactions maintain
satisfaction levels over time.
Revisit Likelihood: Positive social media
interactions shall emerge as a strong driver
leading to increased customer loyalty and
revisit rates.

Influence on Decisions: Hiking social media
strategies to set up an improved influence over
the decisions of more users, quite possibly with
targeted content and campaigns.
Recommendation Drivers: The focus should
be on those drivers that will help in better brand
recommendation, such as personalized response
and community engagement. Demographically
sensitive strategies: Every demographic has
been using social media differently; hence,
understanding that and setting different
approaches for different demographics is key to
maximizing results.

These strategies will significantly set hospitality
brands on a better use of social media in the
pursuit of improved guest loyalty and overall

brand perception.

Conclusion

It would thus follow that while social media is a
strong driver of guests' perceptions and their
loyalty, it does not really hold a very dominant
decision-making influence among users.
Hospitality brands will have to increase the
quality of engagement, employ effective means,

and customize their strategies according to



demographic groups in order to get full value
from social media interactions. It will provide
the proper balance needed to reinforce guest
loyalty and brand perception overall in the

competitive hospitality industry.
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Abstract
The hospitality industry, a significant contributor to global carbon emissions and resource
consumption, is increasingly adopting green technologies to enhance sustainability. This paper
explores the integration of green technologies in the hospitality sector, focusing on energy
efficiency, water conservation, waste management, and sustainable building practices. The
adoption of solar panels, energy-efficient lighting, water-saving fixtures, and waste reduction
strategies like composting and recycling are highlighted as key innovations. Additionally, the
role of renewable energy sources, green roofs, and sustainable materials in new construction and
retrofitting projects is examined. Furthermore, the use of smart technologies, such as energy
management systems and loT-enabled devices, is discussed for their role in optimizing resource
use, reducing operational costs, and providing real-time data for continuous improvement. The
challenges of implementing these technologies, including the initial investment, regulatory
hurdles, and the need for staff training, are also analyzed. The paper demonstrates how green
technologies can not only mitigate environmental impact but also enhance guest experiences and
brand reputation, ultimately driving long-term profitability and sustainability in the hospitality
industry.
Keywords:- Green technologies, Hospitality, Tourism, Environment.

1. Introduction
The hospitality and tourism sectors are significant contributors to global economic growth, but
their environmental impact is substantial. As consumers become more eco-conscious, businesses
are under pressure to adopt sustainable practices. Green technologies offer a solution, enabling
companies to reduce their carbon footprint, conserve resources, and enhance overall
sustainability.
The case of the tourism industry exemplifies diversification as a strategy to sustain and expand

industries.The world travel and tourism Council (WTTC) said the travel and tourism sector is



one of the most critical economic sectors, generating 2019: 10.4% of global gross domestic

product (GDP), totaling USD 9,2 trillion.

2. Green Technologies in Hospitality

Green hotels are about saving nature by using friendly to the environment ways in their
management. The growing tendency to adopt green practices in hotels arise from both regulatory
pressures and consumer demand for sustainable alternatives (Chan & Hsu 2016). In such places
as Kim et al. (2012), energy efficiency, water conservation, waste reduction and sustainability are

some of these practices.

3.1 - Energy Efficiency

Solar panels and energy management systems are becoming increasingly popular in hotels and
resorts. These technologies reduce reliance on fossil fuels, lower utility costs, and minimize
environmental impact. One of the main objectives of green hotels is to improve their energy
efficiency. For instance, adopting energy-efficient technologies like LED lighting, energy
management systems, and high-efficiency HVAC systems have numerous advantages. It is
evident that these technologies do not only cut down on power usage but also help in reducing

expenses used in day to day operations.

3.2 - Water Conservation

Water recycling systems and low-flow fixtures are being implemented to reduce water
consumption and minimize waste. These initiatives not only benefit the environment but also
lower operational costs.Water conservation is yet another sensitive area. Liu and Zhang (2018)
research stresses on installing low-flow devices, reusing water, and having irrigation systems that
use less water. This is vital in combating the issue of insufficient water supply as well as

minimizing the overall effect of human hotels on the environment.

3.3 - Waste Management



Smart waste management systems and composting practices are being adopted to reduce waste
and promote recycling. These initiatives enhance sustainability and reduce the environmental
impact of hospitality operations. Additionally, efficient disposal techniques are vital. To achieve

this, green hotels usually put in place measures for recycling, composting, and waste decrease.

3. Green Technologies in Tourism

4.1 - Sustainable Transportation

Electric and hybrid vehicles are being incorporated into tour operators' fleets, reducing
greenhouse gas emissions and providing a cleaner alternative to traditional combustion engines.
Bicycle and pedestrian infrastructure is also being developed to support sustainable tourism.
Sustainable transport through green technologies aims at reducing the harmful effect to the
environment hence increasing clean and more efficient means of travel. The use of electric and
hybrid cars as well as better public transport systems significantly reduce emission of greenhouse
gases as well as air pollution. Moreover, they increase operational effectiveness and decrease
expenses by optimizing energy utilization and minimizing dependence on fossil fuels.
Additionally, such ways of moving as bicycle sharing or enhanced transport systems ensure
accessibility and lessening traffic jams. Ultimately, the introduction of eco-friendly technologies
in this area does not only help protect the ecosystem but also promotes sustainable tourism and

responsible travelling practices.

4.2 - Eco-Friendly Accommodations

Green certification programs, such as LEED or Green Key, recognize and promote sustainable
practices in building design and operations. Sustainable building materials, like bamboo and
recycled steel, are also being used to reduce environmental impact. Green lodgings use
eco-friendly technologies to lessen their environmental footprint and promote sustainability. By
using energy-efficient apparatuses like solar panels and LED light bulbs, these lodgings decrease

their emissions of carbon compounds. Among other things, it has water-saving devices which



control resources better and rainwater harvesting systems. In addition, the environment is further
preserved through waste reduction measures such as composting and recycling. To ensure that
construction and operational practices uphold the highest standards of sustainability, green
building certificates like LEED are required. All things considered, eco-friendly lodgings do not
only have a minimal influence on the ecosystem but also encourage an example of responsible
tourism, elucidating the advantages of integrating green technologies into hotels.

4. Impacts of Green Technology

5.1 - Environmental Benefits

Green technologies significantly reduce energy consumption, water usage, and waste generation,
mitigating climate change and preserving natural resources. Substantial environmental
advantages have been gained through green technologies by minimizing pollution and
conserving resources. They facilitate lower greenhouse gas emissions primarily through
energy-efficient devices alongside alternative sources of energy like solar and wind energy.
Furthermore, they lower air and water pollution levels by reducing the utilization rate of
hazardous substances in addition to less generation of waste products. These also promote
conservation of resources through enhanced efficiencies as well as reuse strategies. Green
Technologies encourage sustainable practices which are capable of counteracting climate change,
safeguarding wildlife areas and enriching general environmental wellbeing leading to a more

sustainable ecosystem that is tougher.

5.2 - Economic Benefits

Adopting green technologies leads to cost savings through energy and water efficiency. Green
certifications and eco-friendly practices also attract environmentally conscious consumers,
enhancing market competitiveness. Economics have received immense contributions from
environmentally friendly technologies. This is mainly because they save on costs as they
consume less energy, and have lower utility bills when you look at energy efficient devices, and
renewable power systems. These kinds of technologies may also generate new jobs especially in

the upcoming fields like green energy and eco-friendly building. Besides this they are able to



raise property values by adhering to the high environmental standards thereby attracting a
number of eco-friendly clients. Moreover, extensive use of green technologies leads to decreased
operational costs and maintenance which translates into more businesses that are efficient and
hence profitable in the long run. In conclusion, embracing green technologies promotes

economic growth together with environmental conservation.

5.3 - Social Benefits

Green technologies improve local communities' quality of life by reducing pollution and
promoting sustainable development. They also create job opportunities in green technology
sectors. Green technologies do indeed improve public health and enhance quality of life, thus
providing notable social benefits. Such technologies help to reduce pollution and thus reduce
rates of respiratory and cardiovascular diseases. For instance, sustainable practices like green
spaces and eco-friendly buildings contribute to healthier, more vibrant communities. On top of
that, they promote social equity through creation of job opportunities in new industries as well as
promoting access to affordable clean energy. Furthermore, they also promote community
engagement and awareness around environmental issues which helps build a culture of
sustainability and responsibility. In conclusion, all these technologies promote a higher quality of

life which means stronger and more resilient communities.

5. Challenges and Barriers in Implementing Green Technology

6.1 - Initial Costs

The upfront investment required for green technologies can be a barrier for many businesses.
Although long-term savings may offset these costs, initial expenses can be prohibitive. In
addition to that, the major challenge that these green technologies encounter is initial cost.
Renewable energy systems, energy efficient appliances or sustainable building materials
represent much higher upfront investments compared to their conventional alternatives. This can
be a barrier for individuals and businesses especially in economically disadvantaged regions.

However, this initial expense is often offset by lower electricity bills over time and less



maintenance costs as well. Furthermore, costs tend to decline with technological advancements
and increased production volume. Moreover, government incentives and subsidies may help
reduce initial expenses so that green technologies are more accessible which ultimately promotes

their widespread adoption.

6.2 - Technological Adoption

The adoption of green technologies requires technical expertise and training. Some businesses
may face challenges integrating new technologies into existing operations. Technology
adaptation is about incorporating and improving on new technologies to satisfy specific
situations and requirements. In reference to green technologies, this means modifying and
enforcing sustainable means of addressing problems in a functional way across different
applications. For adaptation to be successful, it has to begin with an examination of local
conditions such as climate or resource availability and making sure that they fit in with the
existing systems. The other thing is also overcoming the preliminary financial constraints
coupled with handling technical problems. Education and training are very important for other
stakeholders in order for them to comprehend better and use these technologies efficiently. This
progression into adaptation has greatly impacted on efficiency, lowered emission levels leading

towards more sustainable development in various sectors.

6.3 - Regulatory and Policy Constraints

Inconsistent regulations and policies across regions can create challenges for implementing green
technologies. Standardization and supportive policies are necessary to facilitate widespread
adoption. Regulatory and policy limitations are known to have considerable effects on the
acceptability of green technologies amongst individuals. In many cases, old regulations do not
support or encourage the integration of new sustainable solutions. For instance, strict standards
and intricate approval procedures can create obstacles for businesses and persons wishing to
apply green technology. Furthermore, divergent regional policies may impede widespread use
and cause uncertainty for investors. Therefore, it is essential to adopt holistic and facilitating

policies that go beyond just subsidies but also include tax breaks as well as expedited regulatory



processes. Clear directions on sustainable development will facilitate the improvement of the

climate needed for acceptance and progress of green technologies on the market.

6. Future Directions of Green technologies

7.1 - Innovations in Green Technologies

Ongoing research and development will yield new and improved green technologies, such as
advanced energy storage systems and smart grid technologies. Staying updated with these
innovations is crucial for the industry. Future green technologies are moving forward quickly
through innovations geared toward bettering sustainability and efficiency. In renewable energy
advancements, for instance, cheaper and power-generating solar panels and wind turbines are
available. Energy consumption and grid stability will benefit from novel energy storage options
along with intelligent gadgets such as Al and IoT. Circular economic models and eco-friendly
substances are set to reduce waste and lessen environmental effects. Additionally, progress in
carbon capture techniques will help fight climate change. Together, these innovations will hasten

our shift towards a more sustainable and resilient future.

7.2 - Integration with Smart Technologies

Integrating green technologies with smart systems, like IoT devices and Al, can enhance
operational efficiency and sustainability. Combining eco-friendly technologies with intelligent
technologies leads to substantial improvements in sustainability and effectiveness. Smart grids
are outfitted with sensors and artificial intelligence to enable energy distribution as well as
consumption optimization that increases efficiency levels of the renewable energy supplies. The
[oT usage in the construction of smart buildings helps them monitor and manage on-site
electricity utilization hence improving the overall efficiency while minimizing power wastage.
Besides, intelligent transport systems can alter routes hence traffic control thus reducing motor
vehicle emissions. The interaction between green and smart technologies does not only improve

environmental benefits but also saves money, increases dependability and gives better control



over resource utilization consequently paving a way for an interconnected future that is more

sustainable.

7. Conclusion

Green technologies play a vital role in advancing sustainability in the hospitality and tourism
industries. While challenges exist, the benefits of adopting these technologies are substantial.
Continued innovation and collaboration will drive the sector towards a more sustainable future.
Using green technology in tourism assists with sourcing for alternative forms of transport like
electric cars or effective public transport systems which ensures that traveling does not contribute
negatively to carbon generation. On the other hand, waste management systems focused on
recycling or composting play a significant role in reducing the environmental impact, while
green certifications and eco-labels enhance credibility and attract environment-oriented
visitors.These benefits are further accentuated by the amalgamation of intelligent technologies
and eco-friendly alternatives. Real-time usage of energy is made possible with intelligent grids
and energy usage management systems while improved traffic flow has been ensured through
intelligent transport systems that also help reduce emissions. These changes serve not only to
enhance the way we work but also enable more sustainable guest experiences with live
information and suggestions on how to be environmentally friendly.

In spite of these clear advantages though, there are several impediments: among them is
the fact that costs at first can be much higher than expected while oftentimes regulations do not
allow for such systems in place even if they would exist in other parts of the world. To remove
such hindrances requires stimulatory measures in terms of policies, more incentives as well as
continuing progress in innovation itself. In conclusion, therefore, it becomes apparent that
adoption of green technologies within the hospitality and tourism sector is important due to it
promoting sustainability and helping in the increasing need for green traveling options. By
embracing these technologies, it is possible for the industry to protect the environment, minimize
operating expenses, and provide advanced as well as responsible travel experiences hence

leading to a more sustainable future.
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Abstract

Tamil Nadu's rich cultural legacy and wide range of tourist attractions contribute significantly
to the state's economy in the hospitality sector. On the other hand, as environmental
sustainability has gained more attention, industrial demand for green practices has also
increased. The integration of green technologies to support sustainable tourism in Tamil
Nadu's hotel industry is examined in this article. Hotels and resorts can lessen their carbon
footprint and improve the overall visitor experience by implementing eco-friendly initiatives
including waste management programs, energy-efficient systems, and renewable energy
sources. To promote sustainable tourism in Tamil Nadu, this research challenges to shed light
on the advantages and difficulties of integrating green technologies in the hospitality industry
through case studies and examining present practices.

Keywords: Green Technology, Hospitality, eco-friendly
Introduction

The focus of "Incorporating Green Technologies for Sustainable Tourism in the Hospitality
Sector of Tamil Nadu" is on how eco-friendly practices and technologies are included in the
state of Tamil Nadu, India's hospitality sector. In addition to fostering economic gains and
enjoyable travel experiences for both visitors and local communities, sustainable tourism seeks
to reduce its detrimental effects on the environment, culture, and society. Through the

integration of green technologies, such as eco-friendly practices, waste management solutions,



energy-efficient systems, and water conservation techniques, the Tamil Nadu hospitality
industry can lessen its carbon footprint, promote environmental preservation, and improve the
general sustainability of tourism-related activities. This subject emphasizes how crucial it is
for the hospitality industry to implement sustainable practices to promote long-term
environmental preservation and ethical tourist development in Tamil Nadu.

Objective

1. Hotels and resorts should install energy-efficient equipment and renewable energy
sources like solar panels to reduce greenhouse gas emissions and advance a sustainable energy

model.

2. To lessen trash generation and encourage the use of biodegradable products, hospitality

organizations should have thorough waste management and recycling systems.

3. Incorporate water-conserving methods and technology, such as low-flow fixtures and
rainwater harvesting, to maximize water use and guarantee sustainable water management in

the hospitality industry.

4. Form alliances with neighbourhood groups to advance environmentally conscious
tourism projects, assist regional craftspeople, and preserve natural areas, all of which will

contribute to the preservation of the area's ecological and cultural integrity.

1. Integrating Renewable Energy in Hospitality: A Sustainable Approach

The goal of putting in renewable energy sources like solar panels and energy-efficient
technology in hotels and resorts is to lower the greenhouse gas emissions linked to energy use
drastically. Hospitality businesses may lessen their dependency on fossil fuels, which are a
primary cause of climate change, by switching to renewable energy.

Energy-efficient equipment, such as intelligent energy management systems, high-efficiency
HVAC systems, and LED lighting, not only lowers energy consumption over time but also
lowers operating expenses. By adding solar panels, lodging facilities can further reduce their

carbon footprint by having their electricity source and a sustainable energy source.



This program not only supports international sustainability objectives but also improves the
reputation of hospitality companies and draws eco-aware tourists. Furthermore, it boosts the
local economy by encouraging energy independence in the neighborhood and maybe

generating jobs in the renewable energy industry.

2. Promoting Sustainability and Energy Efficiency in the Hospitality Industries

Promoting sustainability in the hotel industry requires integrating renewable energy sources,

such as solar panels, and using energy-efficient equipment.

Energy-Saving Devices:

LED Lighting: Hotels and resorts can save a lot of energy by switching out their conventional
incandescent lightbulbs with LED lighting. LEDs lower energy expenses and waste since they

last longer and use up to 80% less electricity.

High-Efficiency HVAC Systems: Energy consumption can be significantly decreased by
installing state-of-the-art HVAC systems that are optimized for performance. Variable speed fans
and programmable thermostats, which modify energy use according to occupancy and weather,

are common elements of these systems.

Systems for smart energy management: These employ technologies to track and manage
energy use in real time. Hotels can optimize energy use, cut expenses, and identify areas for

improvement by evaluating data on patterns of energy consumption.

Integration of Solar Panels: Hotels and resorts can generate their electricity by installing solar
panels, which enable them to collect renewable energy from the sun. This eventually results in

lower energy expenses in addition to less reliance on grid electricity.

Utilizing solar energy supports international efforts to mitigate climate change by significantly
reducing greenhouse gas emissions. Furthermore, extra energy produced can frequently be

sold back to the grid, creating another source of income.



All things considered, this goal underscores the mutual advantages of financial gains and
ecological accountability, rendering it a crucial tactic for lodging establishments seeking to
improve their sustainability methodologies.

3.  Utilizing Water-Sparing Techniques for Sustainable Hospitality

To ensure sustainable water management and reduce the environmental impact of water usage,
the hospitality industry must adopt water-conserving practices and technology.

Low-Pressure Fixtures:

Without sacrificing visitor comfort, low-flow showerheads, toilets, and faucets can drastically
cut down on water usage. These fixtures save a significant amount of money on water costs since
they are made to utilize less water while yet providing acceptable performance and
pressure.Hotels can help with general water conservation initiatives by using less water in

common spaces and guest rooms, particularly in locations where water shortage is an issue.

Collecting Rainwater:

Hotels and resorts can gather and store rainwater for non-potable applications like cleaning,
toilet flushing, and irrigation by installing rainwater harvesting systems. By doing this, you
may lessen your dependency on municipal water sources and manage stormwater runoff,

which can otherwise degrade the environment.

Hospitality businesses can reduce their operational expenses and encourage a sustainable

attitude to water management by using gathered rainwater.

Education on Water Management:

A sustainable culture in the hotel industry can be promoted by teaching employees and visitors
the value of water conservation. Reusing towels and reporting leaks are two easy habits that can

have a big impact on total water usage.



Giving guests information about the hotel's water-saving efforts can also improve their stay,
since many visitors value and support eco-friendly policies. In general, this goal underscores
how critical it is to use creative approaches to water conservation to guarantee the industry's
sustainable use of water resources in the hospitality sector. Hotels and resorts may lower
operating costs and promote environmental sustainability by giving water management
priority.

4. Creating Community Alliances to Promote Sustainable Travel

Establishing partnerships with community organizations is essential to advancing eco- friendly
tourist initiatives, assisting regional craftspeople, and protecting open spaces. This cooperative
strategy benefits the local population and the resort industry while preserving the natural and

cultural integrity of the area.
Promoting Eco-Friendly Tourism Initiatives:

Sustainable tourism projects prioritizing environmental conservation can be developed by
working with neighborhood associations and community groups. Examples include eco-tours,
wildlife protection initiatives, and educational seminars that increase public understanding of

regional ecosystems.

By working on these initiatives, hotels, and resorts can draw in eco-aware tourists who are
looking for real experiences that fit with their beliefs, which will increase their appeal to

consumers.
Encouragement of Local Craftsmen:

Establishing collaborations with regional craftsmen and craftspeople enables hotels to present
and endorse customary crafts, consequently conserving cultural heritage. This can be putting
locally produced goods on display in hotel stores, providing workshops for visitors, or
integrating local artwork into the architecture of the building. In addition to giving them a
platform to reach a wider audience, local crafters enhance the visitor experience by providing
distinctive, culturally appropriate activities and mementos.

Maintaining Natural Areas
Parks, wildlife habitats, and coastal regions are examples of local natural places that can be

protected through conservation efforts that are facilitated by working with environmental



organizations and community groups. This could entail planning habitat restoration initiatives,

clean-up campaigns, or educational initiatives about the local wildlife and plants.

Hotels and resorts may show their dedication to sustainability and improve their reputation

while drawing eco-aware tourists by taking an active part in these preservation activities.

Increasing Involvement in the Community:

Developing close ties with the local population helps people feel proud of and take
responsibility for the area's natural and cultural treasures. A shared commitment to protecting the
place for future generations and more environmentally friendly tourism practices may result from

this involvement.

Involving the community in tourist development can also lead to economic opportunities and

equitable distribution of tourism advantages among locals.

In general, this goal emphasizes how crucial it is for the hospitality industry and local
communities to work together to develop a sustainable tourism model that protects and maintains

the region's natural and cultural integrity.
Methodology
I. Review of Liturgy

By maximizing the use of resources that support sustainable development, innovative
technologies assist achieve objectives with the least amount of negative ecological effects (Kim,
Lee, & Han, 2020). To achieve sustainable development, resources must be produced and used
sensibly and responsibly in addition to being protected (Tas & Olum, 2020). Three dimensions
make up sustainable development, as shown in Figure 1. Economic, social, and environmental
are these. Economically speaking, technology enables companies to raise the bar for sustainable

services.

The current state of affairs facilitates the enhancement of the economic component of
sustainability. By conserving time and resources, businesses can increase their revenues. From

a social standpoint, hotels may enhance the sustainable experience by supplying more precise



and up-to-date information on the social pillar of sustainability via a range of technologies.
This information is related to the connection between the hotel's patrons and partners. From an
environmental standpoint, smart meters, software, sensors, and other applications will support
environmental sustainability by streamlining and optimizing the use of finite resources

(Varelas, Karvela, & Georgopoulos, 2021).

Figure 1. Sustainable Development

Source: Campbell, 1996.

Technology has found a home in every aspect of the hotel industry. In recent years, innovative
methods have been introduced to the forms of cooking, storage, and distribution, notably as a
result of the harmonization of kitchen appliances with technology (Tas & Olum, 2020), and
have begun to be employed in the kitchen sector. Devices such as smart ovens, smart freezers,
and smart grinders play a significant role in preventing waste. Meuter, Ostrom, Roundtree &
Bitner (2000) suggest that customers choose technology-based services because they offer
greater performance, and are seen as enjoyable, efficient, and easy to use. For example, mobile
check-in can help customers to cut waiting time, get to the room faster, and so increase
customers' perceived performance.

With the help of green technologies, the hospitality and tourist sectors will be able to develop

new, cutting-edge goods and services that are founded on ecological responsibility and



sustainability for both the environment and people. Beyond its benefits to the environment and
conservation of natural resources, the adoption of green technologies will raise living
standards, particularly for the local populace, and the financial prosperity of tourist and
hospitality sector businesses.

Following global trends and innovations in the use of green technologies and introducing new
technologies into the business operations of travel suppliers in the hospitality and tourism
sectors will undoubtedly help entrepreneurs in these sectors run their businesses more
successfully and more successfully, which will increase visitor and local population
satisfaction in a destination. The aforementioned will increase the number of environmentally
conscious travelers who visit a location and promote it as an eco-friendly travel destination
with green technologies trash management includes organizing the trash dump, burning waste,

recycling, and purifying wastewater.

Using green technologies and renewable energy sources in the hospitality and tourism sectors
Technical safeguards against noise pollution and radiation, as well as protection of land, forests,
seas, and rivers conditioned by unchecked and rapid tourism development Techniques for
reducing air pollution, such as dust the effective utilization of renewable energy sources can be
achieved through various techniques such as installing solar collectors on hotel roofs, using
energy-efficient bulbs, and measuring, gathering, and tracking harmful substances and ecological
damage to the environment (e.g., wastewaters, leaking detergents, cooking oil, etc.). Developing
ideas for environmentally friendly production and services, energy conservation, and waste and

pollution avoidance/reduction strategies for the travel and hospitality sectors.

The tourism and hospitality sectors can fully benefit from the use of green technologies if high
international ecological standards are implemented in business operations. These standards are
necessary for the overall quality management of the hospitality and tourism offer and allow for
the development of an offer that is based on the "value for money" principle.In the current
decade, companies within the hospitality and tourism industry can effectively incorporate
environmental practices into their strategies with greater enthusiasm and proactivity. Green
motives, encompassing instrumental, relational, and moral aspects, can pave the way for
numerous beneficial outcomes for the hotel sector. Stakeholders are increasingly eager to engage

in eco-friendly initiatives within the hotel industry due to their deep-rooted



motivations. Consequently, it is essential to prioritize green practices to keep stakeholders
engaged in the pursuit of sustainable development. Leading international hotels are reinforcing
their commitment to sustainability by embedding it into their strategic plans. Therefore, we
propose the following hypothesis:

Hypothesis 1 (H1): Green motives have a positive impact on sustainable development.

The green business strategies driven by green motives primarily focus on reducing pollution
and preventing harmful activities that impact the environment. These motives facilitate the
development of environmentally friendly policies that guide the implementation of appropriate
actions. Green business strategies enable managers to engage in significant eco-friendly
initiatives through moral, relational, and instrumental motives. The growing customer interest
in environmental sustainability has prompted hotel managers to adapt their business models by
incorporating green practices. This shift not only aims to achieve a competitive advantage but
also helps increase market share by attracting customers who prioritize sustainability.
According to Abdou et al. in their study of hotels in Egypt, the primary motivation for
adopting green star criteria and implementing green practices was the hotels' commitment to
environmental protection (a moral green motive). This reflects a heightened awareness among
hotel operators regarding the importance of safeguarding the environment and promoting
sustainability.

Hypothesis 2 (H2): Green motives have a positive impact on the development of green business

strategies.

Sustainability is a key objective across various sectors, including tourism, where it plays a
crucial role in the sector's ongoing development. Many hotels in Tamil Nadu have begun to
implement environmental policies aimed at preserving the environment and promoting the
well-being of the local population. A study by Abdou et al. on 4-star and 5-star hotels in Egypt
that adopt green practices demonstrated that these initiatives contribute to achieving several
Sustainable Development (SD) goals, particularly those related to environmental sustainability.
International hotel chains have widely embraced green management practices and have

expressed their commitment to the Sustainable Development Goals (SDGs), in contrast to



independent hotels. This trend can be attributed to the significant advantages they gain from

economies of scale, supported by their standardized business practices.

Given the evidence presented above, which indicates that green business strategies can help
businesses achieve sustainable development, we propose the following hypothesis:

Hypothesis 3 (H3): Green business strategies have a positive impact on sustainable development

Green motives emphasize the development of cost-efficient green products that require fewer
energy resources during production. These environmentally friendly products are a result of this
greening strategy, which has garnered support from all stakeholders and provides a strong
foundation for sustainable growth. Green business strategies driven by these motives can create a
platform for achieving sustainability. In light of the contemporary business focus on
environmental protection, companies are significantly influenced by moral, instrumental, and
relational motives when formulating green business strategies aimed at enhancing their overall
sustainability. This shift has prompted businesses to adopt sustainability principles to improve
their public image. Therefore, it can be concluded that green business strategies catalyze green
motives, facilitating the achievement of sustainable development. This discussion leads us to

propose the following hypothesis:

Hypothesis 4 (H4): Green business strategies serve as a mediator that enhances the impact of

green motives on sustainable development.
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Figure 2. Theoretical framework.

Source: Sustainability, 2021



II. Case Studies:

l. Green initiatives at The Leela Palace in Chennai: The Leela Palace has
adopted several environmentally friendly measures, such as rainwater collection,
energy-efficient lighting, and a waste management system that prioritizes recycling and
composting.Data: The hotel has lowered its energy usage by about 30% by utilizing
energy-efficient equipment and appliances. To help meet their energy needs, they also

use solar panels.

2. Taj Fisherman's Cove Resort & Spa, Chennai Green Initiatives: This resort has
prioritized environmentally friendly methods, including employing locally produced materials
for renovations and construction, conserving water, and upholding a biodiversity garden. Data:
By installing low-flow fixtures and a greywater recycling system, the resort was able to

significantly reduce its water usage by 40%.

3. Chennai's Eco-Friendly Hotel by Sankara Nethralaya Green Initiatives: With
energy-efficient features, solar water heating, and a dedication to procuring organic and locally
grown food for its restaurant, this hotel is created with sustainability in mind. Data: The hotel
has been recognized for its efforts to promote sustainable tourism, and it reports a 25%

reduction in overall energy use.

4. The Windflower Resort & Spa in Pondicherry is committed to environmentally
conscious methods, including organic farming, waste segregation, and the use of natural building
materials.Data: By implementing a zero-waste strategy and striving to recycle or compost all

trash produced on-site, the resort has reduced landfill waste by 50%

5. Greenwoods Resort, Kodaikanal Green Initiatives: To lessen reliance on municipal
water supplies, this resort has installed a rainwater harvesting system and promotes the use
of renewable energy sources, such as solar power.

Information: The resort has been acknowledged for its efforts to promote eco-tourism in the

area and has recorded a 60% reduction in water usage.
II1. Surveys and interviews

1. Managers and Owners:



Cost Savings: According to several managers, including green technologies—Ilike water- and
energy-saving fixtures and energy-efficient systems—Iled to a considerable decrease in
operating expenses. The proprietors observed that by endorsing sustainability, they were able to
draw in environmentally concerned tourists and therefore improve their market standing. Issues
Initial Investment: One prevalent worry was the high initial expenses of putting green
technologies into practice, which can discourage investment.

Managers emphasized that for employees to successfully adopt and sustain new technology,

training is a must.

Perceptions: According to the majority of managers, sustainability is an investment that can pay

off in the long run in terms of both brand reputation and financial gain.
2. Employees:

Job Satisfaction: Workers' delight in working for environmentally conscious
companies raised spirits and enhanced job satisfaction.

Skill Development: Learning about sustainable technologies and practices was
welcomed by a large number of employees.

Issues

Opposition to Change: At first, some workers were against implementing new procedures,
favoring the status quo.

Increase in Workload: A few staff members stated that they occasionally saw an increase in
workload without receiving any pay raises when new systems were implemented.

Views: In general, staff members acknowledged the value of sustainability but believed that

additional assistance and resources were required to ease the shift.

3.  Opportunities for Visitors:

Improved Experience: A lot of tourists said that environmentally responsible actions, such as

buying organic food and supporting environmental conservation, improved their trip in general.



Enhanced Loyalty: Travelers who care about the environment said they would be inclined to

stay at and recommend hotels that put sustainability first.

Issues

Lack of Awareness: It appears that there is a need for improved marketing and communication
on the green initiatives in place as some visitors were not aware of them.

Inconsistent Standards: Travelers observed that different hotels followed different
sustainability guidelines, creating ambiguity about what qualifies as "green" operations.
Perceptions: Most tourists had a favorable opinion of sustainability and were prepared to pay
more for environmentally friendly lodging.

4.  Opportunities for Local Communities:

Economic Gains: According to local communities, sustainable tourism initiatives have
produced jobs and increased commercial support for nearby companies. Environmental
Awareness: A large number of community members valued how green technologies promoted
environmental awareness through education.

Issues

Competition for Resources: Concerns regarding competition for resources, such as water,
have been voiced by some locals, particularly in places with considerable tourism.

Cultural Impact: Concerns were raised regarding the possible harm that tourism could have to
the customs and culture of the area.

Views: Local people were generally in favor of ecotourism, but they also stressed the necessity
of cooperation and communication between lodging establishments and locals.

IV. Technology Assessment: Water-Retailing Equipment

Low-Flow Fixtures: You can cut your water use by 30 to 50% by installing low-flow
showerheads and faucets. For instance, a hotel with 100 rooms can save about 200,000 gallons

of water a year by using low-flow fixtures.

Smart Irrigation Systems: These systems optimize watering schedules based on meteorological

data, potentially saving up to 50% of the water used for landscaping.



1.  Solutions for Waste Management

Composting: By putting food waste composting programs in place, hotels can divert up to 30%
of their trash from landfills. This can give nutrient-rich soil for landscaping in addition to
cutting waste.

Recycling Programs: Waste can be reduced by 20-30% with the help of efficient recycling
programs. Nowadays, a lot of hotels collaborate with nearby recycling businesses to guarantee
appropriate material disposal.

2.  Systems of Renewable Energy

Solar Panel Installation: Putting in solar panels might save energy expenses a lot. For
example, depending on local energy pricing, a hotel installing a 100 kW solar system can save
approximately $15,000 on annual energy bills.

Wind Energy: Several hotels are making investments in tiny wind turbines, which can meet
some of their energy requirements, particularly in open or seaside settings.

3. Appliances with Energy Efficiency

Appliances with an Energy Star rating: Replace outdated appliances with Energy Star-rated
models to save 10-50% on energy use. For example, a hotel can save about $200 per unit

annually by making the move to Energy Star refrigerators.

LED Lighting: Up to 75% less energy can be used for lighting when switching to LED lighting.
By switching out 1,000 incandescent lightbulbs for LEDs, a hotel can save around

4. Eco-Friendly Construction Supplies

Recycled Materials: Reusing existing building and restoration materials might help lessen their
negative effects on the environment. Reclaimed wood, for instance, can cut waste and preserve
trees.

Green Roofs: Installing green roofs helps control runoff, lower energy expenses, and enhance
insulation. Green roofs can lower heating and cooling expenses by 10% to 30%, according to
studies. Using these eco-friendly technologies can save hotels a lot of money while also

benefiting the environment. A growing number of hospitality companies see the value of



sustainability as a competitive tool to draw in eco-aware tourists, in addition to being necessary
for regulatory compliance.
1. The initial cost of investment for water-saving gadgets
Cost: It might run up to $15,000 to install low-flow fixtures in a hotel with 100 rooms.

Energy-Consumptive Appliances:

Cost: For a mid-sized hotel, replacing outdated appliances with Energy Star ones can run up
to $50,000.

Solar Panels:

Cost: The total cost of a 100 kW solar panel system, including installation, is
approximately $250,000.

Solutions for Waste Management:

Cost: Setting up a thorough recycling and composting program could cost $10,000
initially.

2.  Continuous Savings in Operations
Water-Retarding Equipment:

Savings: Lower water expenses are expected to result in yearly savings of $20,000.

Energy-Consumptive Appliances:
Savings: Approximately $15,000 in energy savings per year.

Savings with solar panels: Potential for extra savings through tax credits and

incentives, as well as an annual savings of $15,000 on energy bills.

Solutions for Waste Management:

Savings: Approximately $5,000 can be saved a year in reduced trash disposal expenses.



3. Total Costs and Savings Over
Time Year 1: Total Initial
Investment:

Water-Saving ~ Devices:  $15,000

Energy-Efficient Appliances: $50,000
Solar Panels: $250,000

Waste Management Solutions: $10,000
Total: $325,000

Total Annual Savings:
Water: $20,000 Energy: $15,000 Solar: $15,000 Waste: $5,000 Total: $55,000
Year 2 and Beyond:

Annual Savings: $55,000 (assuming no significant changes in costs or savings).
Return on Investment (ROI)

To calculate ROI, we can use the formula:

ROI=Total Investment
X 100 Net
Profit

Net Profit (after Year 1):

Total Savings: $55,000 Total
Investment: $325,000

Net Profit: $55,000 - $325,000 = -$270,000 (a loss in Year 1)

ROI after Year 2:

Cumulative Savings: $110,000 (2 years)

Net Profit: $110,000 - $325,000 = -$215,000



Return on Investment following Year 2:
Savings totalling $110,000
over two years

$110,000 - $325,000 = -$215,000 is the net profit. ROI: -215, 000, 325, 000 x 100 = -66.15

percent

325,000 - 215,000 x 100 = -66.15

4.  Analysis of Break-Even

To determine the point of break-even:

$325,000 was invested in total.

Savings per vyear: $55,000
Break-Even Point: 325, 000
55,000 =5.91 years
VL Stakeholder Engagement: Governing Authorities:

Policy Support: By interacting with national and local authorities, sustainable tourism projects
can receive finance and favorable policies. The United Nations World Tourism Organization
(UNWTO), for example, places a strong emphasis on the role that government plays in fostering

an atmosphere that is favorable to sustainable tourism.

Governments have the power to enact laws that support sustainable practices. Examples of these
laws include those that restrict the number of people allowed into sensitive areas or offer

Financial rewards to environmentally conscious companies.

Conservation Efforts: Partnering with environmental groups can help strengthen conservation
efforts. Collaborating with organizations such as the World Wildlife Fund (WWF) can facilitate

the creation of eco-tourism approaches that safeguard biodiversity.



Campaigns to Increase Awareness: Environmental organizations can help educate visitors
and locals alike about the value of sustainable practices.

Trade organizations: Best Practices: When it comes to sustainable tourism, trade groups may
offer a wealth of information and best practices. One organization that can assist companies in
implementing sustainable practices is the Global Sustainable Tourism Council (GSTC), which

provides standards and certification schemes.

Networking Opportunities: Participating in trade groups can help create a platform for

stakeholders to network, exchange experiences, and work together on sustainable projects.
Associations for the Neighborhood:

Local communities play a crucial role as stakeholders in the sustainable tourism industry. By
involving neighborhood associations, you can make sure that locals' needs and voices are

heard. More community support for tourism-related efforts may result from this.

Cultural Preservation: Including the local community ensures that tourism enhances the

economic and social well-being of the community while also helping to preserve cultural

assets.

VIIL. Information on Involved Stakeholders: As per UNWTO research, seventy
percent of players in the tourist industry think that cooperation between various

sectors is crucial to accomplishing sustainable tourism objectives.

Strong stakeholder engagement was linked to a 30% increase in visitor happiness and a 25%
rise in local support for tourism efforts, according to a study published in the Journal of

Sustainable Tourism.

Green Technology Implementation Plan for Tamil Nadu Hotels and Resorts
- Goals
In five years, cut energy use by thirty percent
- Reduce waste by at least 50% by using composting and recycling.

- Reduce usage by 20% by putting conservation measures into place.



2. Procedures Evaluation Stage:
To determine the trends of current usage, do an energy audit.

Examine the current methods of garbage management.

Evaluate water use and pinpoint locations that could use conservation.

Choosing Technology: Investigate and pick suitable green solutions, like solar panels, smart
HVAC systems, water-saving fixtures, and energy-efficient lighting. Think about forming
alliances with nearby suppliers of green technology.

Education and Developing Capabilities: Provide personnel with training on using new
technologies and sustainable practices. Interact with nearby communities to encourage

participation and awareness.

Execution: Phase-by-phase installation of the chosen technology should begin with
high-impact areas (e.g., energy and water). Keep an eye on and assess how well the deployed

technologies are working.

3. Budgetary Restrictions Initial cost: Depending on the size of the hotel or resort and the

technologies selected, the estimated initial cost for green technology might range from
$100,000 to $500,000.

Possible funding sources include grants from the government, green loans, and collaborations
with sustainability-focused NGOs.

Operational expenses: Although the initial outlay may be substantial, over time operational
savings from lower energy and water bills can balance these expenses. For instance, the cost of

electricity can be lowered by up to 70% with solar energy.

Return on Investment (ROI): Research indicates that the adoption of green technologies by
hotels can result in a 20-30% ROI in 3-5 years, primarily from energy savings and higher

occupancy prices from environmentally conscientious tourists.

5. Timetable



Year 1: Complete evaluations and choose the ultimate technology choice. Start

employee training and community involvement.

Year 2: Get the installation of energy-saving devices underway. Put waste reduction

initiatives into action.

Year 3: Finish installations and start keeping an eye on output. Analyze water-saving

strategies.

Year 4-5: Evaluate the overall effect and make any needed modifications. Get certified
(e.g., Green Key, LEED) to draw in environmentally conscientious tourists.

6. Positions Assigned

Project Manager: Make sure deadlines are reached, supervise the execution strategy,
and facilitate communication between stakeholders.

Consultant for Sustainability: Offer knowledge on eco-friendly technologies and
recommended procedures.

Hotel Management: Promote employee training and guarantee that sustainable

practices are followed.

Local Community Leaders: Initiate contact with the community to promote eco-

friendly travel and obtain input.
Financial Officer: Oversee funds allotments and look for sources of funding.

6. Information and Figures

As more tourists look for environmentally friendly lodging, sustainable tourism
strategies can boost visitor numbers by 20%, according to the Indian Ministry of
Tourism.

According to World Travel & Tourism Council (WTTC) research, implementing green

technologies can boost consumer happiness and loyalty by 10% to 15%.



Findings

Positive Environmental Impact: The hospitality industry in Tamil Nadu may significantly
reduce its energy, water, and carbon emissions by implementing green technologies, which

will help to save the environment and promote sustainability.

Cost Savings and Efficiency: Research may show that implementing green technologies might
save hotels and resorts in Tamil Nadu money by lowering operational, waste management, and

utility costs while also increasing overall efficiency.

Improved Guest Experience: Travelers may indicate a desire for environmentally friendly
lodging and experiences, which can boost patron happiness, loyalty, and favorable ratings for

hotels that emphasize sustainability through green technology.

Benefits of Community Engagement: In Tamil Nadu, encouraging sustainable tourism
practices and interacting with local people can open doors for social empowerment, cultural

preservation, and economic growth.

Regulatory Conformity and Industry Leadership: By integrating green technologies, hotels,
and resorts may show that they conform with local environmental laws, draw in eco-aware

travelers, and establish themselves as pioneers of sustainable tourism in the area.

Obstacles and Barriers: The results may also point to obstacles that could prevent the
widespread adoption of green technologies in Tamil Nadu's hotel industry, including high upfront
expenditures, technological constraints, a lack of knowledge or training, and an aversion to

change.

Data, analysis, and insights acquired through research methodologies including surveys,
interviews, case studies, and technology assessments tailored to the context of Tamil Nadu's
hospitality industry and its shift towards sustainable tourism practices would further support

these findings

Conclusion
Adopting green technology to enhance sustainability in the hospitality business is crucial, as

"Incorporating Green Technologies for Sustainable Tourism in the Hospitality Sector of Tamil



Nadu" will likely be highlighted. It would draw attention to the advantages of implementing
eco-friendly practices, such as lowering carbon footprints, preserving resources, and drawing in
eco-aware tourists. To accomplish Tamil Nadu's aims for sustainable tourism, the conclusion
might also emphasize how important it is for local communities, businesses, and the government
to work together. In general, the conclusion would probably stress how important it is to
incorporate green technologies into the hotel industry to guarantee long-term financial and

environmental viability.
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Abstract

This study focuses on the role of investment banks in the economic development of India,
emphasizing their contributions to capital formation, mergers and acquisitions (M&A), debt
financing, cross-border advisory services, and corporate restructuring. Through a detailed
analysis of data and case studies, the research highlights how investment banks have supported
key sectors such as technology, energy, automotive, consumer goods, and manufacturing. The
study also explores the strong correlation between India's GDP growth and the performance of
investment banks, emphasizing their critical role in driving corporate expansion and navigating
financial complexities in a rapidly evolving economy. The findings underscore the importance of
digital transformation and global expansion for investment banks to maintain their competitive

edge in the evolving financial landscape
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Introduction

Investment banking plays a crucial role in the global financial ecosystem by driving
capital flow, facilitating mergers and acquisitions (M&A), and offering essential financial
services for corporate and governmental activities. The sector is navigating challenges
post-COVID-19, with an increased focus on digital transformation to enhance efficiency, client
services, and risk management. The M&A market remains robust, particularly in technology,
healthcare, and energy sectors, with growing cross-border transactions. The regulatory
environment has tightened since the 2008 financial crisis, emphasizing capital adequacy, stress

testing, and anti-money laundering (AML) measures. Regionally, North America and Europe



dominate, while Asia-Pacific is emerging as a key player due to economic growth and increased

financial activity.

In India, the investment banking sector is experiencing rapid growth, driven by an
expanding economy and increased corporate activities. Indian investment banks are pivotal in
M&A, equity and debt financing, and strategic advisory services, with a focus on sectors like
technology, pharmaceuticals, and consumer goods. Enhanced regulatory oversight and a push
toward digitalization and sustainable finance are shaping the market, positioning it for sustained

growth as India integrates further into global financial markets.

The revenue in the Investment Banking market is projected to reach %1.29tn in 2024. It is
expected to show an annual growth rate (CAGR 2024-2029) of 2.37% resulting in a projected
total amount of X1.45tn by 2029. From a global comparison perspective, it is shown that the

highest revenue is reached in the United States (310,810.00bn in 2024).

India's economy is expected to grow more, and the sector has a lot of promising opportunities
there. The Indian government is working to liberalize the economy and attract foreign
investment, which will mean greater chances for investment banks. The increase in M&A and
the IPOs of Indian companies will be beneficial to investment banks. As with any other country,
the general investment climate is subject to change due to a range of macroeconomic and

political issues, which could impact investment banking in India in the future.
Objectives

1) To explore the crucial roles investment banks play in driving economic development and
evaluate the effects of investment banking activities on different sectors of the economy.

2) To understand the role of investment banks in capital formation and economics.

3) To determine how investment banks enhance the availability of resources within the

country.
Literature Review

Goldsmith (1969), argues that investment banks play a crucial role in efficient resource
allocation. By managing risks, they direct capital towards productive sectors, fostering corporate

growth, job creation, and technological advancement.



Fulghieri (1994), emphasizes the importance of investment banks in corporate finance and
expansion. They offer vital services like M&A advisory, restructuring, and capital raising,

aiding companies in growth and optimization.

Shin (2010), highlights the role of investment banks in financial stability. Through
market-making and risk management, they help mitigate financial instability by providing
liquidity and managing systemic risk. This prevents financial crises and ensures sustainable

economic development.

Fazzari (1988), finds that firms with low dividend payout rates are more sensitive to cash flow

shocks, suggesting financing constraints significantly influence corporate investment.

Allen (2000), argues that the optimal financing mix for corporate investment depends on

uncertainty and risk tolerance. Firms should use a combination of debt and equity.
Data Collection

This research primarily relies on secondary sources to gather data and information on
investment banking activities and their impact on economic development. These sources include
government reports, industry reports, financial data providers, and stock exchange data. While
secondary sources provide valuable insights, it's important to note that they may have limitations

in terms of depth and perspective.

1. Government reports: RBI, Ministry of Finance, NSO
2. Financial data providers: Bloomberg, Reuters, Forbes India

3. Stock exchange data: BSE, NSE
Case Studies
Role of Investment Banks in various aspects —
1) Inmitial Public Offerings (IPOs)
Case Study: Zomato’s IPO (India, 2021)

Zomato's IPO, led by Kotak Mahindra Capital, Morgan Stanley, and Credit Suisse, was a
resounding success. Oversubscribed by 38 times, the offering raised 9,375 crores,

demonstrating strong investor confidence in the Indian tech sector. This IPO marked a significant



milestone for Zomato and paved the way for other tech startups to pursue public listings,

highlighting the growing appeal of the digital economy in India.
2) Debt Financing
Case Study: Reliance Industries’ Debt Issuance (India, 2020)

Reliance Industries successfully raised $7 billion through a U.S. dollar-denominated bond
issuance in January 2020. Led by JPMorgan, Barclays, and Bank of America Merrill Lynch, the
offering was oversubscribed by nearly 3 times, reflecting strong investor interest. The funds
raised were used to refinance existing debt and support the company's expansion plans,

demonstrating the effective execution of the investment banks involved.
3) Advisory Services (Mergers & Acquisitions)
Case Study: Tata Motors’ Acquisition of Jaguar Land Rover (India/UK, 2008)

Tata Motors' acquisition of Jaguar Land Rover in 2008 was a strategic move facilitated by
JPMorgan Chase and Citigroup. As financial advisors, these banks provided expert guidance on
the deal, negotiating terms and securing the necessary financing. The acquisition allowed Tata
Motors to enter the high-end luxury car market and has since proven to be a profitable

investment, contributing significantly to the company's global presence and revenue.

4) Cross-Border Advisory Services

Case Study: Bharti Airtel's Acquisition of Zain Africa (India/Africa, 2010)

Bharti Airtel, one of India's largest telecom companies, acquired Zain Africa’s mobile operations
in 15 African countries for $10.7 billion. This deal marked one of the largest cross-border
acquisitions by an Indian company and significantly expanded Bharti Airtel’s global footprint.
Investment banks such as Standard Chartered, Barclays, and J.P. Morgan played crucial roles in
advising Bharti Airtel on structuring the deal, navigating complex regulatory environments
across multiple African countries, and securing the necessary financing. The acquisition allowed
Bharti Airtel to become a major player in the African telecom market, demonstrating the
strategic importance of expert advisory services in facilitating large-scale international mergers

and acquisitions.



5) Restructuring and Advisory Services

Case Study: Kingfisher Airlines’ Financial Restructuring (India, 2012)

Kingfisher Airlines, once a leading airline in India, faced severe financial distress due to
mounting debts and operational challenges. In 2012, the airline underwent a major financial
restructuring with the involvement of investment banks such as SBI Capital Markets and ICICI
Securities. These advisors played a crucial role in negotiating with creditors, including public
and private sector banks, to restructure the airline’s debt. The restructuring plan included
converting part of the debt into equity, rescheduling loans, and attempting to attract new
investors. Despite these efforts, the airline was unable to recover fully, leading to its eventual
grounding in 2012. This case underscores the complexities of financial restructuring in a
challenging business environment and highlights the critical role of expert advisory services in

navigating such crises.
Discussion

In this analysis, we will be discussing the key economic factors influencing India from
2013 to 2024. We will explore the trends in GDP and GDP per capita, examine inflation rates,
and review FDI inflows. Additionally, we'll assess the performance of investment banking,
focusing on mergers and acquisitions, equity capital markets, and debt capital markets. This
comprehensive overview provides insight into India's economic growth and stability, as well as

the evolving dynamics of its financial sector.

GDP Rates
Financial Year |GDP (Billions USD) |GDP Per Capita (Nominal USD) [Growth Rate (%)
2024 3,940 2,730 8.2
2023 3,737 2,610 7.2
2022 3,385 2,389 7
2021 3,150 2,238 9.05
2020 2,672 1,913 -5.83
2019 2,836 2,050 3.87




2018 2,703 1,974 6.45
2017 2,651 1,958 6.8
2016 2,295 1,714 8.26
2015 2,104 1,590 8
2014 2,039 1,560 7.41
2013 1,857 1,438 6.39

The data shows a steady increase in India's GDP from 2013 to 2024 and a corresponding
rise in GDP per capita. This indicates economic growth and improved living standards. The
growth rate fluctuated, with a significant decline in 2020 likely due to the COVID-19 pandemic.

Overall, the data suggests a positive trajectory for India's economy.

India's Inflation Rate (CPI)

Year Average Inflation Rate Annual Change
2023 5.09 -0.40%
2022 5.49 1.57%
2021 5.13 -1.49%
2020 6.62 2.89%
2019 3.73 -0.21%
2018 3.94 0.61%
2017 3.33 -1.62%
2016 4.95 0.04%
2015 4.91 -1.76%
2014 6.67 -3.35%
2013 10.02 0.54%

India's inflation rate has been relatively stable in recent years, fluctuating between 3.33%
and 6.62%. While there were periods of slight increases and decreases, the overall trend indicates

a manageable level of inflation. The most significant spike occurred in 2013, but the rate has



since returned to a more moderate range. This suggests that the Indian government has been

effective in managing inflationary pressures.

FDI Inflows into India (2013-2023)

Financial Year FDI Inflows (Billions USD)
2013-14 36
2014-15 45.2
2015-16 55.6
2016-17 60.2
2017-18 61
2018-19 62
2019-20 74 .4
2020-21 82
2021-22 84.8
2022-23 70.9

The data shows a steady increase in FDI inflows into India from 2013-14 to 2021-22,
with a slight decline in 2022-23. This suggests a growing confidence of foreign investors in the

Indian economy.

Performance of Investment Banking in India (2013-2023)

Equity Capital | Debt Capital

M&A  Activity Advisory Services (No. of
Year Markets Markets

(USS$ Billion) . . Deals)

(USS$ Billion) (USS$ Billion)

2013  |26.2 8.5 28.3 200+
2014 (324 10.1 30.5 230+
2015 |44.7 13.9 32.6 260+
2016 |49.3 15.4 34.2 290+

2017 [52.8 20.2 36.1 310+




2018 [58.1 21.3 38.7 330+
2019 654 24.7 40.9 350+
2020 |51.9 17.8 45.6 310+
2021 68.2 29.5 47.3 400+
2022 |73.6 31.2 50.8 420+
2023 |70.5 30.4 532 410+

M&A activity has shown a consistent upward trend, reaching US$70.5 billion in 2023.
This reflects growing investor confidence in the Indian economy. Equity capital markets have
also witnessed significant growth, with US$30.4 billion raised in 2023. This indicates a vibrant
capital-raising environment. Debt capital markets have maintained a healthy level of activity,
facilitating corporate funding needs. The rise in advisory services deals signifies the growing

demand for strategic guidance from investment banks.

Overall, the growth of investment banking in India can be attributed to a combination of
factors, including a strong domestic economy, increasing foreign investment, and a maturing

regulatory environment.

Analysis
Year GDP (In Billions) M&A Deal Value (In Billions)
2023 3,737 70.5
2022 3,385 73.6
2021 3,150 68.2
2020 2,672 51.9
2019 2,836 65.4
2018 2,703 58.1
2017 2,651 52.8
2016 2,295 49.3
2015 2,104 44.7
2014 2,039 324




Regression Statistics
Multiple R 0.921040231
R Square 0.848315107
Adjusted R Square 0.829354496
Standard Error 5.35685716
Observations 10
Coefficients Standard Error t Stat P-value
Intercept -3.5208668 9.159662474 -0.3843883 0.71070683
GDP 0.02183769 0.003264782 6.68886499 0.00015447

The regression analysis suggests a strong and statistically significant positive relationship

between GDP and investment banking performance. As GDP increases, investment banking

performance also increases. The model explains a large portion of the variance in investment

banking performance, making it a reliable predictor.

Findings

1)

2)

3)

4)

The investment banking sector in India is experiencing rapid growth, driven by a robust
economy and increased corporate activities. The sector plays a crucial role in M&A,
equity and debt financing, and strategic advisory services, especially in the technology,
pharmaceuticals, and consumer goods sectors.

India's GDP has shown a consistent upward trajectory from 2013 to 2024, reflecting
economic growth and improved living standards. The growth rate, although fluctuating,
remains positive with a significant dip in 2020 due to the COVID-19 pandemic.

Inflation: India's inflation rate has been relatively stable in recent years, with fluctuations
remaining within a manageable range. The significant spike in 2013 was followed by a
moderation, indicating effective government management.

There has been a steady increase in FDI inflows into India from 2013-14 to 2021-22,
reflecting growing foreign investor confidence. However, there was a slight decline in

2022-23, which may indicate emerging challenges or changing market dynamics.



5)

6)

7)

8)

M&A activity has shown a consistent upward trend, peaking at US$73.6 billion in 2022,
and slightly decreasing to US$70.5 billion in 2023. This reflects strong investor
confidence and a favorable economic environment.

The equity capital markets have shown significant growth, with US$30.4 billion raised in
2023, indicating a vibrant capital-raising environment. Debt capital markets have also
been active, facilitating corporate funding needs.

The rise in the number of advisory service deals signifies an increasing demand for
strategic guidance from investment banks.

The regression analysis indicates a strong and statistically significant positive relationship
between GDP and investment banking performance. The model explains a large portion
of the variance in investment banking performance, suggesting that GDP growth is a

reliable predictor of investment banking success.

Suggestions

1)

2)

3)

4)

Investment banks should continue to focus on digital transformation to enhance
efficiency, client services, and risk management. This will be particularly important in
maintaining competitiveness in a rapidly evolving global market.

Investment banks should prioritize sectors with robust M&A activity, such as technology,
healthcare, and energy. These sectors present significant opportunities for growth and
expansion.

Given the growth of cross-border transactions, particularly in Asia-Pacific, Indian
investment banks should expand their global footprint and explore opportunities in
emerging markets.

Investment banks should closely monitor macroeconomic indicators such as GDP
growth, inflation rates, and FDI inflows to anticipate changes in the investment climate

and adjust strategies accordingly.

Conclusion

The investment banking sector in India has demonstrated robust growth and resilience,

playing a pivotal role in the country's economic development. Our analysis reveals a strong

positive correlation between India's GDP growth and investment banking performance, with an

R-squared value of 0.848, underscoring the sector's integral role in the nation's economic fabric.



The sector has shown particular dynamism in M&A activities, equity and debt financing, and
strategic advisory services, especially in key industries such as technology, pharmaceuticals, and

consumer goods.

However, our reliance on secondary data may not capture all nuances of the sector's
performance. Future research could benefit from primary data collection and comparative studies
with other emerging markets. Exploring the impact of regulatory changes, technological

disruptions, and evolving global economic conditions would also be valuable.

In conclusion, India's investment banking sector stands at a critical juncture. Its
performance not only reflects the country's economic vitality but also shapes its financial future.
While challenges lie ahead, the trends observed suggest a promising outlook for investment

banking in India.
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Abstract

Wayanad, Kerala, is an ecologically sensitive area, and with the increasing emphasis on
environmental sustainability, it is crucial to enhance sustainable practices in the region to
preserve its natural beauty and ecological balance. Although the hospitality industry is
progressively adopting eco-friendly practices to mitigate the ecological impact of unchecked
development, the recent surge in tourists and new attractions poses a significant threat to the
region's vulnerability and fragility. Wayanad was among the first few destinations to declare a
commitment to responsible tourism; however, the recent natural disasters that devastated three of
the most pristine and beautiful settlements in the area underscore the urgent need for total
environmental compliance and strict regulatory practices. Eco-friendly practices are essential in
minimizing tourism's ecological impact, promoting sustainability, and significantly reducing the
environmental footprint of hospitality establishments. By adopting best practices, hospitality
providers can reduce operational costs and attract environmentally conscious tourists, thereby
achieving a balance between economic viability and environmental sustainability. Green
technologies offer practical solutions for hotels and resorts to operate more sustainably. This
study emphasizes the critical role of green technologies in establishing Wayanad as a model for
eco-tourism, with a strong commitment to environmental preservation and sustainable tourism.
The paper provides valuable insights and practical recommendations for hospitality providers
aiming to implement green technologies, thereby enhancing sustainable practices in the region.

Keywords: Green Technologies, Environmental Sustainability, Wayanad, Eco-Friendly Practices,

Energy Efficiency, Waste Management



1. INTRODUCTION

Wayanad, located in the northern part of Kerala, is celebrated for its picturesque landscapes, lush
green forests, and rich biodiversity. This region offers a remarkable blend of scenic views,
wildlife sanctuaries, waterfalls, and spice plantations. Wayanad’s cool climate, coupled with its
vibrant flora and fauna, has made it a popular destination for eco-tourists and nature enthusiasts.
The district is also home to various indigenous communities, whose traditions and lifestyles
contribute to the region’s cultural richness. Given its unique landscape of mountains and valleys,
the focus has been on preserving the natural environment, as it is particularly fragile and
vulnerable to unchecked development. The topography demands that any development be
undertaken with great care, and the hospitality industry in Wayanad faces the critical challenge of
balancing the growing demand for tourism with the need to protect the environment. As tourism
expands, so does its environmental impact, making it essential to explore sustainable practices
that can mitigate these effects. By integrating green technologies and eco-friendly practices,
Wayanad can attract tourists who value sustainability, leading to a more responsible tourism
industry. This approach not only reduces the ecological impact but also enhances the overall
experience for visitors, allowing them to appreciate Wayanad's natural beauty without

compromising its future.

2. ACCOMMODATION SERVICES IN WAYANAD

Wayanad offers a wide range of accommodation options, from luxury resorts and eco-lodges to
homestays and budget hotels, catering to a diverse array of tourists. The region is increasingly
recognized for its emphasis on eco-friendly and sustainable hospitality practices. Many resorts in
Wayanad have adopted green technologies such as solar energy, rainwater harvesting, and
organic farming to minimize their environmental impact. These establishments often provide
immersive experiences that connect guests with nature, including guided treks, wildlife safaris,
and farm tours. Additionally, the growing popularity of homestays allows tourists to experience

local culture and traditions firsthand while contributing to the local economy.



Wayanad is home to several luxurious star hotels that combine comfort with the natural beauty of
Kerala. Some of the top-rated star hotels and resorts in the area include Vythiri Village Resort,
Taj Wayanad, Sapta Resorts & Spa, Great Trails Wayanad by GRT, and Mountain Shadows.
These resorts offer a variety of experiences, from relaxation in a natural setting to active
engagement with the environment, making them ideal choices for travelers seeking a luxurious

stay in Wayanad.

3. REVIEW OF LITERATURE

3.1.  Sustainable Tourism and Luxury Accommodation: A Delicate Balance Butler (2018)
explores the intersection of sustainability and luxury within the tourism sector. The study
highlights that while luxury accommodations often prioritize comfort and exclusivity, integrating
sustainable practices can enhance brand image and appeal to eco-conscious travelers. Butler
suggests that luxury hotels can implement sustainability initiatives - such as energy efficiency,

waste reduction, and community engagement - without compromising guest satisfaction.

3.2.  The Role of Environmental Management in Luxury Hotels

Bohdanowicz and Zientara (2020) analyze the adoption of environmental management practices
within the luxury hospitality industry. Their research reveals that luxury hotels increasingly
incorporate sustainable practices such as water conservation, waste management, and the use of
renewable energy to reduce their environmental footprint. These practices not only benefit the

environment but also lead to cost savings and improved operational efficiency.

3.3.  Guest Perceptions of Green Practices in Luxury Hotels

Robinot and Giannelloni (2019) found that guests of luxury hotels are becoming more aware of
environmental issues and increasingly expect sustainable practices as part of their
accommodation experience. Their research shows that while guests appreciate luxurious
amenities, they also value eco-friendly initiatives such as organic toiletries, energy-efficient
lighting, and sustainably sourced materials. Hotels that successfully integrate these practices can

enhance guest satisfaction and foster loyalty.



3.4.  Challenges in Implementing Sustainability in the Luxury Hospitality Sector

Jones, Hillier, and Comfort (2021) examine the challenges luxury hotels face when adopting
sustainable practices. Their research identifies several barriers, including high initial costs,
resistance to change, and the perception that sustainability might detract from the luxury
experience. However, the study argues that with careful planning and a strong commitment to
sustainability, these challenges can be overcome, leading to long-term benefits for both the

environment and the business.

3.5.  Sustainability as a Competitive Advantage in Luxury Hotels

Sloan, Legrand, and Chen (2022) argue that sustainability can serve as a competitive advantage
in the luxury hotel industry. Their study highlights that luxury hotels adopting and promoting
sustainable practices can differentiate themselves from competitors, attract eco-conscious
travellers, and enhance their brand reputation. The study recommends that luxury hotels focus on
energy conservation, sustainable building practices, and local community involvement to build a
strong, sustainable brand.

3.6. Research Gap

The literature reviewed underscores the importance of green technologies and the need for
sustaining them in the hospitality industry. However, there is a notable lack of material directly

addressing the specific context of this study, thereby validating the need for this research.

3.7. Methodology

Research Design: The study employs a qualitative or mixed-methods approach.

Sample: The sample includes hotel managers, sustainability experts, and tourists in Wayanad,
surveyed or interviewed for their insights.

Data Collection Methods: Data are gathered through on-site visits, interviews, surveys, and the
review of existing data on energy use, waste management, and related practices.

Data Analysis: Thematic analysis is applied to qualitative data, while statistical analysis is used
for quantitative data.

Ethical Considerations: The study ensures confidentiality and informed consent during

interviews and surveys to maintain ethical standards.



4. OBJECTIVES

1.To document the use of green technologies in the accommodation sector.

i1.To identify the current green technologies implemented within Wayanad's hospitality sector.
ii1. To assess the effectiveness of these technologies in enhancing sustainability.

iv.To identify the barriers to adopting green technologies.

v.To offer suggestions and solutions for the identified challenges.

5. NEED FOR STUDY

Green technologies provide a promising pathway for enhancing energy efficiency, reducing
waste, and conserving water, all of which are critical to maintaining Wayanad’s ecological
integrity. However, the application of these technologies within the region's hospitality sector
remains under- explored. There is a pressing need to understand how these innovations can be
effectively integrated into local practices to ensure that the benefits of tourism do not come at the
expense of the environment. This study aims to address this gap by exploring the potential of
green technologies to transform Wayanad’s hospitality industry into a model of sustainable

development.

6. STATEMENT OF PROBLEM

Despite the well-recognized importance of sustainability in tourism, the hospitality sector in
Wayanad has been slow to adopt green technologies that could significantly reduce its
environmental impact. This slow pace of implementation raises concerns about the long-term
sustainability of the industry, particularly in a region as ecologically sensitive as Wayanad. The
problem is not only the lack of widespread adoption but also an insufficient understanding of the
specific challenges and opportunities associated with integrating these technologies in a rural and
biodiversity-rich environment. This study seeks to address these issues by investigating the
barriers to and benefits of adopting green technologies in Wayanad's hospitality sector, with the
aim of developing strategies that promote sustainable practices while ensuring the industry’s

economic viability.



7. GREEN TECHNOLOGIES

Green technologies encompass a range of innovations aimed at steering society toward a
sustainable future. These advanced methods and tools are designed to minimize the
environmental footprint of human activities, contributing to efforts to combat climate change,
conserve natural resources, and promote sustainability across various sectors. These technologies
are crucial for transitioning to a more sustainable economy and society. Key green technologies
include:

7.1.  Green Building Designs

Green building designs utilize local materials, renewable energy sources, and water conservation
methods to maintain ecological balance and reduce the environmental footprint of new
constructions. These designs emphasize harmonizing with the natural surroundings.

7.2.  Waste Management

Effective waste management systems are essential for reducing pollution and preserving natural
resources for future generations. These systems include recycling, composting, and proper waste
treatment to minimize environmental impact.

7.3.  Water Conservation

Wayanad’s delicate network of rivers and limited groundwater reserves make sustainable water
use practices essential. Rainwater harvesting and greywater recycling are vital for maintaining
the natural flow of rivers and streams and preserving aquatic ecosystems.

7.4.  Energy Efficiency

Utilizing renewable energy sources like solar and wind power reduces reliance on non-renewable
resources, thereby lowering carbon emissions. Energy-efficient buildings and transportation
options further contribute to minimizing environmental impact.

7.5.  Conservation of Natural Habitats

Protecting and restoring natural habitats, such as forests and wetlands, is crucial for preserving
biodiversity. Eco-friendly infrastructure should be designed to avoid disrupting wildlife corridors
and sensitive areas, ensuring that tourism development does not compromise ecological integrity.
7.6.  Community Involvement

Engaging local communities in eco-friendly tourism initiatives fosters a sense of ownership and
responsibility. When locals are involved in conservation efforts, they help ensure that tourism

activities align with the region's environmental and cultural values.



8. ANALYSIS OF GREEN TECHNOLOGIES AT LUXURY HOTELS IN WAYANAD
a. Energy Resources used in Luxury Hotels at Wayanad

Table 1: Type of Energy Resources used in Luxury Hotels of Wayanad

Serial Type of Energy Resources Frequency Percentage
Number

1 Conventional Grid Electricity 6 100%

2 Natural Gas, Biomass & Bio fuels 1 16.67%

3 Diesel & other fuels 5 83.33%

4 Solar Energy 3 50%

Source: Primary Data

The findings from Table 1suggest that all the six hotels studied rely on conventional grid energy,
making it the most universally utilized resource, representing 100% of the sample. Diesel and
other fuels is the second most common energy source, with 83.33% of hotels (five out of six)
using it to meet their energy needs. Solar energy has been adopted by three hotels, accounting for
50% of the sample, indicating a moderate level of integration of renewable energy. Natural gas is
the least used energy resource, with only one hotel (16.67%) incorporating it into their energy
mix.Overall, the findings suggest that while conventional and diesel energy remain dominant,
there is a growing interest in renewable energy sources, as evidenced by the adoption of solar

energy in half of the hotels surveyed.

b. Green Technologies implemented in Luxury Hotels at Wayanad

Table 2: Type of Green Technologies implemented in Luxury Hotels at Wayanad

Serial Number Type of Green Technologies in use Frequency  Percentage



Serial Type of Green Technologies in use Freque Percentag
Number ncy e

1 Solar Power 3 50%

2 Rainwater harvesting 4 66.67%

3 Greywater recycling 3 50%

4 Energy efficient lightings (LEDs) 5 83.33%

5 Waste Management & recycling 6 100.00

6 Composting Organic Wastes 2 33.33%

7 Sustainable building materials 1 16.67%

8 Electric Vehicle (EV) Charging 3 50%

Source: Primary Data
Table 2 details the green technologies implemented in luxury hotels at Wayanad. The data
indicates that hotels are actively adopting various green technologies, with the most widely

implemented

practices being waste management and recycling (100%) and energy-efficient lighting (83.32%).
Rainwater harvesting is also a popular choice, adopted by 66.67% of the hotels.

Solar power, grey water recycling, and EV charging stations are implemented by half of the
hotels (50%), showing a balanced focus on renewable energy and sustainable water and
transportation practices. Composting organic waste is less common, with 33.33% adoption,
while the use of sustainable building materials is the least implemented, at 16.67%. This suggests

a strong commitment to environmental sustainability in certain areas, particularly waste



management and energy efficiency, while other technologies like composting and sustainable
building materials are less widespread, possibly due to higher costs or implementation
challenges.

C. Motivations for implementing Green technologies in Luxury hotels of Wayanad

Graph 1: Motivations for implementing green technologies in Luxury hotels of Wayanad
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Source: Primary Data

The data reveals that the primary motivation for hotels to implement green technologies is to
enhance their marketing and brand image, with 5 out of 6 hotels ranking it as their top reason.
Reducing operational costs and fulfilling environmental responsibilities are equally important,
chosen by four hotels each, indicating that these motivations are intertwined. Guest demand for
sustainable practices is also a significant driver, chosen by three hotels, followed by compliance
with regulations, which seems to be a lesser priority. This suggests that hotels are primarily
motivated by factors that directly impact their public image and financial performance, with
environmental responsibility and regulatory compliance also playing important but secondary
roles.

d. Energy Consumption currently covered by Renewable Energy Sources

The analysis of energy consumption covered by renewable energy sources in hotels reveals a
varied landscape. According to the survey data, the majority of respondents fall into the lower
end of the spectrum, with two hotels indicating that only 0-10% of their energy consumption is
covered by renewable sources. This suggests that for many establishments, the integration of
renewable energy is still in its early stages. Similarly, another two hotels report that 11-30% of

their energy needs are met through renewable sources. This indicates a moderate level of



adoption, where some efforts have been made to incorporate renewable energy, but it has not yet
become a dominant part of their energy strategy.

Only one hotel reports a higher range of 31-50% of energy consumption being covered by
renewable energy sources, suggesting a more substantial commitment to sustainable energy
practices. However,

it’s important to note that this level of adoption is less common, reflecting the challenges or
limitations in achieving higher percentages of renewable energy use. Lastly, one respondent
indicated that the use of renewable energy is not applicable to their operations, which could point
to either a lack of feasibility or interest in implementing such solutions. Overall, the data shows
that while there is some progress in the adoption of renewable energy in hotels, it remains a
gradual process, with most establishments still relying heavily on non-renewable sources.

Pie chart 1: Energy Consumption currently covered by Renewable Energy Sources

Energy Consumption covered by Renewable Sources
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Source: Primary Data
e. Challenges faced in implementing Green technologies

In analyzing the challenges faced by hotels in implementing green technology, it becomes
evident that multiple factors contribute to the complexity of this transition. Interestingly, the
survey data reveals that while all challenges are significant, two particular obstacles stand out
slightly more than the others: the lack of technical expertise and the limitations in the availability
of resources. These were identified as the most pressing issues, indicating that hotels may
struggle with the knowledge and tools necessary to effectively integrate green technologies into
their operations.

Close behind these concerns are the high initial costs associated with adopting green technology.

This suggests that the financial barrier is still a critical consideration for many hotels, potentially



deterring them from taking the leap towards more sustainable practices. Following this are
challenges related to guest resistance and a lack of government support, which highlight the need
for better communication and policy incentives to encourage both hoteliers and guests to
embrace environmentally friendly technologies. The least concerning factor, according to the
survey, was maintenance and operational challenges. This could imply that once the technology
is implemented, maintaining and operating it is not as daunting as initially expected, or that it’s a
lesser concern compared to the hurdles faced at the outset. Overall, while the challenges are
varied, the emphasis on technical expertise and resource availability underscores the need for
targeted support and education to help the hospitality industry move towards greener operations.

Graph 2: Challenges in implementing green technologies in Luxury hotels of Wayanad
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f. Support resources required for adopting more green technologies:

The analysis of the support resources needed by hotels to implement more green technology
highlights a clear priority among the respondents. An overwhelming majority, five out of six
hotels, identified financial incentives and support as the most critical resource. This indicates that
financial considerations remain a significant barrier to adopting green technologies, and targeted
financial aid or subsidies could be the most effective way to encourage further implementation.
In the second tier of priorities, guest education and awareness, government regulations and
guidelines, and training programs for staff were all ranked equally. This suggests that alongside

financial support, hotels recognize the importance of educating their guests, receiving clear



governmental direction, and ensuring that their staff is well-trained to manage and operate green
technologies. These factors are seen as essential for a successful and sustainable integration of
green practices. Technical assistance and partnerships with environmental organizations were
ranked last. This may indicate that while technical expertise and collaboration with
environmental bodies are valuable, they are considered less immediate or pressing compared to
financial and educational support. Overall, the data underscores the need for a multifaceted
approach to supporting hotels in their green technology efforts, with a strong emphasis on
financial aid as the key enabler.

Graph 3: Support required for adopting more Green technologies in Luxury hotels of Wayanad
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9. FINDINGS & SUGGE TIONS

In response to the increasing demand for sustainable tourism, several star hotels in Wayanad
have begun to integrate green technologies into their operations. Situated within a region
renowned for its natural beauty, these hotels understand the need to minimize their
environmental impact while providing premium services. The following green technologies and

practices are currently being implemented:

1. Energy Efficiency:

Star hotels in Wayanad are adopting energy-efficient solutions, including LED lighting, solar



panels, and smart HVAC systems. These technologies significantly reduce energy consumption
and carbon footprints. Solar water heating systems are widely used, offering a renewable energy

source for daily operations.

2. Water Conservation:

Given Wayanad’s water scarcity, star hotels have introduced water-saving measures such as
low-flow showers and taps, alongside greywater recycling systems. Rainwater harvesting is
commonly

practiced, allowing hotels to repurpose rainwater for non-potable uses like irrigation and laundry.
3. Waste Management:

Effective waste management practices are becoming standard. Initiatives include com waste,
implementing recycling programs, and reducing single-use plastics. Some hosting organic hotels
convert organic waste into biogas, further | wering their environmental impact.

4. Sustainable Architecture:

New hotels are embracing sustainable architectural practices by using locally sourced materials,
eco- friendly construction techniques, and designs that maximize natural light and ventilation.
These measures not only reduce the environmental impact during construction but also enhance
the energy efficiency of the buildings in the long term.

5. Eco-friendly Amenities:

Hotels are increasingly offering eco-friendly amenities such as natural toiletries, reusable water
bottles, and cloth bags. On-site organic gardens that supply fresh produce to hotel restaurants
ensure that guests enjoy locally sourced, sustainable meals. These practices not only help
preserve Wayanad’s natural environment, but also attract eco-conscious travellers. By
incorporating these green technologies, star hotels in Wayanad are demonstrating how luxury and
sustainability can coexist, advancing the region's reputation for sustainable tourism.
RECOMMENDATIONS:

1. Expand Renewable Energy Adoption:

Hotels should explore additional renewable energy sources, such as wind power or expanded
solar installations. Strategic partnerships with local renewable energy providers and government

incentives could support this expansion.



2. Enhance Water Conservation Efforts:

Investment in advanced water-saving technologies, such as smart irrigation systems, can
optimize water use. Expanding greywater recycling and rainwater harvesting initiatives can
further mitigate water scarcity.

3. Optimize Waste Management Systems:

To further reduce environmental impacts, hotels should adopt comprehensive waste separation
and recycling strategies, particularly for electronic and hazardous waste. Collaboration with local
waste management services and environmental organizations could enhance these efforts.

4. Promote Sustainable Guest Engagement:

Introducing initiatives that involve guests in sustainability, such as eco-tours, workshops on
waste reduction, or organic cooking classes, can enrich the guest experience and promote
environmental awareness.

5. Ongoing Staff Development:

Continuous staff training in green technologies and sustainable practices is essential.
Empowering staff to participate in sustainability initiatives can foster a culture of environmental
responsibility within the hotel.

6. Strengthen Community and Environmental Partnerships:

Hotels should seek to deepen partnerships with local environmental organizations, community
groups, and governmental bodies. These alliances can offer technical support, share best

practices, and drive collaborative environmental initiatives.

7. Implement Sustainability Monitoring Tools:

Leveraging advanced tools to monitor and report on sustainability initiatives can provide
real-time data on energy and water use, waste generation, and other critical metrics. This will
facilitate continuous improvement and strategic planning

8. Pursue Recognized Green Certifications:

Achieving green certifications, such as LEED or EarthCheck, can validate the hotels’
sustainability efforts and serve as a valuable marketing tool to attract eco-conscious guests.

These certifications also provide a framework for continuous improvement.

By adopting these strategies, star hotels in Wayanad can solidify their commitment to



sustainability, leading to a more environmentally friendly hospitality sector that meets the
growing demand for responsible tourism.

10. CONCLUSION

Eco-friendly practices like green building designs, energy conservation through renewable
energy sources, and efficient water and waste management systems must be further integrated
into the hospitality sector. Emphasizing local sourcing of food and products, environmental
education, community engagement, sustainable transportation options, and adherence to
international sustainability certifications can substantially reduce the environmental footprint of
hotels in Wayanad. By implementing these best practices, hospitality providers can achieve
lower operational costs, attract eco-conscious travellers and strike a balance between economic
growth and environmental sustainability. Wayanad's hospitality industry has the potential to
become a model for sustainable tourism, contributing to both local economic resilience and

global environmental conservation efforts.
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Abstract

This study focuses on Corporate Governance of Hindustan Unilever Limited (HUL) fast moving
consumer good company Objective for the study is to Identify and Examine corporate governance of the
company and then suggest some of the best corporate governance practices in the company. The data
collected for the project includes Annual reports of the company for the year 2023-24, Shareholding
pattern and Stock exchange listing data and also the principles of the company. The research focuses on
board composition, ethical standards, risk management, and the integration of Environmental, Social, and
Governance (ESG) principles into business operations. The findings highlight HUL's commitment to high
ethical standards, robust risk management, and sustainability, contributing to its strong reputation as a
responsible corporate entity. Suggestions for improvement include enhancing board diversity, expanding
ESG reporting, and introducing regular independent evaluations to further strengthen governance
practices. This analysis provides insights that could be applicable to other companies within the Indian

industry, ensuring long-term value creation for stakeholders.

Keywords: Corporate Governance, Board of Directors, ESG, CSR, principles, consumers and supplier’s
pattern

Introduction

Corporate governance refers to the set of systems, principles, and processes by which a
company is directed and controlled. In the Indian context, corporate governance has gained
significant importance due to the increasing need for transparency, accountability, and ethical
business practices in companies. Aspects of corporate governance are mainly framework,
committee of the board, code of ethics, transparency and disclosure, shareholders, risk

management , corporate social responsibility (CSR), compliance with laws and regulations,
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performance evaluation, environmental social and governance (ESG) practices, stakeholder
management, succession planning. Moreover, corporate governance encompasses adherence to
regulatory requirements and industry standards, ensuring that the company operates within the
legal framework and maintains its social license to operate. Through these combined efforts,
corporate governance not only protects shareholder interests but also enhances corporate
reputation, fosters resilience, and contributes to the overall success and sustainability of the

company in the long term.

Hindustan Unilever Limited (HUL/ Company) is committed to operate and grow its
business in a socially responsible way. Our purpose is to make sustainable living commonplace.
It’s the foundation for our relationships and how we choose our resources. It shapes the value we
create for all our stakeholders. It governs our business model. We have long held the belief that
being a responsible, sustainable business makes a stronger, better business. The Compass
Commitments announced by the Company last year puts serving its stakeholders at the heart of
everything the business does. We are committed to the Unilever Compass strategy to create a

movement in which all our stakeholders will be part of building a better future.

While HUL has always been known for strong corporate governance driven by
transparency, accountability and ethical behaviour. The company is structured with a competent
board composition of majority independent directors that reflects the necessary spectrum and
balance for optimal decision making. HUL being one of India's most strait-laced followers
SEBI's Listing Obligations and Disclosure Requirements, its annual report is loaded with
elementary disclosures. Board committees, i.e. the Audit Committee, Nomination and
Remuneration Committee & CSR committee also have a crucial role to play in monitoring
various governance practices which pertain to financial reporting (Audit committee), executive
remunerations(Nomination and renumeration committee) etc. In a similar vein to the social
responsibility practice followed by Lever Brothers and P&G, HUL has always been focused on
ethics with practices such as its Code of Business Principles, a world class whistleblower policy
for prevention of harassment through mechanisms; While it also had an aspiration towards
sustainability via Unilever Sustainable Living Plan that included ESG principal implementation

within their business operations.



Objective
1. Identify the fundamental principles and frameworks of corporate governance.

2. Examine the corporate governance practices of selected industries to assess their effectiveness

and compliance with standards.

3. Identify best practices in corporate governance and suggest areas for improvement in the

chosen company's governance structure.
Review of Literature

A. C. Fernando (2012), this book provides a comprehensive overview of the evolution of
corporate governance in India, tracing its development from the early regulatory frameworks to
the contemporary practices shaped by SEBI (Securities and Exchange Board of India)
regulations. It highlights the challenges faced by Indian companies in adopting global
governance standards, including issues of transparency, board independence, and shareholder

rights.[1]

Shantanu Banerjee, S. Joshua, and M. Jaiswal (2017), this study examines the impact of major
corporate governance reforms in India, such as the introduction of Clause 49 by SEBI, on the
performance and behavior of Indian companies. It discusses the effectiveness of these reforms in
enhancing transparency, reducing fraud, and improving investor confidence. The paper also
highlights areas where the reforms have fallen short, particularly in smaller and family-owned

firms[2]

R. Ghosh and K. Chandrasekaran (2015), this research explores the relationship between board
composition and firm performance in Indian companies. It emphasizes the importance of having
a balanced board with a mix of independent and executive directors. The study finds that firms
with a higher proportion of independent directors tend to have better financial performance and

lower incidences of corporate fraud.[3]

A. Singh and R. Mishra (2016), this paper investigates the correlation between corporate
governance practices and firm value in the Indian context. It uses a sample of publicly listed
Indian companies and analyses various governance variables, such as board size, ownership

structure, and audit quality. The findings suggest that strong governance practices, particularly in



terms of board independence and audit committee effectiveness, are positively associated with

higher firm valuation.[4]

P. Roy and S. Sen (2018), this study examines the extent and quality of ESG disclosures among
Indian companies, focusing on the influence of corporate governance on sustainability reporting.
The research highlights that companies with better governance frameworks are more likely to
engage in comprehensive ESG disclosures. It also discusses the growing importance of
integrating ESG factors into the corporate governance practices of Indian firms to attract global

investors.[5]

K. Kumar and N. Singh (2014), this paper analyses the unique challenges of implementing
corporate governance in family-owned businesses in India. It discusses the conflicts between
family control and the need for professional management, as well as the difficulties in
maintaining board independence. The study offers insights into how these companies can
improve governance by adopting more formal structures and processes while respecting family

traditions and values.[6]
Data Collection

The researcher collected data from the secondary sources, annual reports published by HUL. The
annual reports include the description of frameworks , corporate governance overview and the

customers consumers details report
Discussions

A. Governance Mechanism

We follow structured governance procedures which comprise of a 3 (three) tier governance

mechanism.
1. Board of Directors

i. The Board monitors and reviews the performance and impact of the CG programmes,
provides input and guidance and satisfies itself that the CSR funds so disbursed are aligned to
the CG Policy of the Company and have been utilized for the purposes and in the manner as

approved by it. Further, the Board of the Company, upon recommendation of the CG



Committee, may proceed to commence any ongoing projects or classify an existing project as
an ongoing project in the circumstances beyond the Company’s control. If the required amount
to be spent by the Company may not be expended in its entirety in the relevant financial year,
the Company shall ensure due compliance with the necessary provisions under the Act
including reclassification of the project as ongoing project. Ongoing Project(s) shall have the

same meaning as provided under the Act read with rules.

i1. Chief Financial Officer (CFO) of the Company shall certify that the CG so disbursed have

been utilized for the purposes and in the manner approved by the Board.
I1. Committee of the Board

The Committee provides oversight and guidance on performance and monitors compliance
with the Policy, commitments and the applicable provisions and if required make necessary
recommendations to the Board, from time to time. The role and responsibilities of CG

Committee shall be as set out in the Act and the terms of reference of CG Committee.
IIIL. Periodic Monitoring by Leadership Team:

The Leadership team works with the Management Committee and meets periodically to discuss

the progress of our initiatives including implementation, funding etc of the CG projects.
A. Regulatory Framework

The Companies Act, 2013 together with the rules notified thereunder and Schedule VII
to the Act and circular(s) and notification(s) issued by the Ministry of Corporate Affairs
(MCA), from time to time (‘the Act’), provides a framework for companies to define the focus
areas in the CSR space. The law also guides companies to apply the scope as defined under
Schedule VII to the Act liberally to follow the law in letter and spirit. Further, the Act also
provides instructions on agencies eligible for implementation through which the companies
may spend its CSR expenditure. HUL’s CSR Policy, focus areas and the implementing agencies
shall therefore remain within the boundary set by the law. The provisions herein shall be read

in consonance with the Act.

B. Corporate Social Responsibility (CSR)



This Corporate Social Responsibility (CSR) Policy of the Company, as recommended
by the CSR Committee and approved by the Board of Directors (Board), outlines a clear
agenda through which we will continue to contribute to the community at large. The objective
of this Policy is to set the direction for the CSR activities of the Company by defining the
governance, implementation, and monitoring framework of the activities to ensure

effectiveness.

Our multi-stakeholder model is being embedded into the business completely, so the
business can continue to be a force for good. Our Compass strategy has a comprehensive and

ambitious set of commitments and actions to:

Improve the health of the planet;

Improve people’s health, confidence and wellbeing; and
Contribute to a fairer, more socially inclusive world.
Focused Areaz:s

As a responsible corporate citizen, the Company is committed to sustainable
development and inclusive growth and has been focusing on a wide range of issues in relation
to water conservation, health and hygiene, skill development, education, social advancement,
gender equality, empowerment of women, ensuring environmental sustainability and rural

development projects.
The Company has following focus areas for undertaking its CSR activities
1.Promoting Health & Hygiene and Nutrition

Promoting and encouraging healthy and hygienic habits; focus on nutrition; advocacy for
behaviour change; sanitation and cleanliness; waste management, collection and segregation;
providing necessary medical support through Telemedicine Centres, Mobile Medical Units,

Health Camps, etc.

2.Environmental Sustainability and Water Conservation including drinking water and creating

Eco Model Villages



Environmental sustainability, ecological balance, protection of flora and fauna, conservation of
natural resources, measures to prevent climate change and creating water positive, zero waste
to landfill and carbon neutral villages. Promoting water security, water use efficiency,
regenerative agriculture. Supporting awareness generation, innovation and incubation.
Supporting implementation for soil and moisture conservation in flagship government

programmes including National Rural Employment Guarantee Scheme (MGNREGS).
3.Rural Development, Skill Development, Entrepreneurship Development and Education

Strengthening rural areas by promoting and enhancing alternate livelihoods, empowering
women entrepreneurs, promoting gender equality, economic empowerment etc. Skill
development including employment enhancing vocational skills, entrepreneurship development

in skilling and in value chains; supporting business incubators.

Promoting education through special education and developing infrastructure of aanganwadi

centres, primary schools, etc
4. Disaster Response

Managing and responding to disasters, if any, measures for disaster recovery; undertaking

relief, rehabilitation and re-construction measures and activities.
Findings

. HUL upholds high ethical standards through its Code of Business Principles, which guides the

conduct of its employees, management, and board members. The company also has a robust
whistleblower policy that encourages reporting of unethical practices and ensures that such

reports are handled confidentially and without retaliation.
HUL integrates Environmental, Social, and Governance (ESG) principles into its business

strategy, with a particular focus on sustainability through the Unilever Sustainable Living Plan.
The company’s efforts in reducing its environmental footprint, promoting social welfare, and

ensuring ethical governance are well-documented in its sustainability reports.
. HUL has implemented a comprehensive risk management framework to identify, assess, and

mitigate risks that could impact its business operations. This framework includes regular



reviews and updates to address emerging risks, such as those related to cybersecurity and

sustainability.
Suggestions

To further strengthen Hindustan Unilever Limited's (HUL) corporate governance practices, it
would be beneficial to focus on enhancing board diversity and independence.

By increasing the diversity of the board—beyond gender to include a range of ages,
backgrounds, and expertises—HUL could bring in fresh perspectives and innovative ideas that
align with global best practices.

Additionally, appointing more independent directors with specialized knowledge in areas such
as digital transformation, sustainability, and emerging markets could provide the company with
valuable insights and strengthen its ability to navigate future challenges and opportunities.
HUL could also consider expanding the scope and transparency of its Environmental, Social,
and Governance (ESG) reporting. By providing more detailed metrics and long-term goals,
particularly in the social and governance aspects, the company would further demonstrate its

commitment to sustainability and responsible business practices.
Conclusion

The conclusion of this study is to comprehensively analyse and identify the corporate
governance practices implemented by Hindustan Unilever Limited (HUL) within the broader
context of the Indian industry. The study includes effectiveness of these practices in promoting
transparency, accountability, and ethical conduct, while also assessing how HUL’s governance
framework aligns with regulatory requirements and global best practices. It understands the
impact of HUL’s governance practices on its operational performance, stakeholder
relationships, and long-term sustainability, providing insights that could be applicable to other

companies within the Indian industry.

HUL also demonstrates a strong commitment to transparency and ethical conduct, with
comprehensive disclosures, adherence to SEBI regulations, and a proactive risk management
approach. The company integrates Environmental, Social, and Governance (ESG) principles

into its operations, reflecting its dedication to sustainability and long-term value creation.



These practices not only protect shareholder interests but also reinforce HUL's reputation as a

responsible and forward-thinking corporate entity.
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Abstract:
This paper explores the pivotal role of Hospitality HR and Learning Departments in fostering
employee e-learning within Coimbatore City’s hospitality sector. The study aims to investigate
current practices, challenges, and outcomes associated with e-learning initiatives tailored to
hospitality professionals in this region.
Methodologically, the research employs a mixed-methods approach, combining qualitative
interviews with HR and learning department representatives, alongside quantitative surveys of
hospitality staff. Data collection centres on identifying strategies used by HR departments to
promote and integrate e-learning, and the role of dedicated learning departments in designing and
delivering these programs.
Key findings highlight the significance of tailored e-learning programs in enhancing employee
skills, job satisfaction, and overall organizational performance within Coimbatore’s hospitality
industry. Challenges identified include technological infrastructure limitations and the need for
continuous adaptation to evolving educational needs.
Implications underscore the importance of strategic HR management and robust learning
department frameworks in leveraging e-learning as a tool for professional development in local
hospitality contexts. Recommendations include fostering a culture of continuous learning,
investing in technological resources, and aligning e-learning initiatives with organizational goals
to sustain competitive advantage and employee engagement in Coimbatore City’s hospitality
sector.
1. Introduction:
E-learning holds significant importance in the hospitality industry by offering flexible, accessible
training solutions tailored to the sector's unique needs. It enables hospitality professionals to
upskill and stay current with industry trends remotely, fostering continuous learning amidst

dynamic operational demands. This approach not only enhances employee knowledge and



performance but also improves service quality, guest satisfaction, and operational efficiency.

Moreover, e-learning reduces training costs and logistical challenges associated with traditional

methods, making it a sustainable solution for staff development across diverse hospitality

settings. As technology continues to evolve, embracing e-learning becomes pivotal in

maintaining competitiveness and adapting to changing consumer expectations, thereby

reinforcing its indispensable role in shaping the future of hospitality education and workforce

development.

The scope of the topic "Role of Hospitality HR and Learning Department in Employee

E-Learning with respect to Coimbatore City" focuses specifically on understanding how

hospitality HR departments and learning departments in Coimbatore City are leveraging

e-learning initiatives for employee development. This includes:

1.

Current Practices: Examining the existing strategies employed by HR departments in
Coimbatore's hospitality sector to promote and integrate e-learning programs.

Challenges and Opportunities: Identifying the unique challenges faced by hospitality
businesses in Coimbatore regarding e-learning implementation, such as technological
infrastructure and local educational needs. Also, exploring the opportunities presented by

e-learning to enhance employee skills and organizational effectiveness.

3. Role of Learning Departments: Investigating the role of dedicated learning departments
within Coimbatore's hospitality industry in designing, delivering, and assessing the
effectiveness of e-learning courses.

4. Impact and Outcomes: Assessing the impact of e-learning initiatives on employee
performance, job satisfaction, and overall business outcomes specific to Coimbatore City.

5. Recommendations: Providing practical recommendations for HR and learning
departments in Coimbatore to optimize e-learning strategies, overcome challenges, and
align with industry best practices.

Objectives of the Paper:
1. To Explore Current Practices: Investigate how Hospitality HR departments in

Coimbatore City are utilizing e-learning to enhance employee development and

organizational effectiveness.



2. To Examine Role of Learning Departments: Analyse the specific contributions of
Learning Departments in designing, delivering, and evaluating the impact of e-learning
programs within the hospitality sector of Coimbatore.

3. To Identify Challenges and Opportunities: Identify the challenges faced by hospitality
businesses in Coimbatore regarding e-learning implementation and explore opportunities
for improving the effectiveness of e-learning initiatives.

4. To Assess Impact on Employee Development: Evaluate the impact of e-learning
initiatives on employee skills, job satisfaction, and overall performance in Coimbatore's
hospitality industry.

5. To Provide Recommendations: Offer practical recommendations for Hospitality HR and
Learning Departments in Coimbatore to optimize their e-learning strategies and enhance
employee learning and development outcomes.

2. Literature Review:

E-Learning in Hospitality: Current Trends and Future Directions: This comprehensive
review discusses the evolution of e-learning in hospitality, emphasizing its role in workforce
development, guest service training, and operational efficiency improvements. It explores
technological advancements and their impact on learning outcomes.

The Effectiveness of E-Learning in Hospitality Training Programs: This study evaluates the
effectiveness of e-learning compared to traditional training methods in hospitality. Findings
suggest that e-learning improves learning retention, reduces training costs, and enhances
employee engagement through interactive and multimedia-rich content.

Challenges and Opportunities of E-Learning Adoption in Hospitality: Identifies barriers to
e-learning adoption in the hospitality sector, such as resistance to change among older employees
and concerns over data security. It highlights opportunities for leveraging e-learning to address
skill gaps and meet evolving customer expectations.

Impact of E-Learning on Employee Performance and Satisfaction in Hospitality: Analyzes
the impact of e-learning programs on employee performance metrics, including job proficiency,
customer service skills, and job satisfaction. It underscores the importance of tailored content
and continuous learning in enhancing employee morale and productivity.

E-Learning Platforms and Tools for Hospitality Training: Reviews various e-learning

platforms and tools specifically designed for hospitality training, such as virtual simulations,



mobile learning apps, and learning management systems (LMS). It discusses their features and

benefits in improving training accessibility and scalability.

E-Learning for Compliance Training in Hospitality: Explores how e-learning is used to

deliver compliance training in areas such as food safety, health regulations, and workplace safety

within the hospitality sector. It assesses the effectiveness of online modules in ensuring

regulatory compliance and reducing risks.

3. Methodology:

Coimbatore City presents a compelling choice as a study area for examining the role of HR and

Learning Departments in fostering employee development through e-learning within the

hospitality sector for several reasons:

1.

Emerging Hospitality Hub: Coimbatore has witnessed significant growth in the
hospitality industry, with a rising number of hotels, resorts, and service apartments
catering to both domestic and international tourists. This growth presents ample
opportunities and challenges in terms of employee training and development.

Diverse Workforce: The hospitality workforce in Coimbatore is diverse, encompassing
employees from various educational backgrounds and skill levels. Understanding how
e-learning can be tailored to meet the needs of this diverse workforce is crucial for
enhancing training effectiveness and employee satisfaction.

Technologically Savvy Environment: Coimbatore is known for its thriving industrial
and technological sectors. This environment fosters an inclination towards adopting
modern technologies, including e-learning platforms, which can facilitate the integration
of innovative training methods in hospitality settings.

Educational Institutions: Coimbatore hosts several educational institutions offering
courses in hospitality management and related fields. These institutions contribute to a
pool of potential talent and expertise in hospitality training and development, making the
city a fertile ground for exploring educational partnerships and initiatives.

Local Industry Insights: Conducting the study in Coimbatore allows for gathering
insights specific to the local hospitality industry dynamics, including regulatory
frameworks, cultural nuances, and economic influences. This localized understanding is

crucial for designing contextually relevant e-learning strategies.



6. Practical Implications: Findings from a study in Coimbatore can offer practical
implications and recommendations for HR and Learning Departments in similar
mid-sized cities facing comparable challenges in hospitality training and development.

Role of Hospitality HR in E-Learning:

The role of Hospitality HR in E-Learning is critical for the successful implementation and
effectiveness of e-learning programs. Here are the key roles that Hospitality HR plays in
e-learning:

1. Needs Assessment and Planning:

e Identifying Training Needs: Conducting needs assessments to identify skills gaps and
training requirements among employees.

e Setting Objectives: Defining clear learning objectives and outcomes that align with
organizational goals and employee development needs.

2. Content Development and Curation:

e Creating Relevant Content: Developing or sourcing e-learning content that is relevant
to the hospitality industry, including modules on customer service, operational
procedures, and compliance.

o Customization: Tailoring e-learning content to fit the specific needs of the hotel and its
workforce.

3. Technology Implementation:

o Selecting E-Learning Platforms: Choosing appropriate e-learning platforms and tools
that are user-friendly and accessible to all employees.

o Technical Support: Providing technical support to ensure smooth implementation and
use of e-learning systems.

4. Facilitating Access and Participation:

e Ensuring Accessibility: Making sure that e-learning resources are accessible to all
employees, regardless of their role or location within the hotel.

e Encouraging Participation: Motivating employees to participate in e-learning programs
through incentives, recognition, and clear communication of the benefits.

5. Monitoring and Evaluation:
e Tracking Progress: Monitoring employee progress and engagement with e-learning

courses through Learning Management Systems (LMS).



e Assessing Effectiveness: Evaluating the effectiveness of e-learning programs by
collecting feedback, conducting assessments, and analysing performance data.
6. Continuous Improvement:
e Updating Content: Regularly updating e-learning content to ensure it remains current
and relevant.
e Incorporating Feedback: Using feedback from employees to make improvements to the
e-learning experience and address any challenges.
7. Integration with HR Processes:
e Alignment with Career Development: Integrating e-learning with career development
plans and performance management processes.
e Onboarding and Orientation: Using e-learning as part of the onboarding process to
ensure new hires are quickly brought up to speed.
8. Supporting a Learning Culture:
e Promoting Lifelong Learning: Fostering a culture of continuous learning and
development within the organization.
o Leadership Support: Engaging leadership to support and advocate for e-learning
initiatives, demonstrating their importance to the organization.
9. Compliance and Certification:
e Ensuring Compliance: Developing e-learning modules that cover compliance training,
such as health and safety, hygiene standards, and legal requirements.
e Certification Programs: Offering certification programs to validate and recognize
employees’ skills and knowledge.
10. Collaboration with Other Departments:
e Cross-Functional Collaboration: Working with other departments to identify e-learning
needs and develop interdisciplinary training programs.
e Feedback Loop: Creating a feedback loop between HR, employees, and department
heads to continuously improve e-learning offerings.
Role of Learning Departments in E-Learning:
The role of Learning Departments in E-Learning within the hospitality industry is essential for
ensuring that e-learning programs are effective, engaging, and aligned with the organization's

goals. Here are the key roles and responsibilities of Learning Departments in e-learning:



1. Design and Development of E-Learning Content:

Curriculum Development: Creating a structured curriculum that addresses the specific
needs and skills required in the hospitality industry.

Content Creation: Developing interactive and multimedia-rich e-learning modules that
cater to various learning styles.

Content Curation: Sourcing and curating relevant third-party content to supplement

internally developed materials.

2. Technology and Platform Management:

Platform Selection: Choosing the right Learning Management System (LMS) or
e-learning platform that meets the organization's needs.

Integration: Ensuring seamless integration of the e-learning platform with other HR and
operational systems.

Technical Support: Providing ongoing technical support to users and troubleshooting

any issues with the e-learning platform.

3. Facilitation and Delivery:

Blended Learning: Combining online learning with traditional classroom training to
create a blended learning experience.

Instructor-Led Training: Offering virtual instructor-led training sessions to complement
self-paced e-learning modules.

Resource Availability: Ensuring that all necessary learning resources, such as videos,

quizzes, and interactive simulations, are available and easily accessible to learners.

4. Engagement and Motivation:

Interactive Learning: Designing engaging and interactive e-learning experiences that
keep learners motivated.

Gamification: Incorporating gamification elements, such as badges, leader boards, and
rewards, to enhance learner engagement.

Feedback Mechanisms: Implementing feedback mechanisms to gather learner input and

make necessary adjustments to the content.

5. Assessment and Evaluation:

Pre- and Post-Training Assessments: Conducting assessments before and after training

to measure knowledge gain and training effectiveness.



Performance Metrics: Tracking key performance metrics, such as course completion
rates, assessment scores, and learner satisfaction.
Continuous Improvement: Using data and feedback to continuously improve e-learning

content and delivery methods.

6. Personalization and Adaptation:

Learning Pathways: Creating personalized learning pathways based on individual
learner needs and career goals.
Adaptive Learning: Implementing adaptive learning technologies that tailor content and

assessments to the learner’s progress and performance.

7. Support and Guidance:

Mentorship Programs: Establishing mentorship programs to provide learners with
additional support and guidance.

Learning Communities: Facilitating online learning communities and discussion forums
to encourage peer-to-peer learning and knowledge sharing.

Help Desks: Setting up help desks or support channels for learners to ask questions and

get assistance.

8. Compliance and Certification:

Regulatory Training: Ensuring that e-learning content meets regulatory requirements
and standards specific to the hospitality industry.
Certification Programs: Offering certification programs to validate and recognize the

completion of training modules and acquired skills.

9. Collaboration with HR:

Alignment with HR Goals: Collaborating with HR to ensure that e-learning initiatives
align with the organization's overall HR strategy and goals.

Employee Development Plans: Integrating e-learning with employee development plans
and career progression frameworks.

Feedback Loop: Establishing a feedback loop with HR to continuously improve the

relevance and effectiveness of e-learning programs.

10. Promoting a Learning Culture:

Continuous Learning: Encouraging a culture of continuous learning and development

within the organization.



Leadership Engagement: Engaging leadership to advocate for and support e-learning
initiatives, highlighting their importance to organizational success.
Awareness Campaigns: Conducting awareness campaigns to promote the benefits of

e-learning and encourage participation.

Successful E-Learning Initiatives and Their Impact on Employee Performance and

Satisfaction

1. Marriott International s Marriott Global Source (MGS):

Initiative: Marriott Global Source is an extensive e-learning platform offering a variety
of courses on topics such as customer service, leadership development, and operational
excellence.

Impact on Performance: Enhanced employee skills and knowledge, leading to
improved guest satisfaction scores and operational efficiency.

Impact on Satisfaction: Employees reported higher job satisfaction due to the

availability of continuous learning and career development opportunities.

2. Hilton World wide's Hilton University:

Initiative: Hilton University provides employees with access to a wide range of
e-learning modules covering technical skills, brand standards, and personal development.
Impact on Performance: Increased employee proficiency in brand standards and
procedures, resulting in consistent service quality across locations.

Impact on Satisfaction: Employees felt more empowered and valued, leading to higher

engagement and retention rates.

3. Accor’s Accor Academy:

Initiative: Accor Academy offers a comprehensive suite of e-learning courses tailored to
different job roles within the organization, focusing on hospitality excellence and
leadership development.

Impact on Performance: Improved operational performance and leadership capabilities,
contributing to better management practices and customer experiences.

Impact on Satisfaction: Employees appreciated the tailored learning paths and

opportunities for career advancement, leading to increased motivation and loyalty.



4. IHG (InterContinental Hotels Group) Merlin:

e Initiative: Merlin is IHG’s global e-learning platform that includes courses on IHG brand
knowledge, customer service excellence, and compliance training.

e Impact on Performance: Standardized training ensured consistency in service delivery
across different regions, enhancing overall guest satisfaction.

e Impact on Satisfaction: Employees benefited from a structured learning environment
and clear career progression, resulting in higher job satisfaction.

5. Hyatts Hyatt Learning and Development Program:

e [Initiative: This program offers a range of e-learning courses, including leadership
development, operational training, and wellness initiatives.

e Impact on Performance: Enhanced leadership skills and operational knowledge among
employees, leading to better team performance and guest experiences.

e Impact on Satisfaction: Employees valued the emphasis on personal growth and
wellness, which contributed to a positive work environment and higher employee
well-being.

6. Ritz-Carlton s Leadership Centre:

e Initiative: The Ritz-Carlton Leadership Centre provides e-learning and training programs
focused on the company’s Gold Standards and service excellence.

e Impact on Performance: Consistently high levels of service quality and guest
satisfaction due to rigorous and standardized training.

e Impact on Satisfaction: Employees felt a strong sense of pride and purpose, which
translated into high levels of engagement and loyalty.

Common Elements of Successful E-Learning Initiatives:

o Customized Content: Courses are tailored to the specific needs and roles within
the organization, ensuring relevance and practical application.

o Interactive and Engaging Formats: Use of multimedia, simulations, quizzes,
and gamification to make learning more engaging and effective.

o Continuous Learning Opportunities: Provision of ongoing training and
development programs to support career growth and skill enhancement.

o Accessible and Flexible Platforms: E-learning platforms are accessible anytime,

anywhere, allowing employees to learn at their own pace and convenience.



o Support and Resources: Availability of technical support, mentorship programs,
and learning communities to assist employees in their learning journey.

o Recognition and Rewards: Programs that recognize and reward employees for
completing courses and achieving milestones, boosting motivation and
engagement.

Impact on Employee Performance and Satisfaction:
1. Improved Job Performance:

o Employees gain the necessary skills and knowledge to perform their roles more

effectively, leading to better operational performance and customer service.
2. Higher Engagement and Motivation:

o Access to continuous learning and development opportunities keeps employees

engaged and motivated, reducing turnover rates.
3. Career Growth and Development:

o Structured learning paths and certification programs support career advancement,

leading to higher job satisfaction and loyalty.
4. Consistency in Service Quality:

o Standardized training ensures that all employees deliver consistent service quality,

enhancing overall guest satisfaction and brand reputation.
5. Employee Empowerment:

o Employees feel more empowered and confident in their roles, contributing to a
positive work environment and stronger team dynamics.

By implementing effective e-learning initiatives, hospitality organizations can significantly
enhance employee performance, satisfaction, and retention, ultimately leading to better service
delivery and business success.
Conclusion:

e Summarize the key findings from the study.

e Reiterate the significance of e-learning for hospitality HR and learning departments.

e Discuss potential future research directions in this area.
Key Findings from the Study: 'Role of Hospitality HR and Learning Department in
Employee E-Learning with respect to Coimbatore City'

1. Critical Role of E-Learning:



o E-learning is essential for continuous skill development and maintaining high
service standards in Coimbatore's hospitality sector.
2. HR's Contributions:
o Needs Assessment: HR identifies training needs and skill gaps.
o Customization: HR collaborates with learning departments to tailor e-learning
content.
o Support: HR motivates and supports employees in their e-learning journeys.
3. Learning Department’s Contributions:
o Content Creation: Focus on engaging and interactive e-learning modules.
o Technology Management: Ensures e-learning platforms are accessible and
user-friendly.
o Continuous Improvement: Regularly updates content based on feedback and
industry trends.
4. Employee Benefits:
o Flexibility: E-learning offers learning at their own pace.
o Skill Enhancement: Access to a variety of training modules.
o Career Development: Structured learning paths and certification support career
growth.
5. Performance and Satisfaction:
o Improved Performance: Active participation leads to better job performance.
o Increased Satisfaction: Continuous learning boosts job satisfaction and
engagement.
6. Challenges:
o Technological Barriers: Limited access to devices and internet.
o Self-Motivation: Issues with motivation and time management.
o Content Relevance: Ensuring content applicability to job roles.
7. Recommendations:
o Accessibility: Provide necessary technological resources.
o Interactive Content: Enhance engagement through multimedia.
o Blended Learning: Combine e-learning with traditional methods.

o Feedback Mechanisms: Gather insights to improve programs continuously.



Impact on Organizations:

e Consistency: Maintains service quality across locations.

o Cost-Effective: Reduces training costs.

e Retention: Higher employee satisfaction and career development lead to better retention.
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Abstract

Basically, global hospitality labour shortages are now a big problem for businesses around the
world. In Spain, the hospitality industry had from February 2020 until February 2022 a 5.5% fall.
The role of Hotel Managers is about the change forever into a hybrid role, including more skills
absorbed from HR managers, psychologists, Tech Geeks, and even university Deans. The fact is
that understanding a new generation of workers and the process of digital transformation
accelerated by the pandemic has changed the whole game. Whether you’re an HR manager or a
Hotel Manager it’s wise to keep your ear to the ground and adapt your HR strategies when new
HR trends fire up. It's likely that you spent the most of 2022 being bombarded with information
about how the workplace has changed. The truth is that in 2023, HR leaders will still face similar
questions, especially with a challenging macro environment due to rising inflation, talent scarcity
and global supply constraints. For this reason, HR directors must manage investments in people
and technology while fostering a positive employee experience and transforming HR to be more
automated. It helps to know what the HR Priorities for 2023 are, in this case.

INTRODUCTION

The hospitality industry took a $500 billion hit during the first year of the pandemic. Recovery
has been a slow and steady climb. Now, people are getting out and enjoying themselves at
pre-pandemic levels, and even higher. In 2023, hotels are on course to book 1.3 billion rooms.
And after lagging behind leisure seekers, business travel is back to 98% of what it was in 2019.

According to a study by Gartner, which surveyed 800 HR professionals spread out in 60
countries, leadership/managerial effectiveness and organisational/change management are the
foremost priorities and challenges for HR leaders in 2023. Closing the top five list are employee
experience, recruiting, and the future of work. Although it may initially appear that HR leaders
have minimal influence over these factors, a focus on internal variables might enable HR to
define its priorities in 2023.

In this review, we share insights on few of the top HR trends that hospitality leaders may have to.


https://www.shrm.org/shrm-india/pages/the-big-shifts-driving-workplace-evolution-of-the-future.aspx
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Financial Wellbeing of Employees

In what is likely to be yet another turbulent year for the economy and the labour market, making
sure employees feel appreciated will be key for HR leaders. With the ongoing cost-of-living
crisis, most employees continue to express that their income is not keeping pace with inflation.
To reduce the risk of losing talent, compensation reviews, pay parity, and benchmarking are
likely to be primary concerns for HR leaders in 2023.

Flexible Work Options

Even if we are now well established in the realm of hybrid work, the concept of flexible working
will likely continue to expand. Hospitality hiring is likely to continue to struggle, meaning
hotel/restaurant businesses that give employees more freedom in terms of where, when, and even
how they work may score better in attracting talent.

Personal and Career Development

In 2023, HR will put more emphasis on both personal and professional growth for employees.
Specifically, there will be more efforts geared at employee career growth plans in line with their
specific needs and aspirations. Employers will empower their people to learn in a way that is
suitable for them, which could encompass on-the-job learning, online instruction, classroom
training, or a hybrid strategy.

Talent Attraction and Recruitment

Although finding the right skill set to fill hospitality jobs has been a consistent trend, the Gartner
survey also indicates that organisations anticipate increased talent competition over the next six
months. According to Gartner, 46% of HR leaders say that hiring new employees is their top
goal for 2023. Given the skills scarcity in the travel and leisure sector, employees have a new set
of preferences and priorities with which they'll gauge their level of professional satisfaction. HR
leaders’ attention will likely be on matching talent with business outcomes.

Technology in HR

The degree of technology adoption within the hotel industry will have the biggest impact on two
areas of HR. Firstly, based on your company’s strategic direction, the employee to guest ratio
will change: augmented luxury will have larger employee to guest ratios. Organisationally
speaking, reporting relationships will flatten as some management responsibilities will be taken
up by technology. Secondly, due to the increased use of technology and the altered employee to
guest ratios, employee responsibilities will be modified. The pandemic has accelerated the usage
of QR codes in restaurants, which has modified the job of waiting staff. The adoption of
contactless and table top payment methods also influences how a server's work is defined. These
technological changes highlight the potential changes in the numbers, functions, and skill sets of
hospitality workers.


https://www.forbes.com/sites/qai/2022/10/01/us-wage-growth-fails-to-keep-up-with-rising-prices-for-17-consecutive-months/
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Attribute-Based Selling (ABS)

Attribute-Based Selling (ABS) is becoming much more popular, especially in hotels. It is a
model which allows guests to have an a la carte experience by picking and choosing the
amenities they want to create a completely customized stay. For example, they can “build” their
own hotel room by selecting the features and criteria they want rather than picking between the
standard room options.

But to really create unique itineraries and curate guest experiences, the hospitality industry is
leveraging data. At every digital touch point, from a customer’s previous stay and anytime they
interact with the brand digitally, companies are collecting valuable information to shape a guest’s
journey. It creates consumer profiles to determine what a person wants from their experience and
the ability to deliver on that.

Hospitality Makes ESG a Priority

There is a growing demand, from consumers, employees, and governments, for hospitality to
operate with a lighter footprint. Companies are developing strategies around ESG
(environmental, social, and governance) to develop greener business practices and make socially
responsible decisions and investments.

The Continued Rise of Digital Transformation

Hospitality companies were well underway on their digital journeys when the pandemic began.
Then, it moved into overdrive. But to prioritize the safety of guests and staff, that digital stroll
accelerated to a full sprint with tools that enabled everything from contactless check-ins to
keyless entries to mobile payments.

Automation of Hospitality Workflows

Piggybacking on digital transformation, companies will continue to up their reliance on
automated processes and workflows for greater operational efficiency. With mobile-first
platforms, tasks like payroll, schedules, and open enrolment will be digitized. Workers can
use chat bots over their devices to ask questions and will have direct access to essential
information.

Hospitality HR teams have a big job in front of them - filling the massive gap in the hospitality
workforce. Digital platforms will automate HR tasks so personnel can focus on talent acquisition
and on-boarding, retention, and the employee experience. Simplifying and streamlining the
complex, time-consuming on-boarding process speeds up time to productivity for new hires and
secures their engagement sooner.

Building a Resilient Workforce

Hospitality’s #1 problem right now is a shortage of staff. And it’s not going to go away without
authentic strategies that support the industry’s frontline workers.


https://www.beekeeper.io/blog/benefits-communication-get-higher-open-enrollment-participation/
https://www.beekeeper.io/blog/chatbots-simplify-hotel-operations/
https://hospitalitytech.com/tapping-technology-attract-your-workers-back
https://www.beekeeper.io/blog/onboarding-process/

Across industries, hospitality took the biggest hit to their labour force during the pandemic.
Burnout reached an all-time high and workers had the downtime to really explore what they
wanted out of life and a career.

Following are few suggestions on how to tackle HR priorities and challenges going forward:

e Conduct Employee Research: It's crucial to have regular conversations with your staff
to find out what they want, develop a strategy, implement it and then get their reaction.
Regular employee research is important because of the evolving preferences of
employees.

e Train leaders and managers: Leaders and managers are central to delivering a
wholesome employee experience. Training managers is critical to prepare them to exhibit
humane and empathetic leadership within their teams.

e Rethink the reward system: Fine-tune the reward system to ensure your employees feel
valued for their contribution. With increased economic pressures, mind how your
employees are faring and assess how you can help them cope.

e Align recruitment with business needs: With competition for hospitality talent bound to
increase, hospitality HR leaders need to ensure recruitment of new employees aligns with
current business needs. Using data to drive hospitality recruitment, cutting-edge sourcing
of candidates and streamlined on-boarding will be key.

e Workforce planning: HR leaders need to have in place a strategy that ensures future
work demands (such as including unexpected disruptions) are taken care of through
effective workforce planning.

e Ramp up employee experience: Disengaged employees are uninterested in their jobs
and in the overall business performance. To avoid this, it's essential to identify the needs
of your staff and develop an employee value proposition that reflects those needs and
creates best-fit careers for employees.

Workers want more than a job these days. They want a long-term commitment. They want to
grow and move up in a company. It’s good for engagement, and it’s good for companies to hire
from within to create that operational continuity and institutional knowledge.

There is areskilling revolution happening across industries, but it’s desperately needed in
hospitality. A frontline success solution can host a learning management system for workers to
gain new skills that prepare them for management positions and beyond. And companies can
source hires from within to increase retention and extend the employee life cycle. Hospitality
Trends Signal a Strong, Digital Future

The hospitality trends that have emerged are based on a future powered by technology that will
deliver the data to help the industry move into this next era with resilience. They have insights


https://www.beekeeper.io/blog/frontline-future-reskilling-revolution/

into their workforce like never before and a pathway illuminated to building strong customer
relationships. Experience will be the name of the hospitality game, for customers and employees.
And the industry is ready to deliver.

Hospitality Hiring

Over the past few years, the hospitality industry has been faced with a unique set of challenges
affecting businesses’ bottom lines and employment trends. In an industry once struggling, the
hospitality industry is now projected to add 1.9 million jobs from 2021 to 2023, which accounts
for 23% of all projected new jobs added to the US economy. This would make the hospitality
sector the fastest growing of any sector, with an annual growth rate of 1.3%.

Here are a few key trends affecting the hospitality industry today.
Increasing demand for workers:

Some positions are in higher demand than others. The BLS data shows that the most in-demand
areas of hospitality include food and beverage services, amusement parks, arcades, and
performance arts companies. Roles in these areas tend to offer good opportunities for career
advancement and offer a mix of customer service, organizational, and managerial skills.

Rise of recruitment technology

Technology is rapidly changing the way that hospitality companies hire and manage their
employees. In the past, organizations have reported using more traditional methods such as
recruitment agencies. Currently, online job boards, applicant tracking systems (ATS), and social
media are all becoming more prevalent in the hiring process. According to data from a recent
Sterling Leadership Council, leading hospitality companies have reported a 50% increase in the
utilization of social media platforms to source candidates from 2021 to 2022.

Use of technology to streamline operations:

Many hotels and restaurants are using technology in their establishments to improve efficiency.
For example, hotels are now investing in self-service kiosks, mobile ordering systems, and room
automation systems. While this does cut labour cost, it also increases the demand for skilled and
experienced workers.

Flexible working arrangements:

With the rise of remote work, many hospitality workers are looking for flexible schedules. This
trend is being driven in part by the rise of the gig economy, which allows workers to choose
when and where they work. For the hospitality industry, this could mean that employees get
more flexibility around specific hours, rather than the traditional shift schedules.

Emphasis on Employee Retention:
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In a tight labour market, many hotels and restaurants are placing a greater emphasis on employee
retention to keep their best workers and reduce turnover. Now more than ever, hospitality
companies are reporting investing in employee development by having clear career paths,
mentors, and additional training.

The hospitality industry will continue to grow and adjust as it shifts to macroeconomic trends
and consumer demand. As it grows, Sterling can help you optimize your hiring process by
decreasing background screening turnaround times and streamlining your hiring process. You
can learn more about your hospitality offerings here.

Here are the expected trends to intensify hospitality in the fourth coming year.

People Analytics And Automation - Automation is here to stay but it will require specific skills
and investment, so make sure to prepare your staff and budget to survive during complex
economic times. More investment should be made in "People Intelligence" technology.

Employee Satisfaction and Retention - Employee retention is a serious issue in the hospitality
industry. According to a study by Cornell University’s School of Hospitality Management,
employee turnover costs hospitality companies thousands of euros per employee. For large hotel
companies with 500 employees with an industry-average turnover rate, employee turnover would
cost millions per year.

Investment in desk-less Workforce - According to a recent study, nearly 80% of the total
workforce globally is considered desk less. Think about this, on average, 80% of every single
worker doesn't have access to a computer or a corporate email.

Well-being and Mental health - As a result of the pandemic, dealing properly with employees’
needs and understanding employees' challenges could help to balance family and work demands,
improve their mental health, and reduce how this would negatively affect employee turnover
ratios for your hotel organization.

Workforce Education: Reskilling, Up skilling - Reskilling and Up skilling are two "new
business techniques" to promote talent management. The difference between up skilling and
reskilling lies in the objective of the training. Reskilling aims to teach your employees new
skills, while up skilling focuses on developing your employees’ existing skills. You could even
say that reskilling and up skilling are different sides of the same learning and development coin.

Automation, up skilling, and reskilling are here to stay. Mental health hasn't affected the
hospitality industry directly, yet. Investing in your hotel workforce can be the key to keeping
your employees in the next few months. This is essential, as your HR capital also has a direct
impact on your financial success.
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CONCLUSION

After a tough few years, the future looks bright for the hospitality industry. It’s safe to say that
hospitality will never be the same. But with disruption comes opportunity, and the path forward
-while different than it was - has led to new beginnings for the hospitality industry, new
hospitality trends, and a future powered by technology and innovation. After the review we
concluded that there will be a new wave ofsocial, educational, technological, and
economic changes in hospitality organizations. The pandemic and subsequent economic
downturn have had a significant impact on many industries and have changed them permanently.
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Abstract

E-learning is the fasting trend in the modern world. Many companies provide e-learning facilities
for their employees to improve the efficiency of employment. E-learning helps in the process of
teaching through computers and the Internet. The traditional teaching technique is perfectly
complemented by it.Technological changes and the growing availability of Internet Services
bring new possibilities. Combining text, audio, static images, and video makes sharing all kinds
of information and knowledge possible interestingly and effectively. The authors emphasize how
important it is for business people to have freedom of choice and flexibility so that everyone can
learn at their own pace, in the selected location and time.This paper examines the evolution and
significance of e-learning in modern workplaces, focusing on its role in employee training and
development. The paper discusses the advantages of e-learning, such as enhanced accessibility,
cost efficiency, and the ability to deliver consistent and personalized learning experiences. It also
addresses the challenges of e-learning, including technological barriers, digital literacy, and the
balance between work and personal life. Finally, the paper overviews the current trends and
future directions in e-learning, emphasizing its growing importance in workforce management
and digital transformation.

Keywords: E-learning, Technological advancement, Workforce management
1. Introduction

Electronic learning, or e-learning, is an innovative approach to employee training that uses
digital technologies to offer instructional materials. The process of utilizing information and
communication technology to design a learning environment that can be freely developed,
structured, and constructed with no restrictions is known as e-learning (Horton, 2006). Unlike
traditional classroom training, E-learning is a flexible and adaptable solution for businesses of all
sizes since it can be accessed from almost anywhere at any time.The development of e-learning
is directly related to technological breakthroughs and the rising need for individualized, mobile
learning experiences. Because smartphones, tablets, and high-speed internet are so widely
available, employees may now take part in training that fits their schedules and needs. This move
away from in-person training and toward virtual platforms is indicative of larger developments in
workforce management and digital transformation. An adaptable and scalable replacement for
traditional classroom training, e-learning, or electronic learning, uses digital technology to
provide employees with instructional content. Innovations in technology and the requirement for
ongoing training for staff members in a fast-paced work setting have made this approach more
popular. When learners have positive acceptance levels towards technology the quality of



learning or teaching be improved (Shu-Sheng Liaw, 2007).The paper highlights the evolution
and its relevance in the present century.

2. Background of the study & Evolution of E-Learning

A.

Early Stages of E-Learning

The concept of e-learning began in the late 20th century with the advent of computer-based
training (CBT). These early programs were often static and text-based, focusing primarily on
technical skills training. The introduction of the Internet in the 1990s facilitated the growth of
web-based training programs, which allowed for greater interactivity and accessibility
(Anderson, 2008).

Correspondence Courses (Early 20th Century): Correspondence courses, which let
students learn at home by mailing lectures and tasks, are where e-learning first emerged.
These served as the model for contemporary online learning.

Computer-Based Training (1980s): The introduction of CD-ROMs and software for
educational purposes coincided with the development of personal computers. During
this time, training began incorporating multimedia components, which increased the
interactive nature of learning compared to earlier approaches.

. The Integration of Multimedia and Interactive Content

As technology evolved, e-learning began to incorporate multimedia elements such as
videos, simulations, and interactive quizzes. These features enhanced engagement and
retention, making e-learning more effective than traditional training methods (Clark,
2016).

The Emergence of Mobile and Social Learning

The widespread adoption of smartphones and social media has further transformed
e-learning. Mobile learning (m-learning) allows employees to access training materials
anytime, anywhere, while social learning platforms facilitate collaboration and
knowledge sharing among peers (Ally, 2008).

Current Trends of E-learning

1. Blended Learning: Blended learning approaches, which combine online and in-person
training, are gaining popularity because they offer flexibility while preserving human
contact.

2. Microlearning: The goal of this strategy is to make it simpler for students to absorb
and remember knowledge by breaking up the subject into little, digestible portions.

3. Data Analytics: Data analytics is being used by educational institutions to monitor
student progress, forecast results, and enhance teaching methods.

4. Global Access and Inclusivity: There are continuous efforts to improve
underprivileged people's access to e-learning, particularly through programs that tackle
the digital divide.

3. Importance and benefits of e-learning

E-learning offers numerous benefits and importance for both employees and employers:



For employees;

o Flexibility: Employees can learn at their own pace and at a time that suits them,
which is particularly useful for balancing work and personal responsibilities.

o Accessibility: E-learning materials can be accessed from anywhere, allowing
employees in different locations or remote workers to participate in training.

o Personalized Learning: E-learning platforms often allow for personalized training
paths, enabling employees to focus on areas where they need improvement.

o Cost-Effective: It eliminates the need for travel and accommodation costs
associated with traditional training sessions.

o Up-to-date Content: E-learning allows for quick updates to content, ensuring that
employees are learning the most current information and skills.

o Retention and Engagement: Interactive and engaging content, such as videos,
quizzes, and simulations, can improve retention and keep learners engaged.

For employers;

0 Scalability: E-learning allows companies to train large numbers of employees
across different locations without logistical challenges.

o Consistency: Ensures that all employees receive the same training, maintaining
consistency in learning outcomes across the organization

o Cost Savings: Reduces the costs associated with traditional training methods,
such as instructor fees, travel, and printed materials

o Improved Performance: Continuous learning opportunities help employees to
improve their skills, which can lead to better job performance and productivity.

5. Challenges of e-learning

E-learning provides a lot of opportunities and benefits to employees but it includes several
challenges that are;

o Technological Barriers: E-learning platforms require a strong internet connection,
but not every employees has access to one. Compatibility issues such as mobile
devices, browsers, or operating systems add to these difficulties. All these reasons can
frustrate them, reduce their participation and interest, disrupt their learning process,
and eventually they drop out. Moreover, most of them go to learning resource centers
for technical support as they do not even have their own computers.

o Limited Interaction and Networking Opportunities: Traditional classroom training
provides opportunities for employees to interact and network with peers, which can
be limited in an e-learning environment. While social learning platforms attempt to
address this issue, the lack of face-to-face interaction can still be a drawback for some
learners (Pfeiffer.Bingham, 2010).

o Lack of Engagement and Motivation: E-learning requires a high level of
self-discipline and motivation from employees. Without the physical presence of an
instructor, some employees may struggle to stay engaged with the material. This can
lead to lower completion rates and reduced effectiveness of the training program.



o Work-Life Balance: Balancing e-learning with job responsibilities and personal life

can be challenging, potentially leading to stress and burnout.

o Digital Literacy: Employees may have varying levels of digital literacy, making it

difficult for some to navigate online learning platforms effectively.

7. Strategies for overcoming the challenges

(o)

Investment in Technology Infrastructure: To overcome technological barriers,
organizations should invest in robust IT infrastructure, including providing employees
with reliable internet connections and updated hardware. Regular maintenance and
upgrades can also prevent technological disruptions during e-learning sessions.
Additionally, offering technical support and training can help employees navigate the
digital tools required for their training

Simplified User Interfaces: Using e-learning platforms that have user-friendly
interfaces can reduce the burden on employees who may have limited digital skills.
Simplifying the navigation and accessibility of these platforms can make them more
inclusive

Social Learning Tools: Incorporate social learning features such as discussion forums,
chat functions, and virtual group projects to facilitate interaction and networking among
employees. These tools can simulate the collaborative environment of in-person training,
allowing employees to share knowledge and build professional relationships despite the
lack of physical presence

Gamification and Interactive Content: Incorporating gamification strategies such as
leaderboards, badges, and rewards can boost engagement by making learning more
interactive and competitive. Additionally, using multimedia content, such as videos,
quizzes, and simulations, can make the learning process more engaging and less
monotonous

Flexible Learning Schedules: Offering flexibility in e-learning schedules can help
employees balance their work, personal life, and learning responsibilities. This can be
achieved by providing asynchronous learning options, where employees can access
materials and complete assignments at their convenience

Pre-training and Ongoing Support: Providing initial training to enhance digital
literacy before starting e-learning programs can ensure that all employees are
comfortable with the required technology. Continuous support through tutorials,
helpdesks, and peer assistance can further assist those who might struggle with digital
tools

Simplification and Accessibility: Designing e-learning platforms with accessibility in
mind, including simplified navigation and support for diverse learning needs, can help
employees with varying levels of digital literacy succeed in their training

6. Conclusion

E-learning has revolutionized employee training by providing flexible, scalable, and
cost-effective solutions that meet the diverse needs of modern workplaces. It offers numerous
benefits, including improved accessibility, cost savings, and the ability to provide consistent and



personalized learning experiences. However, challenges such as technological barriers and the
need for digital literacy must be addressed to maximize its potential. As technology continues to
evolve, e-learning will play an increasingly critical role in workforce development, enabling
organizations to stay competitive in a rapidly changing environment. By embracing e-learning,
businesses can foster a culture of continuous learning and development, ultimately leading to
enhanced employee performance and organizational success.
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Introduction

In the rapidly evolving landscape of modern business, the adoption of e-learning has become
increasingly critical for organizations aiming to maintain a competitive edge. As technological
advancements continue to revolutionize industries, the need for continuous learning and skill
development has intensified. E-learning offers a flexible, scalable, and cost-effective solution to
meet this demand, enabling organizations to upskill their workforce in alignment with current
and future technological trends. However, the successful implementation of e-learning initiatives
hinges on employees' technology readiness and their acceptance of new learning methodologies.
This is where the role of Human Resource (HR) and Learning & Development (L&D) functions
becomes pivotal.

E-learning, or electronic learning, refers to the use of digital platforms to deliver
educational content and training programs. Unlike traditional classroom-based learning,
e-learning allows employees to access training materials anytime and anywhere, making it an
ideal solution for today’s fast-paced and geographically dispersed work environments. The
benefits of e-learning are manifold, including cost savings, consistency in content delivery,
scalability, and the ability to track and measure learning outcomes. Furthermore, e-learning
supports the development of a learning culture within organizations, where continuous
professional development is encouraged and facilitated.

However, the transition to e-learning is not without its challenges. Despite the
advantages, many organizations struggle with the adoption of e-learning technologies. Resistance
to change, lack of technology readiness, and low acceptance of digital learning platforms are
common barriers that can hinder the successful implementation of e-learning initiatives. This
makes it crucial for organizations to foster a positive attitude towards technology and equip their
employees with the necessary skills and knowledge to effectively engage with e-learning
platforms.

Research has shown that technology readiness is influenced by several factors, including
an individual’s previous experience with technology, their attitude towards innovation, and the
perceived ease of use and usefulness of the technology. Therefore, enhancing technology
readiness among employees is essential for organizations seeking to implement e-learning
programs. This is where HR and L&D functions play a critical role.



HR can implement training programs that specifically focus on developing the technical
skills required to navigate e-learning platforms, thereby increasing employees’ confidence and
willingness to engage with the technology. Another important aspect of HR’s role in enhancing
technology readiness is through the selection and onboarding process. By assessing candidates’
technology readiness during recruitment, HR can ensure that new hires are more likely to
embrace e-learning as part of their professional development. Furthermore, integrating
technology readiness training into the onboarding process can help new employees acclimate to
the organization’s digital learning environment from the outset.

The successful adoption of e-learning within an organization requires a collaborative
effort between HR and L&D functions. While HR is responsible for managing the human aspect
of change and ensuring that employees are prepared for the transition, L&D focuses on creating
and delivering effective e-learning content. Together, these functions can create a supportive
environment that encourages employees to embrace e-learning and develop the necessary skills
to succeed in a technology-driven workplace.

Employee acceptance of e-learning is influenced by several factors, including perceived
ease of use, perceived usefulness, and social influence. HR and L&D can work together to
address these factors by providing clear and consistent communication about the benefits of
e-learning, offering training and support to build confidence, and fostering a culture that values
continuous learning and innovation.

As organizations continue to navigate the complexities of the digital age, the adoption of
e-learning will play an increasingly important role in workforce development. However, the
success of e-learning initiatives depends on employees’ technology readiness and their
acceptance of new learning methodologies. HR and L&D functions are uniquely positioned to
enhance technology readiness and promote the acceptance of e-learning through targeted
communication, training, and support. By working together, HR and L&D can create a learning
environment that empowers employees to embrace e-learning and develop the skills needed to
thrive in a rapidly changing world.

LITERATURE REVIEW

According to Al-Gahtani (2016), technology readiness is not only a function of individual
employee characteristics but also heavily influenced by organizational practices, such as training
and development programs, change management strategies, and leadership support. HRM
strategies that focus on continuous learning and development are particularly effective in
enhancing technology readiness. For example, HR departments can implement pre-training
programs that familiarize employees with the technology they will be using, thus reducing
anxiety and resistance to change. Additionally, HRM can utilize employee feedback to tailor
training programs that address specific needs and concerns related to e-learning adoption. This
proactive approach can help mitigate the barriers to technology acceptance, such as fear of
obsolescence or lack of confidence in using new systems. Moreover, supportive HR practices,
such as providing incentives for skill development and recognizing technological competence,



can motivate employees to engage with e-learning platforms more readily. In this context, HRM
functions not only as a facilitator of technological adoption but also as a critical enabler of a
technology-ready workforce, which is essential for the successful integration of e-learning within
organizations. (Gahtani n.d.)

A study conducted by Pappas (2015), the design and delivery of e-learning content
significantly influence employees’ willingness to adopt and use e-learning platforms. L&D
professionals must therefore ensure that the content is user-friendly, aligns with the employees’
learning styles, and addresses their specific professional development goals. One of the key
challenges in e-learning adoption is ensuring that the content is perceived as valuable and
applicable to the employees' job roles. L&D can enhance the perceived usefulness of e-learning
by integrating real-world applications and scenarios into the training modules, which helps
employees see the direct benefits of engaging with the platform. Additionally, L&D can utilize
adaptive learning technologies to personalize the learning experience, making it more relevant to
individual employees. This personalization can increase employee engagement and satisfaction
with e-learning, leading to higher rates of adoption and completion.

Moreover, continuous support and feedback mechanisms provided by L&D can help
employees overcome any technical challenges they may face while using e-learning platforms.
This support is crucial for building confidence and ensuring that employees remain motivated to
use the technology. In summary, L&D plays a critical role in not only developing e-learning
content but also in fostering a positive learning experience that encourages employees to
embrace e-learning as a valuable tool for their professional development. (C n.d.)

Research by Venkatesh and Bala (2008) expanded on TAM by incorporating additional
variables such as subjective norms and behavioural intention, which further explain the
complexities of technology acceptance in organizational settings. Perceived usefulness refers to
the extent to which employees believe that using e-learning will enhance their job performance.
If employees perceive that e-learning provides them with valuable skills and knowledge that can
be directly applied to their work, they are more likely to engage with the platform. L&D
departments can influence this perception by aligning e-learning content with the employees'
professional development needs and by demonstrating the practical benefits of the training.

Perceived ease of use, on the other hand, refers to the degree to which employees find the
e-learning platform user-friendly and free of effort. This is where HR and L&D play a pivotal
role. By providing adequate training, resources, and technical support, they can reduce the
perceived complexity of the e-learning system, thereby increasing its acceptance. Additionally,
creating a user-centric design for e-learning platforms can significantly enhance ease of use,
making it more likely that employees will adopt the technology. The application of TAM in
e-learning adoption highlights the importance of addressing both the functional and
psychological aspects of technology use. HR and L&D must work together to ensure that
e-learning platforms are not only technically robust but also perceived as beneficial and easy to
use by the employees. (Bala n.d.)



According to Kotter’s (1996) model of change management, successful organizational
change involves creating a sense of urgency, forming a guiding coalition, developing a vision
and strategy, and communicating the vision across the organization. HR and L&D departments
are instrumental in driving these change management processes, particularly in the context of
e-learning adoption. One of the primary challenges in adopting e-learning is overcoming
resistance to change. Employees may resist e-learning due to fears about job security, concerns
about the complexity of the technology, or simply due to comfort with existing learning methods.
HR can address these concerns by involving employees early in the change process, soliciting
their input, and addressing their fears and anxieties. Transparent communication about the
benefits of e-learning, combined with a clear explanation of how it aligns with the organization’s
strategic goals, can help reduce resistance and increase buy-in.

L&D can support change management by providing continuous learning opportunities
that prepare employees for the transition to e-learning. For example, offering workshops or
hands-on training sessions can demystify the technology and make employees feel more
comfortable with the new system. Additionally, L&D can develop resources that explain the
long-term benefits of e-learning for career development, further reinforcing the positive aspects
of the change. In essence, change management is crucial for ensuring that employees are not
only ready for e-learning but are also enthusiastic about its adoption. By managing the human
aspects of change effectively, HR and L&D can create a smoother transition to e-learning,
thereby enhancing its acceptance and success within the organization. (P n.d.)

Research by Saks (2006) indicates that engagement is strongly correlated with positive
work outcomes, including increased productivity, job satisfaction, and reduced turnover. In the
context of e-learning, engagement is essential for ensuring that employees not only complete
training modules but also internalize and apply what they have learned. HR and L&D
departments play a vital role in fostering engagement with e-learning. One of the key strategies is
to align e-learning programs with employees' personal and professional goals. When employees
see a clear connection between their learning activities and their career advancement, they are
more likely to be motivated to engage with e-learning platforms. HR can support this by
incorporating e-learning into performance management processes, where completion of training
modules is linked to performance appraisals, promotions, or other incentives.

L&D can enhance engagement by making e-learning content interactive and relevant.
The use of gamification, social learning features, and real-time feedback can make the learning
experience more engaging and enjoyable for employees. Additionally, L&D can gather feedback
from employees to continuously improve the e-learning platform, ensuring that it meets their
evolving needs and preferences. This continuous improvement process not only enhances
engagement but also builds a culture of learning within the organization. Ultimately, employee
engagement is a key driver of e-learning adoption. By creating a supportive environment where
employees are encouraged to take an active role in their learning, HR and L&D can significantly
increase the likelihood of successful e-learning implementation. (Saks n.d.).



METHODOLOGY

Data Collection Tool - Structured questionnaire
Sampling Technique - Convenience sampling
Measure technique - Five-point Likert scale
Respondents — Hotel Employees

Sample size -50 respondents

Objectives

To understand pliability of HR practices in employees' readiness for new technologies
and their acceptance of e-learning.
To identify the key factors that influence employees change acceptance of e-learning
platforms.

To assess the effectiveness of different training methods in improving employees' ability
to use and accept new technologies.

To ascertain impact HR and learning & development practices in addressing the barriers
faced by employees in adopting new technologies.

RESULT ANALYSIS
4.1 Gender of the respondent
Frequen | Percen | Valid Cumulative
cy t Percent Percent
Vali Male 46 76.7 76.7 76.7
d
Female 13 21.7 21.7 98.3
Prefer not to | 1 1.7 1.7 100.0
say
Total 60 100.0 100.0




Table 1Gender of the Respondents
Interpretation

Overall, the majority of respondents are male 76.7%, making up nearly three-quarters of the
total, while about one-fifth are female21.7%, and a very small percentage 1.7% opted not to
specify their gender.

Age of the respondents
Frequency |Percent |Valid PercentlCumulative
Percent

Valid 18-27 49 81.7 81.7 81.7

28-37 8 13.3 13.3 95.0

38-47 1 1.7 1.7 06.7

47 above |2 3.3 3.3 100.0

Total 60 100.0 100.0

Table 2 Age of the respondents
Interpretation

Table no 2 shows about the age of the respondents, the majority of respondents are between 18
and 27 years old, with the percentage of respondents in older age groups gradually decreasing.
13.3% belong to 28-37, 1.7% belong to 38-47 and 3.3% of the respondents are above 47 age.



Experience of the respondents

Experience in Years

Freq Per Valid Cumula
uenc ce Perce tive
y nt nt Percent
V 0 1 1.7 1.7 1.7
a 1 13 21. 21.7 233
1 7
1 2 18 30. 30.0 533
d 0
3 11 18. 18.3 71.7
3
4 7 11. 11.7 83.3
7
5 4 6.7 6.7 90.0
6 2 33 33 933
8 1 1.7 1.7 95.0
1 1 1.7 1.7 96.7
2
2 1 1.7 1.7 98.3
2
2 1 1.7 1.7 100.0
9
T 60 10 100.0
0 0.0
t
a
1

Table 3Experience of the respondents




Interpretation

Table 3 shows the experience of the respondents. Majority of respondents have between 1 and 3

years of experience, with fewer respondents as the years of experience increase.

Department of the respondents

Department of the respondents

Frequency [Percent | Valid Cumulative
Percent Percent

Valid Human Resource 11 18.3 18.3 18.3

Learning and |5 8.3 8.3 26.7

Development

Purchase and Finance |4 6.7 6.7 333

Sales and Marketing 13.3 13.3 46.7

Operations (FP, F & B, | 32 53.3 533 100.0

HK and FO)

Total 60 100.0 100.0

Table 4 Department of the respondents

Interpretation

Table 4 shows about the department of the respondents. The largest percentage of respondents,
53.3%, are from the Operations department, which includes areas like Food Production (FP),
Food and Beverage (F&B), Housekeeping (HK), and Front Office (FO). This suggests that over
half of the respondents are involved in operational roles, with smaller percentages in Human
Resource, Sales and Marketing, Learning and Development, and Purchase and Finance.



Highest Education Qualification

Highest Education Qualification

Frequency [Percent | Valid Cumulative
Percent Percent
Valid PhD 4 6.7 6.7 6.7
PG 17 28.3 28.3 35.0
uG 29 48.3 48.3 83.3
PD 8 133 133 96.7
Diploma
Diploma 2 33 33 100.0
Total 60 100.0 100.0

Table 5 Highest Education Qualification
Interpretation

Table 5 shows about the highest education qualification of the respondents. The largest group,
48.3%, of respondents, have an undergraduate degree. This suggests that nearly half of the
respondents have completed a bachelor's degree as their highest level of education. With smaller
percentages holding PhDs, Post Diploma Diplomas, or Diplomas.

Type of establishment
Frequency | Percent | Valid Cumulative
Percent Percent
Valid Resorts 8 13.3 13.3 13.3
Business Class Hotels | 20 333 333 46.7
Timeshare. 15 25.0 25.0 71.7
Motels 8 13.3 13.3 85.0
Restaurants 4 6.7 6.7 91.7
(Independently owned)
Others 5 8.3 8.3 100.0




Total 60 100.0

100.0 ‘ ‘

Table 6 Type of Establishment
Interpretation

Table 6 shows about the establishment which the respondents work. The largest group, 33.3%,
of respondents, are associated with business class hotels, making this the most common type of
establishment among the participants, with smaller percentages working in resorts, motels,
independently owned restaurants, and other types of establishments.

Cronbach’s Alpha Reliability

Reliability Statistics

Cronbach's Alpha N of Items

.846 36

Table 7 Cornbach's Alpha Reliability
Interpretation

Cronbach's Alpha of 0.846 falls into the Good range. This indicates that the items have a high
level of internal consistency and are reliably measuring the same construct.

Mean Score of the Objectives

Objective 1 Pliability of HR practices in employees' readiness for new technologies and their
acceptance of e-learning.

Mean N Std. Deviation

3.8667 60 45286

Table 8 Mean Score of Objectives



Objective 2 Key factors that influence employees change acceptance of e-learning platforms.

M N Std.

ea Deviatio
n n

4. 6 1.08634
1 0

1

6

7

Table 9 Mean Score of Objective 2

Objective 3 Effectiveness of different training methods in improving employees' ability to use
and accept new technologies.

Me N Std.

an Deviation
4.2 60 26234
694

Table 10 Mean Score of Objective 3

Objective 4 Impact HR and learning & development practices in addressing the barriers faced
by employees in adopting new technologies.

Mea N Std.

n Deviation
4.41 60 28703

39

Table 11 Mean Score of Objective 4



Objective 1 - To understand pliability of HR practices in employees' readiness for new
technologies and their acceptance of e-learning.

Anova Between Pliability of HR practices and Gender

ANOVA

Gender of the respondent

Sum of Squares | df Mean Square | F Sig.
Between Groups |2.228 10 223 990 464
Within Groups 11.022 49 225
Total 13.250 59

Table 12Anova Between Objective 1 and Gender
Interpretation

Table 11 shows about the anova between gender and Objective 1 Mean. It is used to determine
whether the group means are significantly different. p-value indicates the probability of
observing the F-value under the null hypothesis. The p-value (Sig.) of 0.464 is greater than 0.05,
suggesting that there is no statistically significant difference in pliability of HR training based on
the gender of the respondents.

Anova Between Pliability of HR practices and Age



ANOVA

Age of the respondent

Sum of Squares | df Mean Square |F Sig.
Between Groups |397.910 10 39.791 767 .659
Within Groups 2541.024 50 51.858
Total 2938.933 60

Table 13 Anova Between Age and Objective 1
Interpretation

Table 12 shows about the analysis of age and objective 1. The p-value (Sig.) of 0.659 is much
greater than 0.05. This suggests that there are no statistically significant differences between the
age groups concerning their views on the pliability of HR practices in preparing them for new
technologies and their acceptance of e-learning.

Anova Between Pliability of HR practices and Experience

ANOVA
Experience in Years

Sum of Squares | df Mean Square |F Sig.
Between Groups | 158.344 10 15.834 714 707
Within Groups 1086.506 49 22.174
Total 1244.850 59

Table 14 Anova between Experience and Objective 1




Interpretation

Table 13 shows about the anova between experience and Objective 1. The p-value (Sig.) of 0.707
is much greater than 0.05, indicating that there is no statistically significant difference between
the groups based on their years of experience regarding their perceptions of HR practices'
effectiveness in preparing them for new technologies and e-learning. the years of experience of
the respondents do not significantly influence how they view the pliability of HR practices in
these areas. The responses are consistent across different experience levels.

Anova Between Pliability of HR practices and Department of the respondent

ANOVA
Department of the respondents

Sum of Squares | df Mean Square | F Sig.
Between Groups | 30.060 10 3.006 0.215 .003
Within Groups 21.190 49 2.473
Total 51.250 59

Table 15 Anova between department objective 1
Interpretation

Table 14 shows about the anova between department of the respondents and Objective 1. The
p-value (Sig.) of 0.03 is less than 0.05, indicating that there is a statistically significant
difference between departments regarding their perceptions of HR practices' effectiveness in
preparing employees for new technologies and e-learning. This result suggests that the
department in which respondents work significantly influences how they perceive the pliability
of HR practices in these areas. The effectiveness of HR practices may be viewed differently
across various departments, highlighting potential disparities in how these practices are
implemented or received within the organization.

Anova Between Pliability of HR practices and Location of the respondent



ANOVA

Location of the respondent.

Sum of Squares |df Mean Square |F Sig.
Between Groups 12.947 10 1.295 108 .034
Within Groups 69.903 49 1.427
Total 82.850 59

Table 16 Anova between location of the respondent and Objective 1

Interpretation

Table 15 shows the anova between location of the respondents and objective 1. The p-value
(Sig.) of 0.034 is less than 0.05, suggesting that there is a statistically significant difference
between locations concerning their perceptions of HR practices' effectiveness in preparing
employees for new technologies and e-learning. This indicates that the location of the
respondents significantly affects their views on how well HR practices prepare them for new
technologies and e-learning. Different locations may have varying levels of effectiveness or
approaches in implementing these HR practices, which influences employees' readiness and

acceptance.

Anova Between Pliability of HR practices and Type of establishment

ANOVA

Type of establishment

Sum of Squares |[df Mean Square | F Sig.
Between Groups | 21.742 10 2.174 .078 .010
Within Groups 08.841 49 2.017
Total 120.583 59




Table 17 Anova between type of establishment and objective 1
Interpretation

Table 16 shows about the anova between type of establishment were the respondent works and
objective 1. The p-value (Sig.) of 0.010 is less than 0.05, indicating a statistically significant
difference between the types of establishments regarding their perceptions of HR practices'
effectiveness in preparing employees for new technologies and e-learning. This result suggests
that the type of establishment where respondents work significantly influences their views on
how well HR practices prepare them for new technologies and e-learning. Different types of
establishments may have varying HR practices or approaches that affect employees' readiness
and acceptance of new technologies and e-learning, leading to noticeable differences in
perceptions across different establishment types.

Objective 2 To identify the key factors that influence employees change acceptance of
e-learning platforms.

Anova between all demographic factors and Objective 2

° The p-value of 0.435 is greater than 0.05, indicating that there is no statistically
significant difference in e-learning acceptance based on gender. Gender does not appear
to be a key factor influencing employees' change acceptance of e-learning platforms.

e The p-value of 0.003 is less than 0.05, indicating a statistically significant difference in
e-learning acceptance based on age category. Age is a key factor influencing employees'
change acceptance of e-learning platforms, suggesting that different age groups may have
different levels of acceptance or readiness for e-learning.

e The p-value of 0.000 is less than 0.05, indicating a highly significant difference in
e-learning acceptance based on years of experience. Experience is a crucial factor
influencing employees' acceptance of e-learning platforms, suggesting that those with
different levels of experience may respond differently to e-learning.

°o - The p-value of 0.306 is greater than 0.05, indicating no statistically significant
difference in e-learning acceptance based on the department working. The working
department does not appear to be a key factor influencing employees' acceptance of
e-learning platforms.

°o - The p-value of 0.031 is less than 0.05, suggesting a statistically significant
difference in e-learning acceptance based on education qualification. Education level
influences employees' acceptance of e-learning platforms, indicating that different
educational backgrounds might affect how employees perceive or adopt e-learning.

°o The p-value of 0.302 is greater than 0.05, indicating no statistically significant
difference in e-learning acceptance based on location. Location does not seem to be a key
factor influencing employees' acceptance of e-learning platforms.

°o The p-value of 0.920 is much greater than 0.05, indicating no statistically
significant difference in e-learning acceptance based on the type of establishment. The



type of establishment does not appear to be a key factor influencing employees'
acceptance of e-learning platforms.

In general, age, experience, and educational qualification are key factors influencing employees'
acceptance of e-learning platforms. Gender, department, location, and type of establishment do
not significantly affect this acceptance

Objective 3 To assess the effectiveness of different training methods in improving employees'’
ability to use and accept new technologies.

Anova between Objective 3 and demographic variables

The p-value of 0.435 is greater than 0.05, indicating no statistically significant
difference in the effectiveness of training methods based on gender. Gender does not
significantly influence employees' ability to use and accept new technologies.

The p-value of 0.003 is less than 0.05, indicating a statistically significant
difference in the effectiveness of training methods based on age category. Age influences
how employees use and accept new technologies, suggesting that different age groups
may respond differently to training methods.

The p-value of 0.000 is less than 0.05, indicating a highly significant difference in
the effectiveness of training methods based on years of experience. Experience is a
critical factor, with varying effectiveness of training methods across different experience
levels. Those with different levels of experience may have different needs or responses to
training.

The p-value of 0.306 is greater than 0.05, indicating no statistically significant
difference in the effectiveness of training methods based on department. The department
does not significantly impact how employees use and accept new technologies.

The p-value of 0.031 is less than 0.05, suggesting a statistically significant
difference in the effectiveness of training methods based on educational qualification.
Education level influences employees' ability to use and accept new technologies,
indicating that different educational backgrounds might affect how effectively employees
engage with training.

The p-value of 0.302 is greater than 0.05, indicating no statistically significant
difference in the effectiveness of training methods based on location. Location does not
significantly affect employees' ability to use and accept new technologies.

The p-value of 0.920 is much greater than 0.05, indicating no statistically

significant difference in the effectiveness of training methods based on the type of
establishment. The type of establishment does not significantly impact employees' ability
to use and accept new technologies.
The effectiveness of different training methods in improving employees' ability to use
and accept new technologies is significantly influenced by age, experience, and
educational qualification. Wherein gender, department, location, and type of
establishment do not have a significant impact on this effectiveness.



FINDINGS

The mean score of 3.8667 for Objective 1 suggests that respondents generally perceive
HR practices as moderately effective in preparing them for new technologies and
e-learning.

The mean score of 4.4139 for Objective 4 demonstrates a strong perception that HR and
learning & development practices effectively address barriers to adopting new
technologies.

The mean score of 4.1167 for Objective 2 shows that factors influencing change
acceptance of e-learning platforms are perceived as important by respondents.

The mean score of 4.2694 for Objective 3 indicates that respondents view different
training methods as effective in improving their ability to use and accept new
technologies.

The mean score of 4.4139 for Objective 4 demonstrates a strong perception that HR and
learning & development practices effectively address barriers to adopting new
technologies.

ANOVA results show no significant difference in perceptions of HR practices’ pliability
based on gender (p-value = 0.464).

ANOVA indicates no significant differences in perceptions of HR practices across age
groups (p-value = 0.659).

ANOVA results reveal that years of experience do not significantly affect perceptions of
HR practices’ effectiveness (p-value = 0.707).

There is a significant difference in perceptions of HR practices based on the department
(p-value = 0.03), suggesting departmental variations in how HR practices are perceived.
Location significantly affects perceptions of HR practices (p-value = 0.034), indicating
that the effectiveness of HR practices varies by location.

There is a significant difference in perceptions of HR practices based on the type of
establishment (p-value = 0.010), suggesting variations in HR practices’ effectiveness
across different establishments.

Age is a key factor in e-learning acceptance, with significant differences across age
groups (p-value = 0.003).

Years of experience significantly impact e-learning acceptance (p-value = 0.000),
indicating that different experience levels influence acceptance.

Educational qualification affects e-learning acceptance (p-value = 0.031), with varying
impacts based on educational background.

The effectiveness of training methods is significantly influenced by age, experience, and
educational qualification (p-values = 0.003, 0.000, and 0.031 respectively), with no
significant impact from gender, department, location, or type of establishment.

SUGGESTIONS

Develop and implement HR practices that are specifically tailored to the needs and
perceptions of different departments to improve their effectiveness.



e Adapt HR and e-learning practices based on the location of employees to address
regional differences in readiness and acceptance.

e Design training programs that cater to the preferences and learning styles of different age
groups to improve their effectiveness.

e Develop e-learning content and methods that are suited to varying levels of experience to
enhance acceptance and effectiveness.

e C(reate targeted e-learning initiatives that take into account employees’ educational
qualifications to improve engagement and effectiveness.

e Regularly assess and address the unique needs and challenges faced by different
departments to ensure the HR practices are effective.

e Develop location-specific strategies to address the diverse needs and preferences of
employees based on their geographical location.

e  Offer different training programs based on years of experience to ensure that all
employees can benefit from appropriate learning interventions.

e Continuously evaluate the effectiveness of HR practices across various factors and update
them to ensure they meet the evolving needs of employees.

e [Establish regular feedback mechanisms to gather insights from employees about the
effectiveness of HR practices and e-learning programs, and use this feedback to make
necessary improvements.

CONCLUSION

In the context of an increasingly digital business environment, the adoption and effectiveness of
e-learning have emerged as critical factors for organizational success. This research underscores
the importance of understanding and addressing employees' technology readiness and acceptance
of e-learning platforms to harness their full potential. The findings reveal that HR and Learning
& Development (L&D) functions are integral to this process, influencing various dimensions of
e-learning adoption and effectiveness.

The research identifies key factors influencing e-learning acceptance, including age,
experience, and educational background. These factors significantly impact employees' readiness
to engage with e-learning platforms, while gender, department, location, and type of
establishment have less influence. This suggests that customization of training and e-learning
initiatives based on these demographic factors can enhance their effectiveness. There is a
significant impact of HR and L&D practices on overcoming barriers to technology adoption.
Notably, perceptions of HR practices vary by department, location, and type of establishment,
highlighting the need for tailored approaches in different organizational contexts.

Furthermore, the study highlights that the effectiveness of training methods is
significantly influenced by age, experience, and educational qualifications, while other
demographic factors show less impact. This underscores the importance of developing targeted
training strategies that cater to diverse employee profiles. To optimize e-learning adoption and
effectiveness, organizations should focus on refining HR practices and e-learning strategies to
address departmental needs, location-specific factors, and varying levels of employee experience



and education. Continuous evaluation and adaptation of these practices, guided by regular
feedback, will ensure that they remain aligned with the evolving needs of the workforce and
technological advancements.

In conclusion, the successful implementation of e-learning programs is contingent upon a
comprehensive understanding of employees' technology readiness and acceptance. HR and L&D
functions must collaborate to create a supportive and adaptable learning environment that fosters
continuous development and embraces technological innovation. By addressing the identified
factors and implementing the suggested improvements, organizations can enhance their
e-learning initiatives, thereby equipping their workforce to thrive in the digital age.
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Abstract

Technology integration in the hospitality sector is causing a significant shift that affects worker
diversity, sustainability, operations, and guest experiences. Cutting-edge technologies, such as
automation, data analytics, and artificial intelligence, are optimizing operating procedures,
cutting expenses, and raising service quality. In line with growing environmental concerns, these
technologies promote sustainability activities including energy-saving techniques and waste
reduction plans and enable more efficient resource management. Technology also improves guest
experiences at the same time by providing individualized services, easy-to-use booking
platforms, and instant feedback channels, which raises customer happiness and loyalty. The
advancement of technology has also opened up new avenues for workforce diversification and
performance enhancement. Hospitality companies can meet the demands of a broad labor pool
and foster more inclusive work cultures by utilizing technology in recruitment, training, and
performance evaluation. This strategy promotes operational excellence and improved service
delivery in addition to improving workplace culture. In the end, the hospitality industry is setting
new norms as a result of the strategic convergence of technology with an emphasis on
sustainability, guest engagement, and labor diversity. Organizations that adjust to these shifts will
be in a better position to draw in top talent and satisfy the needs of contemporary consumers,
which will promote a creative and resilient sector. This abstract examines these relationships and
emphasizes how important technology will be in determining how hospitality develops in the
future.
Keywords: Hospitality, Technology, Operations, Sustainability, Guest Experiences, Workforce
Diversity, Employee Performance

INTRODUCTION

Automation, artificial intelligence, and data analytics are examples of technology-driven
solutions that are simplifying processes, cutting expenses, and encouraging sustainable behaviors
by limiting resource use and waste. Concurrently, these developments are revolutionizing visitor
interactions, offering customized experiences, and optimizing service delivery to fulfill the



changing demands of contemporary customers. The hotel sector is confronted with a double
challenge at this pivotal moment: satisfying the growing demands of consumers for
individualized experiences while simultaneously tackling urgent environmental issues.
Sustainability has been a major theme influencing the plans and day-to-day activities of
hospitality companies across the globe in recent years. Concurrently, developments in artificial
intelligence (AI) technology are transforming these companies' customer interactions,
operational efficiency, and environmental impact reduction strategies. This introduction lays the
groundwork for investigating how Al's revolutionary potential and sustainability-driven
innovation may come together to improve the guest experience in the hospitality industry. The
hospitality sector, which includes lodging facilities, dining establishments, travel agencies, and
resorts, is coming under more and more scrutiny because of its enormous environmental impact.
(Huzaifa, 2024) At the vanguard of dynamic global marketplaces, the hospitality and tourism
sectors are always adapting to satisfy the ever-evolving requirements and expectations of
consumers. Rapid technology breakthroughs, rising environmental concern, and a sharper focus
on consumer pleasure have all combined to change these industries' environments recently. An
overview of the major forces influencing innovation dynamics in the hospitality and tourism
industries is given in this introduction, with a particular emphasis on the revolutionary roles that
artificial intelligence (Al), sustainability programs, and the quest of higher consumer pleasure
play. One of the mainstays of innovation in the hotel and tourist industries is the incorporation of
Al technologies. (Zafer, 2024) Because the hospitality industry is cutthroat, companies must stay
abreast of the newest trends in order to stay competitive. Keeping up with the hospitality sector
will guarantee that clients get the kind of encounter they desire and anticipate. Studies have also
indicated that the current epidemic has altered the expectations and desires of customers in the
hospitality industry. Thus, there are a lot of emerging trends in the hospitality sector that we need
to be aware of. The term "trend" describes a modification or shift in behavior in a situation that is
more widely applicable. Remarkable hospitality establishments consistently stay abreast of the
most recent developments in the industry, encompassing marketing strategies, adoption of novel
technologies, and recognition of worldwide occurrences. (Chatterjee, 2024)

REVIEW OF LITERATURE

Elevating Operations and Sustainability:

Behind the scenes, Al is streamlining the operations of airlines, hotels, and transportation
providers. Predictive maintenance, driven by Al, keeps a watchful eye on equipment and
facilities, minimizing downtime and enhancing reliability. Demand forecasting powered by Al
aids in optimizing staffing, pricing, and resource allocation, leading to more efficient use of
resources. Automated check-in processes at hotels and airports, facilitated by Al-enabled kiosks,
reduce waiting times and enhance overall convenience for travelers (MD, 2024) The first is
guest-agnostic innovation that concentrates on enhancing the hotel's internal operations and
processes, often prioritizing the hotel's needs, and potentially neglecting the direct impact on the
guest experience. This type of innovation focuses on the hotel's benefits, which might come at
the cost of guest convenience or satisfaction (Giannoukou, 2024)Technological innovations and
creative thinking are revolutionizing the Indian services industry. In the services industry, digital
transformation is essential. In India, smart technology has significantly contributed to the



development of several sectors. It has created new opportunities for the services industry in India
to expand and become more efficient. Innovations fueled by technology are revolutionizing the
travel sector solutions, smart hotels, AR/VR experiences, and Al-powered customization.
(Prasanth, 2024) Al-powered chatbots and virtual assistants offer round-the-clock support,
reducing response times, and elevating customer service. Additionally, Al-driven language
translation bridges linguistic barriers, ensuring inclusivity in travel. Operational efficiency has
undergone a paradigm shift, driven by Al innovations. Predictive maintenance, a result of Al
integration, minimizes downtime for airlines, hotels, and transportation providers, enhancing
service reliability. Al's demand forecasting capabilities optimize staffing, pricing, and resource
allocation, resulting in cost-effective and responsive operations. Automated check-in processes at
hotels and airports, powered by Al kiosks, streamline operations, reduce wait times, and enhance
overall convenience.

H1: Adopting advanced technology in hospitality operations significantly enhances operational
efficiency and reduces environmental impact, leading to improved sustainability practices.
Enhancing Guest Experiences:

The growing interest in innovation capabilities suggests that innovation may be viewed as a
crucial factor for achieving success in an increasingly competitive global economy. To succeed
and thrive in this new competitive landscape, hotel companies are undergoing digital
transformation, which leverages digital technologies and necessitates the overhaul of entire
organizations, including their activities, processes, structure, and revenue models, to stay
relevant and competitive in the market (Giannoukou, Revolutionizing Hospitality: Strategic
Integration of Innovation , 2024) The hospitality industry stands at a critical juncture, faced with
the dual challenge of meeting rising consumer expectations for personalized experiences while
addressing pressing environmental concerns. In recent years, sustainability has emerged as a
central theme shaping the strategies and operations of hospitality businesses worldwide.
Simultaneously, advancements in artificial intelligence (Al) technologies are revolutionizing how
these businesses interact with customers, optimize operations, and mitigate their environmental
impact. (Sano, 2024) The shift towards digital platforms is not merely a response to
technological advancement but a strategic move to align with the evolving expectations of
consumers who increasingly favour convenience, personalization, and seamless service. The
potential of digitalization to reshape tourism is multifaceted. It encompasses not only the
enhancement of visitor experiences through technology but also the economic and social
implications of digital trends. The economic impact is evident in the streamlined operations and
cost efficiencies brought about by digital tools, while the social implications are reflected in the
changing consumer behaviour and expectations in digitalized tourism (Adekuajo, 2023)
Customer attraction and retention are a driving force in the hospitality industry, especially within
the context of a highly competitive market. The significance of drawing in and keeping customer
extends across various areas, shaping the success and sustainability of the hotel businesses. Here
are some of the key reasons that show the importance of customer attraction and retention:
Attracting new customers and retaining existing ones directly contribute to revenue generation.
This expands the customer base and at the same time ensures a steady flow of repeat business. In
a saturated market, hotels need to differentiate themselves, to stand out. Exceptional customer
service, unique offerings, personalized experiences, all of these tactics have become crucial
factors that set a hotel apart from the competition. Customer retention is one of the main
strategies that builds brand loyalty. Loyal customers are more likely to choose a particular hotel



over competitors, even if they are offered similar alternatives. This loyalty can be a powerful
asset in maintaining a stable customer base. (BARDUKOVA, 2023)

H2: The integration of technology in guest services positively influences guest satisfaction by
offering personalized and seamless experiences, thereby increasing overall guest loyalty.

Supporting Workforce Diversity and Improving Employee Performance:

Workforce Diversity implies differences and similarities among people working in an
organisation. This diversity may be in terms of age, religion, cognitive styles, tenure, personality,
education, ethnic groups, family background, social status, culture and more. Thus, people with
different demographic differences working in the organization makes a diverse workforce. The
concept of workforce diversity gained much attention with globalisation and the need for the
organisations to spread their business globally to reach customers across the world. Hence,
diversity has been identified as one of the key drivers for sustaining competitive advantage. At
the same time, it is also a big challenge for the organizations; so, they should train and educate
their managers and supervisors on valuing and managing diversity (Kumar, 2018) The modern
workforce is far more varied in its composition than it has been previously. The success of any
organization depends on the employees or workforce of that organization because they carry out
the operations of the organization. The word ‘diversity’ means the range of human differences
including, but are not limited to age, race, gender, abilities, education, disabilities, culture, and
religion (Jayawardana, 2019) Globalization of business and unprecedented movement of labour
across borders have created organizations that comprise a mixture of people from many different
cultures, age, gender, ethnic origins and education backgrounds. Managing an organization with
a diverse workforce creates challenges in terms of management practices and leadership styles,
due to the differing viewpoints it elicits. Overall benefits and challenges of a diverse workforce
organization can be closely related to how effective it is managed. (Mande, 2019) In current era,
management of workforce diversity is significant broad area which affects employees'
performance. Due to globalization, people with different background, education, regions, culture,
languages and beliefs may work in the same organization in an organized manner. Management
of workforce diversity has positively increased and maintained the employee performance in the
organization. Sharing of different knowledge, beliefs and expertise enable employees to do more
work in better quality (Javaid, 2023)
H3: The use of technology to support workforce diversity initiatives in the hospitality industry
improves employee engagement and job satisfaction, leading to better overall performance and
reduced turnover rates.
OBJECTIVES

1. To Analyze the Impact of Technological Innovations on Operational Efficiency and

Sustainability in the Hospitality Industry
2. To Assess the Role of Technology in Enhancing Guest Experiences and Supporting
Workforce Diversity



METHODOLOGY

4.1: Population of the study: The survey was carried out in Kerala's star hotels. A substantial
number of sightseers travel to Kerala each year, and one of their top primacies is finding relaxed
lodging, which is where hotels come into play. In terms of foreign visitors, the state of Kerala
received 6,49,057 in 2023 as opposed to 3,45,549 in 2022—a growth of 87.83 percent,
according to the Ministry of Kerala. 141 employees who work in various star hotels in Kerala
were selected for the study.

4.2: Data collection tools: In order to understand and measure the impact of artificial
intelligence integration in the hotel industry among employees a well-structured questionnaire
has been designed. The questionnaire is separated into two parts. The first part of the
questionnaire is used to comprehend the demographic profile of the respondent's gender, age,
education, and experience. The subsequent part of the questionnaire is used to list the factors on
which workforce diversity could improve performance while using artificial intelligence. A likert
scale of 1-5 is used for ranking with 1 being not very significant and 5 being extremely
imperative.

4.3: Data collection: The survey was created online using a Google form, and staff members of
Kerala's star hotels were sent the link. Employees of five-star, four-star, and three-star hotels at
all levels of management are among the respondents.

4.4: Analysis of Data: Kerala's hotel business employs a quantitative technique to examine the
influence of Al on Elevating Operations, Sustainability, Guest Experiences, and Workforce
Diversity. The data is scrutinized using factor analysis to deliver suppositions about how
employees in the hotel industry have improved Al to their workplaces. The data was analyzed
using the Statistical Package for Social Sciences, or SPSS

SIGNIFICANCE OF THE STUDY

This study contributes to the understanding of how advanced technologies can streamline
operations within the hospitality industry, leading to more efficient processes, reduced costs, and
improved resource management. By identifying the key technological tools that drive operational
improvements, the study offers actionable insights for hospitality managers aiming to optimize
their operational frameworks. As sustainability becomes increasingly critical in the global
business environment, this study highlights the role of technology in reducing the environmental
impact of hospitality operations. The research underscores the importance of implementing
sustainable technology solutions, which can not only enhance a hotel's green credentials but also
appeal to eco-conscious guests. This has implications for brand reputation and long-term
profitability in a highly competitive market, the ability to provide an exceptional guest
experience is crucial. This study sheds light on how technology can be leveraged to personalize
and elevate the guest experience, from the moment of booking through to post-stay interactions.
By exploring the impact of technology on guest satisfaction, the study provides hospitality
businesses with the knowledge to tailor their services to meet evolving consumer expectations.
Workforce diversity is a significant driver of innovation and performance in any industry. This
study explores how technology can facilitate the management of a diverse workforce in the



hospitality sector, ensuring that employees from various backgrounds are integrated effectively.
By understanding the technological solutions that support diversity management, the study offers
valuable guidance for fostering an inclusive workplace culture that enhances employee
satisfaction and productivity. The insights derived from this study have the potential to shape
industry best practices by providing empirical evidence on the effectiveness of various
technological interventions. The findings can be used by industry associations, policymakers,
and educational institutions to develop guidelines, policies, and training programs that align with
the latest technological advancements in hospitality. From an academic perspective, this study
fills a gap in the literature by providing a comprehensive analysis of the multifaceted impact of
technology on the hospitality industry. It serves as a foundation for future research exploring the
intersections of technology, sustainability, guest experience, and workforce diversity, thereby
enriching the academic discourse in these areas.

RESULT ANALYSIS

Table-1 Descriptive Analysis

Frequency percent
Age Below 25 years 22 15.6
26-35 Years 43 30.5
36-45 Years 50 35.5
Above 45 Years 26 18.4
Gender Male 85 60.3
Female 56 39.7
Education SSLC 30 213
Plus Two 45 31.9
Degree 25 17.7
PG 41 29.1
Experience Below one Year 35 24.8
1-5 Years 49 34.8
6-10 Years 32 22.7
Above 10 Years 25 17.7




The majority of the respondents are aged between 36-45 years (35.5%), followed closely by
those aged 26-35 years (30.5%). The smallest group consists of individuals below 25 years
(15.6%), indicating that the sample has a relatively mature workforce, with a significant portion
of respondents in their prime working age (26-45 years). The gender distribution shows a higher
proportion of male respondents (60.3%) compared to female respondents (39.7%). This suggests
that the workforce in the sampled population is male-dominated. The education levels of
respondents vary, with the largest group having completed Plus Two (31.9%), followed by those
with a postgraduate degree (29.1%). A smaller percentage of respondents have only a secondary
school education (SSLC) (21.3%), and the smallest group has a degree (17.7%). This indicates a
diverse educational background among the respondents, with a significant number having higher
education qualifications. The experience levels of respondents are spread across different ranges,
with the largest group having 1-5 years of experience (34.8%). A notable proportion of
respondents have less than one year of experience (24.8%), while fewer respondents have more
than 10 years of experience (17.7%). This indicates that the workforce consists of a mix of
relatively new employees and more experienced individuals, with a slight emphasis on early to
mid-career professionals.

Table 2

KMO and Bartlett’s Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy 959
Bartlett’s Test of Sphericity Approx. Chi-Square 2338.126
df 45
Sig .000

The KMO measure ranges from 0 to 1, with higher values indicating that the data is more
suitable for factor analysis. A value above 0.9 is considered "superb," suggesting that the sample
size 1s adequate and the correlations between variables are compact enough to yield distinct and
reliable factors. In this case, a KMO value of 0.959 indicates that the data is highly suitable for
factor analysis. Bartlett's Test of Sphericity tests the null hypothesis that the correlation matrix is
an identity matrix (i.e., variables are unrelated). A significant result (Sig. < 0.05) indicates that
the variables are correlated and that factor analysis may be appropriate.

Since the significance value is 0.000, we reject the null hypothesis, confirming that the
correlation matrix is not an identity matrix and that there are significant correlations among the
variables. This further supports the suitability of the data for factor analysis. The results from
both the KMO and Bartlett's Test strongly indicate that the data is appropriate for factor analysis.
The high KMO value (0.959) and the significant Bartlett's Test of Sphericity (Sig. = 0.000)
suggest that factor analysis will likely yield meaningful and reliable factors.



Table-3

Communalities
Initial Extraction

Technology significantly enhances operational efficiency | .869 .864
in the hospitality industry.

Implementing sustainable technology solutions is |.897 .893
essential for reducing the environmental impact of

hospitality operations.

Advanced technology improves the overall guest |.924 930
experience in the hospitality sector.

The integration of technology in hospitality operations | .905 .896
leads to better management of workforce diversity.

Adopting innovative technologies 1is critical for |.818 .800
maintaining a competitive edge in the hospitality

industry.

Sustainable practices driven by technology can improve | .912 912
brand reputation in the hospitality sector.

Technology-driven solutions are essential for addressing | .923 916
the challenges of workforce diversity in hospitality.

Guests prefer hospitality services that utilize the latest | .828 .808
technology for convenience and personalization.

The use of technology in hospitality contributes to better | .862 .865
resource management and cost reduction.

Technology can play a vital role in promoting inclusivity | .823 77

and diversity within hospitality teams.

Extraction Method: Principal axis Factoring.

86.4% of the variance in this item is explained by the extracted factors, indicating it is
well-represented in the factor structure. 89.3% of the variance in this item is explained by the
factors, showing strong representation in the factor structure. 93% of the variance in this item is
captured by the factors, making it one of the most strongly represented items. 89.6% of the
variance is explained by the factors, indicating a strong representation. 80% of the variance is
explained, which is still strong but slightly lower compared to other items. 91.2% of the variance
in this item is captured by the factors, indicating strong representation. 91.6% of the variance is
explained, showing strong representation. 80.8% of the variance is explained by the factors,
which is strong but among the lower representations. 86.5% of the variance is explained,
indicating strong representation. 77.7% of the variance is explained by the factors, which is still

good but the lowest among all the items.




Table-4
Total variance explained

Initial Eigenvalues Extraction sums of squared loadings
Factor Total % of | Cumulative | Total % of | Cumulative
Variance % Variance %
1 8.792 87.923 87.923 8.661 86.611 86.611
2 310 3.101 91.024
3 186 1.860 92.884
4 .149 1.492 94.376
5 .143 1.427 95.803
6 129 1.288 97.091
7 .097 973 98.064
8 .086 .862 98.925
9 .058 578 99.504
10 .050 496 100.000

Extraction method: Principal Axis Factoring

Factor 1 is the only factor that explains a significant portion of the variance in the dataset,
accounting for 86.611% of the variance after extraction. This suggests that the underlying data
structure is largely unidimensional, with one dominant factor driving the majority of the
variance.

Factors 2 through 10 contribute very little to the explained variance and were not retained after
extraction, indicating that they do not add meaningful information beyond what is captured by
the first factor.

This analysis suggests that a single factor model might be appropriate for the data, as almost all
the variance is explained by the first factor



Table-5

Scree Plot

Scree Plot

10

Eigenvalue

Factor Number

10

The Scree Plot strongly suggests that only one factor should be retained. The sharp decline after
the first factor and the subsequent leveling off indicates that the first factor captures most of the
meaningful variance in the data, and additional factors do not provide substantial explanatory
power. Therefore, a single-factor solution appears to be the most appropriate for this dataset.

Table: 7
Factor Matrix

to better management of workforce diversity

Factor Matrix Factor
1

Advanced technology improves the overall guest experience | .964

in the hospitality sector.

Technology-driven solutions are essential for addressing the | .957

challenges of workforce diversity in hospitality.

Sustainable practices driven by technology can improve |.955

brand reputation in the hospitality sector.

The integration of technology in hospitality operations leads | .947




Implementing sustainable technology solutions is essential | .945
for reducing the environmental impact of hospitality
operations.

The use of technology in hospitality contributes to better | .930
resource management and cost reduction.
Technology significantly enhances operational efficiency in | .929
the hospitality industry.
Guests prefer hospitality services that utilize the latest | .899
technology for convenience and personalization.
Adopting innovative technologies is critical for maintaining | .894
a competitive edge in the hospitality industry.
Technology can play a vital role in promoting inclusivity and | .882
diversity within hospitality teams.

Extraction Method: Principal Axis Factoring.
a. 1 factors extracted. 4 iterations required.

The numbers in the column represent the loadings of each variable on the single factor extracted.
Factor loadings indicate how much a variable contributes to the factor and can be interpreted
similarly to correlation coefficients. Principal Axis Factoring was used to extract the factors.
Only one factor was extracted, and four iterations were required to converge on the solution.
"Advanced technology improves the overall guest experience in the hospitality sector." has
the highest loading at 0.964. "Technology-driven solutions are essential for addressing the
challenges of workforce diversity in hospitality." and '"Sustainable practices driven by
technology can improve brand reputation in the hospitality sector.”" both have very high
loadings at 0.957 and 0.955, respectively.

These items are most strongly associated with the factor, meaning they are key indicators of the
underlying construct being measured. The single factor extracted explains a significant amount
of variance across all items, as evidenced by the high factor loadings. The extracted factor seems
to represent a comprehensive measure of how technology impacts various dimensions of the
hospitality industry, such as guest experience, sustainability, resource management, and
workforce diversity. The high factor loadings indicate that the items are strongly related to this
underlying factor, suggesting that they all contribute to understanding the central role of
technology in revolutionizing the hospitality sector.

CONCLUSION

The study on "Revolutionizing Hospitality through Technology Elevating Operations,
Sustainability, Guest Experiences, and Workforce Diversity" concludes that technology is a
transformative force in the hospitality industry. It significantly enhances operational efficiency,
promotes sustainability, and elevates guest experiences by enabling personalized and convenient



services. The integration of advanced technologies also plays a crucial role in managing
workforce diversity, fostering inclusivity, and driving innovation.

By adopting cutting-edge technological solutions, hospitality businesses can maintain a
competitive edge in a rapidly evolving market. The study highlights the importance of strategic
technological investments to reduce environmental impact, improve resource management, and
enhance brand reputation. Furthermore, the research underscores the need for the hospitality
sector to embrace technology as a core component of its operations to meet the increasing
demands for sustainability and inclusivity. In essence, the study affirms that technology is key to
the future success and sustainability of the hospitality industry.

SUGGESTIONS

Hospitality businesses should proactively invest in emerging technologies such as artificial
intelligence (Al), machine learning, and the Internet of Things (IoT) to streamline operations,
enhance guest experiences, and improve resource management. These technologies can also
provide real-time data analytics to optimize decision-making processes. Companies should focus
on adopting technology that supports sustainability, such as energy-efficient systems, smart
resource management tools, and digital platforms that reduce paper and plastic usage.
Implementing green technologies can help the industry reduce its environmental footprint and
appeal to eco-conscious travelers. Leveraging data analytics and Al can allow hospitality
businesses to offer personalized experiences that cater to individual guest preferences.
Customizing services, from room settings to dining options, can significantly improve guest
satisfaction and loyalty. Technology can be used to better manage a diverse workforce by
implementing tools that promote inclusivity, such as bias-free recruitment software, diversity
training platforms, and communication tools that support multiple languages. This will help in
building a more inclusive workplace culture that drives innovation and performance. The
hospitality sector should regularly update and maintain its technological infrastructure to ensure
security, efficiency, and the ability to adapt to new innovations. This includes upgrading digital
systems, enhancing cybersecurity measures, and adopting cloud-based solutions for better
scalability and flexibility. Establishing partnerships with technology start-ups and innovators can
provide access to cutting-edge solutions tailored for the hospitality industry. Collaborations can
foster the development of new tools and platforms that address specific challenges within the
sector.
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