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Professor Abby Mathew

Dean of Rculty of Hospitality Management andCatering Technology(FHMCT)
RUAS, Bangalore

| am pleased to presentth@ SO2y R @2f dzvYS 2F Wl 2aLIAdAdzyQ KI
and trending articles to discover. The theme opined by the editorial board is captivating. We liv
world that is constantly changing at a fast pace due to technological advantgnsecietal needs anc
now due to the pandemic crisis. Hospitality business éwalved from traditional manual services 1
artificial intelligence based robotic sup&rl & 0 a SNIDA OS &y 2 MRl Y@@ [ KISt
always been an integral paof human wellness. This issue is having the blend of articles related to
opportunities, technologgenabled hospitality business experiences and a healthy lifestyle at
workplace which is the need of the hour. | would like to congratulate the astfar presenting their
articles in a systematic research form which is in synchrony to the themes. Also, appreciate the e
team for their meticulous review, design and publication efforts.

WSAGSNI GAy3 GKS &l GS Ye&pddity, ghd tasteofdidredding giviesh atcass
gKIFEGSOSNI KIFa +fNSIRe ,05SEFYRRKIADRIDENBRS 0FSER K
AdZNNR dzy RAy3aéad | yR GKA& YIFAFLTAYS RSTFAYAGStE 2
hospitality trends. | wish success to the editorial team, authors and readers in all their future endea
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Dr Sweety Jamgade

Assistant Professor, FHMCT, RUAS, Bangalt
Editor-in-Chief, Hbspitium Magazine
Email:sweety.fo.hc@msruas.ac.in

Gl 23S IAGSEa GKS adaN

Y2@QAYy3AS YR Syadz
'‘Hope is the most powerful word, especially during su
pandemic crisis of COVII. The Industries, t& economy and
we as a race pivot omis fourletter word, W1 2 .MJ8 fust play
our best part, especially for those who have hope on others,
those who are socially deprived, homeless, migrants, wee
sections, laid off and all the casualties in thisis. Hope and

effort should go together to achieve successin the world.
This second issue dflospitium hopes to build confidence among the readers and hospit

LINEPFSadaAz2zylfa GKNRdzZAK Ada O20SNJ adiz2NER LISYyyS
How HospitalityCould{ dzNJJA @S YR ¢KNRGDBS AY HnanHn EksieRbythé
editorial board aim to create the ripple effect of vast diverse learning. We are pleased to hav
eminent scholars on the editorial board Dr. Jithenderan Kokkranikal and Mr. Sandeep Chatterje
insightful articles by these scholars ok $ G2 LA O WO RAzOF GA2Y YR ¢l
5SOSt2LAY3A [/ 2dzy GNAS&AaQ | yR W/ dzf GdzZNBR ¢ 2dzNRAaY

Many zestful authors from academia and industry have contributed dynamic articles on the theme
1 The Power of Innovation tGocreate Hospitality Experiences

Revenue Management in Hospitalltydustry

Artificial Intelligence (Al) for Customer Experiences in the Hospitality Industry

Health, Food, and Safety at the workplace

Culture and Peace Building through Tourism.

= —a -4 -1

¢CKS | dziK2NRa (K2dzZAKGFdzf gNAGAYy3IS O2y i NAO6dzi A
the editorial board are highly commendable. Distinguished industry experts have enthusias
contributed the latest feed to the magazine contentialnisinteresting Studentsrontribution through
their thoughtful articles, art, and design is appree@tA special acknowledgement and deep gratitu
to the tireless efforts of our art and design student teadvtr, Nikhil Ranganatrand Ms. Aishwarya R.

We the editorial team hope that this issue meets the expectations of the readers. For any feedba
theme suggestions for the next issue, we leave the door open to the authors and rekdetdree to
contact us at the abovenentioned mail ID for further communicationket us blossom our associatic
anduplift academic writing and reading to the next level.

Happy Reading!
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Across the world, as we begin
to consider a postoronavirus
future, the hospitality
community is considering its nex
steps. Over the last few months
the industry has faced som
incredibly challenging hardship:
We might be questioning the
future, and our place in it.
Catainly, as the pandemic
progressed and venues face
restrictions and closures, wi
might have questioned how
K2aLAdrtAde TFA
YV2NXYIf Qo

.dzih AT 6SQ@S
FNRY GKA& LI YR
as a community and an industn
are far nore resilient, innovative
and adaptable than we migh
ever have thought before.
l2aLIAGrtAGE Xi&
can thrive. In the aftermath of
COVIBL9, we all have many
reasons to feel not just hopeful
but confident about the future
of the industy.

The saying that crisis an
opportunity go hand in hand ma
60S I Of AOKSZ

challenges we have faced in tF
last few months have allowed u

to take a step back and +&xamine
the industry; to take stock o
priorities; to rebuitl in new and
better ways with a cleare
perspective on modern solution
for modern hurdles.

So, with a new perspective, wha
have we learned?

For one thing, people are comir
out of selfisolation with a deep
longing for exactly whatospitality
has to offer: connection. To b
seated around a table with love
ones; to have your day brightene
a little by a small act of service; 1
share an unexpected experienc
This is what hospitality is all abot
and the pandemic has reminded 1
all how much we need humal
connection.

For another, hospitality is muc
more adaptable than we migh
have guessed. They say necessit
the mother of invention; in
hospitality, the COVHR9 crisis has
been the mother of
reinvention.Nowhere has this
been ahieved more rapidly, o
with  more success, than i
hospitality. Across the world,
hospitality staffers a

operators are working with &
renewed vision for their
businesses, adapting overnigl
to new capacity restrictions

stayat-home  orders, and
government ¢ mandated
closuresVenues turned

greenhouses into private dinin
suites; adapted menus to sul
take-out; sold produce as
grocery boxes; anc
deconstructed dishes into DI
meal kits.

They created o#the-go packs for
essential workers; collaborated
with healthcare associations t
produce sanitization
certifications and venue
reopening guides; and organize
coffee specials, discounts an
drop-offs for healthcare workers
There is a seemingly endless |
of interesting and innovave
ways hospitality venues hav
adapted to, and overcome, thes
hurdles.

The pandemic has also seen ne
technologies come to the fore
Where before we might have
conflated  innovation  with
gadgetry, COVHD9 and its
consequences remind us the
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the most useful technologies ilelement of business stratec
hospitality are those that seek tcrather than as amntry pathway.
elevate and adapt, rather than di

away with, the humasto-human Encouraging ongoing upskilling
experience. Tools such as onliiemployees ¢  especially il
learning have been instrumentzhospitality, where responsibilitie
in keeping staff connected annaturally tend to be more fluid

informed. results in a stronger team, wi
workers who both understan
Y telLlaesx & S (their role more clearly and a

incredible- and dramatic rise in better preparedto step up ant
hospitality owners, managerstake initiative when needel
suppliers, and employee Online learning represents the ve
engaging with online learning in best of what technology has

way that sets up teams an2 T¥SNJ G KS K23aL
businesses for a quican innovation that Kkeef
recovery.And in the context of hospitality workers connected at
the rise of remote learning acrosengaged with each other and tl
the world, thought leadersworkplace, enhaaing theil
increasingly see learning ancommunication  rather  tha
development as an essential  interfering with or undermining it

June 2020

LGiQa |y 2LJkRN
forward into the future with
confident, skilled associates ar
the certainty that comes with
comprehensive support.

lff Ay lfftxX GK
be optimistic about, and prouc
of, than not. Through these
incredible innovations the worlc
over, we are reminded thai
hospitality is more than ar
industry¢cA 1 Qa | O2y
connecting, born out of value:
we hold dear now more thar
ever. Service tmthers; helping
and caring for each other
teamwork; communication.

b2¢gQa GKS (dGAYS
forward boldly, innovatively, anc
- in the spirit of the industry-
with dedicated hospitality.



From Cultural to
Cultured Tourism
A Way Forward

Mr. Sandeep Chatterjee
Food & Beverage Consultan
New Jersey, USA

The travel taste of tourists
has evolved just as the taste
cinema, music, or fhion. The

eSaiSNESINE 27
alyR YR adzyQ:
to more refined tastes lik

experiencing alien cultures ai
lifestyle. Anecdotally, it
presumed that most Americal
would love to travel to Japan
money was not a considation.
Similarly, most Japanese hav
lifelong fascination for visiting
USANNTTO, 2019).

This is possibly a result of hurr
desire to explore and experien
the exotic. The old adage

WK2YS gl & FN
longer attractive for the pos
modern traveller. Tourists tod:
are looking for exactly opposi
of what they see back hom

Hence, cultural tourism hs
become the teme for tourisn
marketing and almost ¢

destination promoers are trying
novel ways of showcasing th
culture to attract tourists.

¢ KS YA GSR b
Tourism Organisation h
RSTAYSR [/ dzf G dzl

type of tourism activity in whic
0KS @GAaAritz2Nna

is to learn, discover, experien
and consume the tangible ai
intangible cultura
attractions/products in a tourisr

destination.

These attractions/products
relate to a set of distinctive
material, intellectual, spiritual
and emotional features of ¢
society that encompasses art
and architecture, historical anc
cultural  heritage,  culinary
heritage, literature,  music,
creative industries ath the living
cultures with their lifestyles,
value systems, beliefs an
OGN RAGAZ2Y &E 0 |
other words, Cultural tourism is
rainbow term that defines the
destination and its people in the
minds of a tourist.

The popularity of Cultura
tourism, however, comes with
grave challengesOvertourism
and unplanned destinatior
promotion have had adverse

June 2020
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effect on many tourist cultural appreciation is often lo:
destinations, especially, in pocinthe endeavour to attract foreig
third world countries. Smith anccurrency.
Robinson (2006), have accustInternational tourists in ou
Cultural  tourism to  becountry mostly stay at Star
69 dzNB OSy (it NA O  luxury hotels, where staff, dress:
+28SdNRAAGAOE AAY LINRNAGAYS WS
has since, made a policroyal gueia (G2 WLY
framework to incorporate from a lavish buffet. Hence, tt
Sustainable Development ne tourists end up returning with
Global Code of Ethics for Cultur quite different experience
tourism. India. The challenge to cultut
tourism is not just limited t
In most destinations, the idea cdisplay of synthetic culturi
Cultural tourism is expressed in motifs, the very concept ¢
narrow-paraded form, where W O dzf (i dzNdboQestiord We ¢
tourists are often shown aspect Indians are proud of our cultul
of local culture as exhibits, rathe but are we equally appreciative
than as an experience to sharother cultures?The answer ma
and respectThe concept of not be that simple.

O
=

ETHNICITY\, ',;

PEOPLE

e

BELLEF

The gap in mutual appreciatiol
of cultures result in adverse
forms of tourism like
O2YY2RAFAOI (A2
Channapatna toys or rise i
drugs, prostitution, and crimes i
rural Rajasthan (Shepard, 200z
The phenomenon is no
restricted to foreign tarists
visiting India, in fact we als
indulge in this category of
tourism whenwe visit Bangkok
or Las Vegas. Misdirected
W/ dzf GdzNF £ Q G2«
other forms, like tourists visiting

Dharavi slum in Mumbai o
disaster sites like Chernobyl ar
Y& 0S8 ¥Fdzi dz2NB
YI NJ SGQ dnfordér dek

achieve a trueultural tourism, it

iy

R
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is imperativethat the concept of gift shop employees and oth Nevertheless, historically, w
Cultured Tourism is followed. T local businesses must be trained have seen that tourism industn
begin with every stake holder itexplain our food, art, history ar has had the resilience to com
tourism and hospitality mustheritage to the tourist. At the sanm back from various disasters lik
learn about their own nativetime, it is essential that they al: global recession and 9/11. Th
culture. We can expect respechave respect and appreciation 1 comeback may be slow an
from others only if we learn toother cultures. In the pos€OVIL painful, but it is certain that our
respect our own. The frodtne 19 world, touism has been hit th road to recovery must include
staff like, tour guides, hotel staffhardest and our idea of pea solidaity in taking measured
restaurant staff, public transporibuilding across nations via touris steps towards Cultured tourisn
operators, security personnel has been shaken to its core. ahead of Cultural tourism.

Source Credits:

NTTO. (2019). U.S. Travel and Tourism Statistics (U.S. Resident Outbound). Retrieved from
https://travel.trade.gov/outreachpages/outbound.general_information.outbound_overview.asp

Robinson, M., & Smith, M. (2006). Politics, Power and Play: The Shifting Contexts of Cultural Taltisal. Tourism in a
Changing World1¢18. doi:10.21832/978184541045Q03

Shepherd, R. (2002). Commodification, culture and touriBoarist Studie2(2), 183,201. doi: 10.1177/146879702761936653
UNWTO. (2017, September 16). WORLD TOURISM ORGANIZATION. Retrieved from https://www.unwto.cegitbcuitane
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Education and Training
for Sustainable Tourism
in Developing Countries

That be ar

tourism
attractive development optior

can

for less developed countrie
cannot be overemphasised.
large number of developin
countries have turned to tourisr
as a potential escape route frol
their development problems
(Todaro and Smith, 2012) as
offers a comparave advantage
as a development activity whe
compared to traditional sector
of economy such as agricultu
(Jenkins, 2015).

June 2020

Dr Jithendran J. Kokkranikal

Principal Lecturer

Department of Marketing, Events affeurism
University of Greenwich, London

Tourism's potential to generate
number  of  social a
economic  benefits hawvi
encouraged developir
countries to invest scart
resources and capital for

development (Kokkranikaland
Morrison, 2011). However,

Sharpley argues (2010) t
inherently  imperialistic  an
dependent nature of tourism ¢
not fit easily with the notions «
inclusive growth or an alternati
model of development

With no past experiece or
expertise, tourism in the les:
developed countries is generall
characterised by adhocism an
unplanned development leading

to various kinds of
environmental, social, cultura
and economic impacts
generating numerous
destination case studies @
negative impacts of tourism
(wall and Matheson, 2006)

Sustainability, as a result, is ¢
important issue in tourism in
developing countries.

Tourism, in fact, can worsen th

already deteriorating
environmental and economic
problems in the developing

world and developingforms of
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Tourism that is environmentalhexistence of a wide variety i

benign and economicalhtourism occupations complicate
productive remain a majoithe situation making any &«
challenge  (Sharpley, 2010ordinated efforts virtually

Development oftourism within impossible.

the framework of sustainability

that embrace economic viabilityAn overview of tourism educatic
local prosperity, social equity anand  training in  developin
environmental integrity thus is ¢countries, points to a number «
fundamental requirement inproblems such as budgeta
developing countries (UNWTCconstraints, shortage of trainir

2013) institutions, shortage of trainin
expertise, unsuitable tourisr
Education and training are one ccurriculum  with little or nc

the key variables in buildingrecognition and acceptance by tl
expertise and capability tctourism  industry, lack ¢
develop and manage tourisnmanpower planning, limited #
that can lead to endogenous anhouse training capacity, lack

sustainable development osuport from the private secto
tourism (Kokkranikal and Baunand ineffective legislatio
2000). Though there is i(Kokkranikal and Baum, 2000).

recognition of the importance of

human capital as a key varialite Very often tourism education ar
sustainable tourismtraining institutions in developin
development (UNWTO, 2013countries blindly adopt thi
the  tourism  industry iscurriculum and pedogogy followe
characterised by a questionabl
attitude to investment in humar
capital, inflexible employmen
practices and an educational ar
training support system o
doubtful relevance (Kokkrakal

and Baum, 2002). Tourism poli
makers and planners look upc
tourism education and training
as an operational consideratic
rather than a vital policy issu
(Kokkranikal, et. al., 2011).

SUCCESS

KNOWLEDGE

COMPETENCE

SUPPORT

Further, the  multisectoral
nature of the tourism industry

PLANNING

EDUCATION

by institutions in developed
countries. A major drawback c
this system of imitating

developed countries is that the
development concepts anc
management practices followel
by them may not be relevant ani
practical in developing countries

As Kokkranikal and Baum (200
propose, a  multpronged
approach to tourism educatior
and training with the active
involvement of stakeholders ir
the public, private and voluntary
sector as well as the hos
community within the
framework of inclusivity, quality
and sustainability can helj
develop a competitive tourisir
sector that is inclusive ant
endogenous. Such an approac
will encompass premployment
education, inservice training,
community extension initiatives
and visitor awareness
programmes.

TRAINING
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I NBO@GASE 27F (K:n order to achieve sustainabilii Considering the imprtance of
LINB a Sy i aiGl GdSand competitiveness, tourisr indigenous development o
S§RdzOI A2y I YR policy makers in developin €Xpertise and capabilities
ddzadl Ayl oAt A& countries need to reappraise their achieve  sustainability — anc

C A oA < . . competitiveness, investments ii
RSUSt 2LIAY A Y R2 Qapproaches to tourism and striv tourism education and training

=

. I-' a lﬂ $ R ' 2 LJLJ2 NJi (to develop indigenous expertis «ould be a major strategy t
SOARSYU FTNRBY Arand capabilities. It is argued thi achieve these twin objectives. .
2T SYO@ANRYYSY (external expertise providedby reappraisal of tourism
Odzt G dzN} £ LINR 6 f international organisations an development ad management
G2dz2NAayY | yR K donor agencies may not always |
O2YLISGAGABSY S a the bestway to achieve sustainak
AYRdza G NBE Ay RS tourism in developing countries.

approach that recognise tourisn
education and training as
priority policy area for capacity
building appears to be the wa
forward.

Source Credits:

Jenkins, C.L. (2015) Tourism policy and planning for developing countries: some critical mstgs, Recreation Researtful. 40 (2), pp. 14456

YhYYw! bLY! [ Z W | y RonanittNFetivékg and sudtainalierivelindodsdn tourism: tHe of entrepreneurial innovatioh Tourism Planning and Developme¥gl. 8
(2), pp.137156

YhYYw! bLY! [ £ Wa® / NB Yy eréumismtpdiay ardyidstinatioaimiarkeNd in webeloping moumtries: the chain of infl@Mmeism, Planning and Developmevial. 8 (4),

pp. 359-380
YhYYw!bLY![Z WZ FyR .F+Fdz¥Ys ¢o O6HAanHO Wil dzYly NBA&2dzZNDS & Ada$Paclid Jaucdx Syl durisih Resbatkie dZR)Apd. 6Z4A
KOKKRANI! [ = W®Z | yR .FdzYs ¢o onHnnnv Wi d2XilKys N &5dzeF S InteyitiidSalyip ki SisiNdhrsvReEeairkikza () pp.40% 424.f A

Sharpley, R. (2010) Tourism and Sustainable Development: Exploring the ThebigittgJournal of Sustainable Touriswol. 8 (1). PP.-19
Todaro, M.P. and Smith S.C. (20E2pnomic DevelopmerPearson: Harlow
UNWTO (20133ustainable Tourism for Development Guidebadkrld Tourism Organisation (UNWTO): Madrid
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Marketing Hotels in
the era of churning!




POWER OF INNOVATI(

As Images of Anotherhotel With the expanding hotel scerio,

inventory oversupply gets on thiwhere in all and sundry s
overdrive, thanks to thethemselves as a hotel owner a

overzealous COWID® Virus, the International Hotel brands s
which has put the industry oran opportunity to fix their brand
short notice. While hotels acrosand get professional manageme
the world are literally gasping foto one of the world's faste:
breath and hoping to have theigrowing  hotel  constructio
heads over water amid thismarkets. In the world changit
unparallel  crisis; we  acHotel ownership dynamics fro
stakeholders here in India cannctraditional  hotel owners an

wait for the action to resume.  operators to the new real esta
developers, who go by the name

In an era, where revenue¢Asset Creators'! In a nefound
management is seen on par witlove of creating wealth, hotels a
economists and  weatheinow a big part of the scheme
forecasters, where they predict :generate recognition and aaged
situation, and when it does noVvaluation to raise more funds
happen, can very well teyou, expand their real estate ambitior
why it did not and still retain theirln such an era where the ho
jobs! ownership is myopic towards a
longterm business plai

It is surely not rocket science themanagement is pressurized
Indian cities at most times arccater to the whims of making qui
down by 60- 70% from Thursdaymoney, without a desire to cete
to Sunday, i.e., would be over @ market, which involves a bit
minimum of 200,000 unsolcpatience and hard work!

room nights! There has beer

virtually no efbrt being made by Leafing through newspaper articl
any of the major hotelwhich announce hotel projects
associations to help hotels tigp India  (especially the  on
with tourism boards, deal withannounced by real estate biggie

major MICE Networks or eveA U Q& |j dzA G S & dzN.
travel companies to help create them have not even moved dm

transparent room rate the drawing board stage, for abc

mechanism combined with :aYyear.
sound promotional strategy tha
would help generate businesThe announcement of new hof

from varied markets such aprojects with leading world hot
MICE or leisure. ON} yRazX I RRa @I

June 2020

real estate component and get
0KS ySOS-aldze NE O
attention from media. As more
and more hotel builders go in fo
multi-use models, creating MIC
infrastructure will add immense
value to their bottom lines.

The new age city hotels hav
created a system of milking th:

I £t NBI R& RNJ Ay
| 26&Q 2N (KS
wS@SydzS al yl3aSs
wS @Sy dzS al ylI:

(primarily an imported encept),
was introduced into Indian hote
system by the big multinationa
chains to maximize revenue. TFr
Revenue Manager is accorde
with powers to supersede the
alftsSa GSIyYQa
evaluating clientele anc
negotiated rates. Conflicts o
interest béween the Revenue
al yI 3S NXan gdak ard
the end result of creating a loag
term sustained busines:
relationship is one of the ke
factors for hotels to refuse tc
look for alternate sources.

Apart from the corporate MICE
that are always welcomendliian
Hotels across sectors have
large portion of revenues arisin
from Food & Beverage an
taking into consideration the
penchant for your countrymer
to use hotels for weddings,
anniversaries, birth-days,



POWER OF INNOVATI(

retirement  sendoffs, kitty manage it on your own. Whi
parties and even childaming doing business in India, there
ceremonies, the marketforMIC| f g @ & Wh dzii a 2 dz
will not go out of fashion in &
hurry! Irrespective of the size o0 Of late, there has been a concert
the hotel or its star ategory, it effort by leading hotel brands su
would help if an Event venue ias Marriott, ITC Hotelgfiton and
incorporated, especially in IndieTaj to create separate marketi
Some European hotel branditeams to reach out to the MIC
which do not have MICE as pasegment. Marketing MICE requil
of the standard design plan ar different skillsets, not necessa
now customizing to cater to thealigns with that of the Reven
Indian desire to celebrate! Managers. Hotels should create
business model, where Eve
It does not make so muclmanagers, Associatisn anc
difference to add an even Professional Conferen
venue, even if you do not wish tiOrganizers(PCOs)are partnerec

Marketing
Strategy

with and considered as part ¢
their distribution strategy. And
Yes. Commissions are importar
They work in most internationa
markets and will do good in Indi
as well.

The strength of India as .
destination and a bonafide
outbound travel market is unde
test. The ability to play well anc
play smart may be the adage yc
associate with the Indian Cricke
team, but the immensely assis
the immensely talented Indiar
hospitalty industry if it punches
above its weight!

June 2020



Culinary Gardens by Che

A Trending Green Practice in

Hospitality Business
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https://redlandrambles.com/2011/07/11/mcis-organic-culinary-garden-opens/
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How we wish that money wouldWhat exactly is a Culinary Garde
grow on trees. What if | were tcA culinary garden is a garden fr
tell you that money can grow orwhich you can harvest fre:
trees, especially for chefs whproduce. They are also called urt

have their own culinary gardens¥ I N¥a s OKSTQa
kitchen gardens. For fresh a

/| KS¥a OFy 068§ F¥better tasting vegetables and
gardens have become verNBRdzOS Oz2adGasz |
popular recently. Some of th¢@ greatidea.
global restaurants of the worlc
have their own kitchen gardensPsychologically speaking, for a c
and using their own produce haor anyone, a great sense
given them popularity ancfulfiimentand accomplishment ce
profits. be achieved by growing your o\
produce. Use of pesticides a
Nothing can be more exhilaratin other harmful naterials can b
for a chef than to open a cratavoided in a culinary gard
filled with freshly harvestedattached to a restaurant.
produce. Tender baby carrot
with  plump red tomatoesFood waste can be used to me
nestling by tle side of crunchycompost which can be used in t

greens and salad leaves. garden. This would be a hu
contribution towards reducing loe

Freshness of ingredients is Of waste disposal for the busine

show stopper as far as marketinand for the city.

restaurant foods go. Which dine

will not be charmed when tolcVegetables can  be  grov

that the tomatoes in their soupanywhere with some sun, wat

was plucked after they walke@nd soil. Packaging material can

into the restaurant? converted into grow bags at
compost from food wast

Many seafood restaurants havpractically ensures that there

live seafood in tanks and allovhardly any expense and over

their customers to choose theperiod of time considerable savin

one they would like on theirare seen.

plate. While this might be a little

distasteful for the weak hearted Jwst like most things that loc 3

Grocery stores, world over se
little pots of herbs to carry home
and grow them on kitcher
window sills.

The concept of actually growin
your own vegetables and fruit:
even seems extremel
challenging till you actually stari

Having space for a Kkitche
garden may be a challeng
especially if you want to grow
them in the ground. But
vegetables can be grow
anywhere in grow bags an
placed on the terrace, windows
walls etc.

Many restaurants and home:
have rooftop gardens. Plants lik
herbs, tomatoes,OK A f f A
need too much care and with the
right amount of sunlight and soi
mixture they can give chefs
considerable savings every
month.

For some restaurants the cost ¢
the produce is only the price o
the seed. The rest of the

resources are obtaed at no
cost.

lobster adding value to thegarden is not as formidable as‘ ;

product cannot be denied. seems.
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menu based on what is available
your garden and notlepending or
vendors.

restaural

depends on the freshness of th Food Waste and Composting
ingredients used and the same The problem of handling foc
mandated by thdaw. What can waste, the costs of disposing fo

Benefits of a Culinary Garden

Freshness
The USP of any

be fresher than vegetable:waste and the challenge
plucked just before processinreducing waste disposal efforts ¢
and serving of the food%be addressed if food waste
Customers have always beecomposted on site. Storing al
fascinated by the idea of iusing thecompost is facilitated
culinary garden by a restaurarthere is a culinary garden. Chi
and this contributes to repeatare killing two birds with one stor
business. by starting a culinary garden. Tt
of putting food waste to good us
Control over the Menu and to be selsufficient in the
Consisency in the quality ofproduce required for the menu.
products of a menu depends o
the specifications of thelLonger Shelf Life
ingredients. Growing your owt It isproven that vegetables plucke
vegetables gives you thifrom your own garden remai
freedom to plan and execute a fresh longer than store bought

June 2020

vegetables. Wastage can be
minimised and the taste anc
palatability of the vegetables
remains the same for many day

Taste

Organically grown vegetalde
may or may not taste better thar
mass produced vegetables wit
the use of pesticides but the
definitely cook faster and retair
the flavours and tastes better
Psychologically speaking
vegetables consumed from a
organic garden taste better, coo
well and are definitely more
digestible than their
counterparts.

USP

Culinary gardens contribute tc
the USP of any restaurant, th
reason why they are us
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extensively for advertisingA lot of space is required ar
Customers love to have a look iquantities produced may not &
gKI GQa 3INEBGAY 3 sufficient for the requirement o
a restaurant based on whethethe restaurant on a daily basis
there is a culinary garden or not

Even the most productive gardt
can only supply about 80%f the
produce required. Just like cookir
kitchen gardening requires a lot
1passion and work. There is a dea
of professional gardeners and o
of the biggest challenges is the le
of knowledge and expertise
growing vegetables. Each type
vegdable has specific and uniqt
needs and conditions to grow i
The Other Side of the Picture  But the advantages of a kitche
Thoudh it sounds like a greagarden definitely outweigh th
idea, there is a downside tdisadvantages once the challenc
having a kitchen garden as it ccare overcome.

be quite exhausting to supervis

every ingredient through theThe benefits of growing your ow
stage of seedling to final dish. herbs, micro greens, edible

Landscape

Expensive landscaping costs ¢
be avoided if available space
used to grow vegetables, frui
herbs and edible flowers
Aesthetically arranged, thes
plants can look just as beautift
as decorative plants.

flowers and other vegetables ar
tremendous because yoR 2 Y
have to depend on the market
which may be erratic with its

supply.

To Conclude

Chefs like to control every aspe!
of their art to ensure the besl
quality, consistency anc
profitability in their operation,
and being able to grow most ¢
the fresh poduce would be half
the battle won. The other half o
the battle would depend on theit
skill, time management.
commitment and passion. Ani
watching a garden unfold from .
bed prepared lovingly to little
saplings growing into sturd

plants and creepers thafive you
the fruit of your labour will
definitely be worthwhile.

wvdw.'chez‘s?ﬁchi.com
.2\ i

Photo Credits:https://www.chezshuchi.com/vegetablgardeninggrowingvegetablesat-home.html
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Photo Credit: Akshaya Patra Foundatit

Co-creation of Meal Experlence
through Technological
Innovations at Akshaya Patra

Priya Arjun- Associate Professor and Department Hedeébod and Beverage ServiedHMCT, RUAS
SreekanthN - Assistant Professor, FHMCT, RUAS
Preeta Singhl Nutrition Researcher, The Akshaya Patra Foundation, Bengaluru

Since time immemorial,various
sectors of the food and bevera
industry have been coreating
outstanding experiences for the

consumers. There is a paradi
shift in the nature of the
experiences provided by tt
Welfare Catering secto

Organisations like The Akshe
Patra Bundation (TAPF) ha
introduced realtime engagemen
processes that encourage ne
interactions  between  variou
stakeholders. This facilitates tl
emergence of innovative ideas
provide a unique careation of
experiences for their beneficiarie
Interedingly technology, plays a

major role in facilitatine
meaningful and  personalist
services and experiences.

As published by Mr. Aj
Kavishwar, DirectePlanning, PR
Advocacy, TAPFin Swasth Indi
(January 2020), TARS-the larges
NGO run  school feedi
programme in the world which
efficiently serving B million
children in 16,856 schools acrc
12 states and 12 union territorit
of India on every school dayn
initiative which started by feedir
children in two schools it
Bengaluru scaled up production
response to a large number of

requests to extend their
programme to other schoo
children who went to schoo
hungry. They were motivated b
the positive feedback receive:
from the headmasters of those tw
schools that the attendance ha
increased, there was a decrease
cases of chileen fainting due to
hunger and the children being fe
were enthusiastic and energetic
This sparked the imagination c
Madhu Pandit Dasa, Chairma
Akshaya Patra, who is an alumn
from IIT,Mumbai and a group of
experts in the Indian IT
engineering and busines
communities.They areesponsible
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for planning and designing
innovative  technology that
revolutionised the concept o
welfare catering, bulk cooking
and delivery. This made |
possible for Akshaya Patra t
ensure efficiency, safety, qualit
and cost effectiveness in thi
entire cycle of operations, that i
from receiving rawingredients,
storage, prepreparation,
preparation, packaging
transportation and service.

A pilot study using a digita
feedback system has bee
conducted by Akshaya Patra. Tl
shift from the manual feedbacl
system to a digitalfeedback
system, which uses blockcha
and sensofenabled devices,
gives children and schoc
teachers an opportunity to play
an active part in careating meal
experiences. Artificial
Intelligence is used to predict thi
YySEG RF&aQ YS
This lknd of technology is of grea
importance in cecreation of
satisfactory meal experiences fc
the beneficiaries.

¢tKS OKAf RNBYyQa
are recorded and menus ar
Y2ZRAFTASR (2 ac
needs. The menus are specia
designed using @ert advice
from nutritionists and chefs,
keeping in mind the culture o
that particular region.
Collaborative innovations hav
led to the introduction of
specially designed ani
manufactured equipment that
can produce these dishes
improving the overall oprations

June 2020

and outcomes. Technology |
giving Akshaya Patra the powe
to optimise energy consumption
produce food that is of a
consistent quality, track kitcher
performance and save time an
effort. Depending on their
menus, their stateof-the-art

kitchens are suitably equippel
with not just rice chutes, 5,00(
litre capacity rice cauldrons an
3,000 litre c@acity sambhar
cauldrons but with rotimaking
machines which can produce u
to 60,000 rotis per hour and idli
making machines that produc
up to 8,000 idlis per hour. fooc
that is of a consistent quality
track kitchen performance anc
save time and effort.

Cocreation of healthy recipes
which suit the tastes of the
children is implemented in
collaboration with food
companies, chefs from reputet
hotels. institutions and

nutritionists.

Akshaya Patra adheres t
Government norms regarding
recommended dietary
allowances. The recipe
suggested by the expertsgo
through a sensory evaluatior
where the panel to assess th
dishes is made up of none othe
than a group of beneficiaries
The recipes are adjuste
according to the feedback

Processing of vegetables suitak
for each standardised recipe |
carried out using automatec
cutting machines operated b
trained workers from the loca
community. Bucket Elevators ar
utilised to transfer cleaned rice
from the ground floor to the
third floor in the threetier
kitchens. The food is prepare
dzaaAy3a (GKS O2y.
Ct2odQ ry Aft
concept is given below

Computer controlled flow
valve

Storage in silos =>| Third floor
[
Washing of rice and lentils
,cutting of vegetable = | Ssecond floor
Cooking of prepared food = | First floor
Packing and loading into =2 | Ground floor

vehicles
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Operations based on Gravity According toMr. R. Madan of Co creation is at its best with

Flow in Three Tier Kitchens I?iqerle[gy ] Consult, A Mthevarious stakeholders of Akshay
RSOSY U NI t 2089S/R5 NPatra sharing innovative idea

’ plant can mix 1 tonne cooked anand concepts. All operatione
: uncooked food waste with 100(aspects like preparation
* ¥ litres of rice water a day tcdelivery, maintenancenventory

| efficiently produce biogas tcmanagement, and
replace 50 to 55 kgs of LPG padministration are integrated
day. This minimises costs dt@ using an operations
wastage, controls pests anmanagement system, Enterpris
promotes sustainable practices.Resource Planning (ERP). All t
/E { is  possible  because ¢

g & contributions  from  donors.
Customer Relationshi
Management (CRM) tool:
employed to manage @hations,
seek potential donors as well &
drive and monitor the donation

Cooking Lentils
Source: Anuradha Parekh, 2012

- process

p— Interactions between

Bio Gas Plant beneficiaries, employees an
SourceR. Madan, 2020 experts have a significan

Customdesigned GPS enablepositive  impact on  meal

- vehicles which carry the cookeS ELISNA Sy O0Sa o |
Packing of Rice food are tracked to ensure routdfollows best practices to eo
Source: Anuradha Parekh, 2012 gptimisation, ~driving  withincreate enricling meal
speed limits. In case of anexperiences for the schoc
break down of vehicleschildren and their best practice:
alternate arrangements arecould be replicated in any schoc
immediately made and no childunch programme.
is left waiting for their lunch.

Conveyor belts are used to
transport these hot meals packe
in speciallydesigned vessels to
their respective insulated deliver
vehicles.

Source: Anuradha Parekh, 2012

e —

Pho Credit: Akshaya Patra Foundatic
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In a hugely populamterview of
motivational speaker Simot
Sinek by Tom Bilyeu, he said th
the millennials, as a generatio
gSNBE ali2daK (2
difficult to handle, narcissistic
seltinterested, unfocused anc
frieeao dzi YA
themselves as expgiential,
experimental, open to new ideas
innovative, creative and abow
all, ADVENTUROUS. Millenni
are born during the period of
1981 and 1996. Majority of then
are in their 20s and 30s an
constitute a major population of
the workforce, who spend ¢
substantial amount on eating ou
and travelling.

According to the marketing
agency Restaurant Marketin
Labs, millennials not only eat ot
more, but also spend more ol
eating out as compared to Bab
Boomers and Gen X. Th
generation is changing the wa
the world perceives anc
consumes food. To them, food |
not merely satisfying their taste
buds, it is also a representative (
their lifestyle and sometimes
even political statements.

Interestingly, they have unique
preferences while eating out
right from their choice of cuisine
to that of restaurants. A
restaurant which has beanbac
and comfortable seating witt
superfast wifi connection will
have a greater appeal over
staid and fomal fine dining
restaurant. Restaurants have t
serve fun and exciting, healthy
organic and affordable fare in

addition to it being convenient an
of high quality. Their changing foc
habits are impacting the restaurai
business. They prefer consus
indulgence. They desire their foc
to be organic and are mindful «
gKEFEG GKS& St
the environment. Keto, vegan foc
etc. are now the new normal. Pe
opinion and validation is give
credence and therefore what |
eaten is just as iportant as where
it is eaten.

This generation has the highe
social media involvement. And
course, since the millennials a
highly engaged on social med

the food dished out must b
Instagram worthy. Many
restaurants are smartly cashing
on this trait by going

PN

GAyadl 3N YYO& f S
kitschy, quirky and colourful.

For example, the instagramme
LIA Ol dzNB 2 F {1
marshmallow galaxy donuts shov
below, ensured a long line ¢
customers outside the shop.

Eating out is a social activity fc
them and they pefer it to be
experiential. Communal table
are very popular. Food trucks at
engaging and fun. Live even
such as gin making sessions
WodzAf R &2dzNJ 2¢
extension of the dining
experience are hugely popular.

Millennials are big on
customzation. The flavour anc
the presentation should be
customized to suit their
preferences. They prefer thei
meals to be personalized. Fc
example, the same generi
burger sold in fast fooc
restaurants do not appeal tc
them.

Frequenting trendy coffee shop
and bistro has become the ne\
clubbing. So, label them a
entitled and seH indulgent, but
they have changed the way th
world looks at eating out. The'
are the trend setters for a brand
restaurant  culture.

new
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Blockchain
Technolog

Blockchain i g
decentralized database, wi
inherent governance that in tr
main, allows one to scale trust
(Joerg Esser)

Blockchain technology is

progressive innovation that ci
shape eventual fate of touris
industry, particularly [
avoidance of paymel
disbure@ment and deceptior
This technology is easie
structure, an approach to mo
data starting with one point t
the next in a secure way.
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At the point when utilized wit
the digital currency Bitcoin,
engraves money relate
mediators. Blockchain for €
time records of exchanges, of
andscrambled records that giv
direct disbursement to th
dealers.

Blockchain technology

hospitality industry is takir
outcast expenses and influer
from direct dealer to custome
interest. The facts of virtu
travel offices are seated highe
point of multi ¢ years of old

dispersion evolved way of life
The significant plague poin
among the hoteliers anc
outsiders gives the sam
information held by Global
Distribution System (GDS), whic
can be expensive an
unavailable. In contrast
Blodkchain technology is logicall
easy to access and ensurt
minimal efforts. It is obviously
appealing other option, in the
event the cost of exchange
assimilated less expensive ar
the cost sparing couldgiveto
visitors by adding to higher
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benefits for the inns. manipulate the reviews previol
posts.

There will be significant impac

on the customer buying decisionA tourism package regularly ente
through online customer reviewithe transfer of funds from on
and travel packages. Beginnecountry to another who do nc
have a tendency to trust onlinchave any previous relationsh
reviews are based on honesheld with /between them. In orde
opinions from real travellers to alleviate risk of no#ulfilment of
However, reliability of reviews adeals between the arbitrator:
times varies, because ththere will be certain amount ¢
centralized systems are able ttrust required. In few case
operate by industry key playermediators  themselves ha
(Hotel  owners, restauraniassured and they definitely char
owners, consumers and Agentsa commission. Blockche
By using Blockchain technoloctechnology allows exchange of
in tourism industry offers entitiesof funds from one party to anothe
with evident inimitability createdwithout the requirement of third
as a parof it and ensures fair antparty assurance, which facilitat
common review rating systeMthe manifestation of a new form
There is no necessity t0 revesiomerto-customer transactio

the personal individuality but its; primary and secondamnarkets
keep track the all recordsfor tourism packages
retained with inimitable P ges.

confidential key that confirmsOne industry expected to pro
exact procedure arrives fronenormously from  Blockcha
fussy customer. Atthe end technology, is the travel ar
customers are not able to creattourism industry. The limit where
a replica review with the sama dependability program worl
identity and no one cétoday is constrained to |

business that claims the
Blockchain projects I¢
confirmation of work
framework.

Traveling must be stredsee,
convenient, and in particular
charismatic. While charges,
booking inconsistencies, awft
surveys,and long queues migh
be symptomatic of the gesent
travel condition, Blockchain i
trembling things up with a large
group of new administrations
intended to modernize anc
streamline the travel experience
The Blockchain  technolog
stands open source an
decentralized online platforms
such as TUI, BA, Winding Tree
Bee Nest and HotelP2P. Than
to the formation of more
unbiased network constructec
to condense the presence c
mediators, tourists and servic
contributor can build more
reciprocally satisfyinc
relationships that contribute to
better overall value.
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51.41%

Trends In Revenue
Management in
Hospitality Businesses

Geeth Subbaiah
Cluster Revenue Manager
ITC Hotels, Bengaluru




REVENUE MANAGEME

Revenue Managementplays a extremely important to leverage i
vital role in optimizing revenue é Revenue ManagementSystems
profits. The last few years saw (RMS)have now made it possib
paradigm shift in the wayto access data indicatingravel,
hospitality has traditionally trends, productivity of acompany
operated, opening up to newby day of the week, length of ste
strategies and advance:differentiation of contribution of ¢
technology that has been a gamcompany by seasons and seve
changer for the hotel industry. other metrics, thus providing
platform for healthy andoptimal
An increased focus on optimizindecision making. RSl are now
through Booking ToolsWe are capable of pricin
seeing an increase in bookinrecommendations by combinir
through Self Booking Tools etk analyses of market pricing alo
to the Global Distributing Syster with aggregation & interpretatio
(GDS), giving a platform for thof the past data of a hotel. R
corporate customers to makeSystems are now moving into t
bookings for themselves withouworld of  automation  ant
having to rely on the Travesimplification.
Management companies
Corporate Self Booking tool Adoption of Atrtificial Intelligence
provides a platform to choos¢Most RMS companies a
from different totels approved implementing Artificial intelligenc
by the company. These tools aifor most components of th
tailored as per the requiremen software like pricing
and structure of a companyrecommendations, demar
making it worthwhile to explore forecasting, etc. and the curre
several marketing opportunitiestrend of Al is here to stay for
to optimize traction through the while. Gone arehe days of exce
channel. sheets and manual reven
management exercises.
Advancement in Technology i
Revenue Managment & Focus on Profit ManagemenfThe
efficient data usage- With key performance index has shift
efficient Revenue Managemerto Gross operating profit,which
systems in place, it is novtraditionally has been tot:
possible to retrieve and compar revenue through the last decad
several kinds of data metric Gross/ Net Profit will béhe center
these days. Customer datof focus and efforts made to wo
provides insights to mos around it, and
business decisions, making it

each transaction made would b
carefully analyzed in terms c
pricing, cost etc., to achiew
increased profitability.

Geographic Information Systenr
-GIS based Revenu
Management System provide
an integrated inventory of all the
Ydzy A OA LJ £ Qakf 2
assets and properties and allow
them to identify, track, and
analyze the revenue obtaine
from these sources.With this
solution, authorities can perforrr
joint operations and set up ¢
collaborative work environment

for asset and  property
management. Geographi
Information Systems
(GIS)provides revenue

managers with geographic dat
of demand pattern and busines
performance to make informec

decisions for their bueess. At
the same time, GIS help
decision  makers identify

differences in demand anc
consumption in a visual way the
cannot be seen througt
traditional data analysis.
Continual increase in Mobil¢
booking traction

Industry saw an increase i
productivty post 2017 and is stil
one of the channels with
potential scope for growttwith
new trends being incorporatec
at each business levels.
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Revenue Management
In Hotels

A Catalyst for Maximising Revenue
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REVENUE MANAGEME!

Over the last decade or so
Revenue Management ha
gained tremendous importance
in hotels around the world.
Revenue Management in hotel
is a set of strategies that ar
aimed towards ensuring
maximum generation of revenus
and profits.

The concpt of Revenue
Management came intc
existence not very long ago, i
0 KS M®py nQa d

pioneered revenue managemer
strategies such as early bir
offers, increase in seat price
with increase in demand, etc. Th
term given to demantbased
pricing isWa dzNA S  LJIN.
strategy is best observed i
pricing of Uber Rides. When th
demand is high (during offic
travel hours, weekend, etc.) thi
ride rates surge and when th
demand is low, the rates fall too

A designated employee of th
hotel, called the Revenue
Manager, takes into accoun
numerous factors before pricing
rooms of different categories or
different published platforms.
Factors such as hotels in

competitive set, the condition of
the market, seasonality, event
in the city, competition mong
online travel agencies, the buyin
power of potential guests, etc
are studied meticulously before
setting rates for rooms in the

hotel. However, there are sever:
Revenue Management Softwal
that make the job of the Revenu
Manager a lot easier. To name
few, Room Price Genie, Lodgl
Lybra Tech, Pace, Climb
Atomize, PIE, BeOnPrice, IDe
etc. have farreaching effects or
the performance of the hotel wher
used tactfully.

A few trends in Revenu
Management would include:

Embracing Revenue Manageme!
Software in hotels around the
world

Revenue Management is now
buzzword that all hoteliers ar
familiar with. Hotel owners ani
the top brass of decisiemakers
have understood the impact c
Revenue Management on th

profitability of hotel properties.
Premium and luxury propertie
have to prize their rooms right s
as to not lose their market share 1
smaller

the hotels.

UserFriendly Revenue
Management Softwar§RMS)
The global market is witnessin
mushrooming of hotels in al
segments. All new staxips are
aware of the positive bearing o
Revenue Management an
hence, are employing use c
RMS. In such a scenario, tf
software developers ought tc
make their products ser
friendly with builtin algorithms
that would help the top
management of the hotel make
the right decision.

Embracing Artificial Intelligence
The use of advanced Al i
revenue management i¢
trending and it will only become
more prevalent in the indusy
with time. Machine learning
algorithms are the next ithings
contextual to RMSData Science
Is key to analysis of informatiol
that gets converted into
knowledge that facilitates
decisionmaking. Imagine doing
all of this manually! Phew!
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Smart rooms are a reality nou
wherein  voice instructions
maybe sent to different
RSLI NI YSyia dz
90K2¢ a 2yS O
Las Vegas. At the Hilton hotel
guests can control temperature
light, blinds, thermostats anc
televisions with jus touching
0KSANI LIK2y Sao

IS a Hilton solution for continuou:
innovation that will make it
easier for hotels to keep up witt
the rapid changes in technolog;
Developing an intuitive system |
also critical for Marriott, who
want to innovateconstantly the
global experience for guests in i
30 brands. Similarly, Marriott i
in the process of launching it
26y AaLYyUGSNYySi

offering services like a virtue
assistant, yoga training exercist
in front of a large mirror and
digital frames with the ability to
attach pictures of friends anc
family photos during the stay
This concept of smart rooms wi
bring hotetmaking to a level that

June 2020

was unthinlable until just five
years ago.

From humorous and witty chatbot
as launched in 2017 by Acc
Hotels; mobile apps for makin
quick reservations an
experiencing virtual tours whic
has been adopted by almost eve
international hotel chain now
hotelieNR OF LA G A &
Y2YSyiGaéeg oKAOK
and dislikes of guests; preferenti
programs which allow guests t
choose their minibar stock, choos
their welcome drink, choose the
choice of cake flavour an
champagne brand, specificatie
of allergens, etc. are trending ¢
well which has been pioneered t
Virgin Hotels.

Guests can also continue the
favourite Netflix series where the
stopped or to play their favourite
Spotify playlist as soon as the
register at the hotel and entehe

room. Sensors on the bed w
know when guestsare awake or

sleeping to optimally optimize
room temperature and light.

Building a Culture of Revenu¢
Management

It is imperative that every
employee in the hotel is aware ¢
their role in the generation of
revenue. This culture will grov
with time and maximise the
revenue generated in the hotel
an ideal situation.

Dynamc Pricing of Rooms
Dynamic pricing has become th
need-of-the-hour. Only hotels
that adopt this kind of pricing foi
its rooms, will be able to cope
with aggressive competition. It i
important that hotels distribute
their product onto numerous
channels sas to be able to react
a wider audience.

Hence, needless to sa)
employing Revenue
Management Strategies

intelligently in hotels will yield
greater profits and therefore,
earn higher dividends for the
employees, maybe?!




Artificial Intelligence (Al)
in Hospitality Industry:
An excerpt



ARTIFICIAL INTELLIGEM

l2¢ 'L A& dzaS
Ay Rdza i NB K
It is mostly utilized for thdollowing
activities:
¢ 501 'ylLrfeara
The abundance of data is availa
nowadays but Al helps in de
analysis so as to interpret a
Management andDistribution  provide practical results to tr
Lemon Tree Hotels Groups  managers especially in reven
G0KS 7T dzil dz|management areas. The provis|
of reakltime data over the
traditional time- consuming dat
i NB generation methods is appealir
Ay (K$ NBR NF RR Forec_:as_ting_ of future_ trend§ in tt
58 GKS T dzi dzNEB hospitality industry is achievak

T ., duetoAl
AYRdzauNE | a @S

GKS RI@lA YASyY SNESFlq 483
gAtt 0SS dzaSTdzZ ¢ kg
LISNE2Y I f AT SR O&851J8OAff o
YR NBUFOWBEYIRY Ok i gADSN
LIN2 OA RS & YSaal 3aay3
NSszvserﬁxz{”dgégxgya
RIFEGF @At Frot S pET
I YR émaGQYSMEzym3
Oz bl @A yBHAE

Mr. Nipun Bhola
Cluster Manager Revenue
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The development of robots
having artificial intelligence anc
the huge potential for this
technology to grow is enormous
The robot can provide touris
information to customers who
interact with it at the reception.
Most impressively, it can leari
from human speech and adapt t
individuals.  Ultimately, this
means the more customer:
speak to it, the better it will get.
Robots are used to delive
housekeepig guest amenities
and for inroom dining services
well.  Nowadays som
restaurants have utilized the
robot service to maintain
uniformity in food and beverage
services.

l




Impact of Artificial
Intelliges
Hog

he

B S
Professo
UAS, Bangalor:

e
\ .



ARTIFICIAL INTELLIGENM

Now-a -days digital innovation satisfaction in the proces3he use

and technology is attracting th¢of machine learning is to get -
hospitality ~ industry,  with know what the guest want
Artificial Intelligence (Al) use«(expectations)  through  dat
increasingly to render theprocessing. To meet the changi
business smarter and improvguest wants/expectations, all ov
guest experience. Artificiathe globe, hotels must advan
intelligence plays a significartheir operating systems ar
role in the hospitality industry,services by incorporating Al bas
complementary in nature toprojecting  investigative i
improving the employeehospitality industry

satisfaction, betterment of hotel

, ] Ultimately of course, this is whi
and guest satisfaction.

hospitality industry is about, t
C2NJ 3IdzS4i OsyYh1sS adNbk 3Fdzsa
I NIAFTAOMIFAX Awﬁf]é(requllrements) are.ant|0|pated ar
bt ot 6K S K25 S]ﬁto build best experiences.
o K7j OK )I‘Q’""‘AE @?l' '_R’$ USOn the other hand, Al has
YR YI EESNA Sy O absolutely replaed humans, bu
SEI YL S$& I NB Dihuman relationship plays a vit
ek ¢ role in the hospitality industry
1 g Hospitality industries are labol
38 ND intensive  and the person
connection of manpower cannt
~ l'vy be easily replaced by technolog
jdzSauA2yao | R2Hymans can be more depende
+2A0S 1 OUA @t 0Son Al which can cae the loss o
laaA&adl $0S 29 E tXKtheir mental capabilities and lee
9y KIyOSNE Iy R tounemployment. Itcan eliminat
t NEOSAa&aAY3T oal sympathy, emotions and wisdo
on human interactionThe cost ant
(imoney to manufacture, remak
| yand repair of Robots is high. If t

L SYyKIFyoOSa
LISNF2NXI yOS

G2N)f2FR 2F 8 yheed for repairs occurs, huma
to

1GR3 need fix it.

Ay
St S

SYL)X 2888
I NOAFAOAL f
o N& y 3 Iy
SEOAGSYSYlH | yR
0KS 3IdzSadaod 2 A
adzLISNRA2NJ Ay |
AYljdzZAINR S&dey O A
Y2 NB STTFSOGAOE
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Inability of the technology to
make reasonable decision
based on the available data is
huge disadvantage. For exampl
lfQa RSOAAA2Y?
human inputs, it is possible t
feed incorrect information, thus
causing inappropriate decision:
Issues on data privacy, dat
collected byArtificial intelligence
technology during interaction
with users can be potentially
used for unauthorized purpose
therefore, risk of data privacy i
involved.

Points to Ponder

Artificial Intelligencetechnology
adoption requires an internal
cultural change in the hotels
Employees must realize the
advantages of  Artificial
Intelligenceand also how it could
improve their knowledge anc
experience Atrtificial intelligence
technology requires to be a pat
of the overall business
strategies. Employees need t
understand how they can worl
in collaboration with the Al
technology. Employees shoul
also understand how Al will hel,
in their jobs to achieve high lels
positions and also how it coul
affect their job security.
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Back in 2014. the CEO Ofencapsulated into one word kno\

Facebook had mentioned tha®> Web 2.0. In a nut elt Web 2.

Virtual Reality (VR)s a platform is the evoluthn from static we
pages to user induced content ¢

that has brought in new chang ) _
- the emergence of social media
to communication. Customer: _
has proven to be an importa
can be teleported to a new spac .
. medium for VR to create strate:
that is unbounded and they cal ) ) ,
. . value to the industry as it provid
share not just experiences bt
countless tools to help peof

also real time adventures na ) _ )
search, fi, and design not just tt

learning with others.From the )
. : cheapest trip but the perfect one
past five years, India has move

31 places to be placed 84n the

Travel & Tourism CompetitiviThe question arises here, how
Index of the World Economithe customer base in India perce
Forum. The need of the hour ithe use of VR by the touri
the travel and tourism industry idndustry? Firstly, VR has t
increasing waklins and creatingfacades in providing services. T
constant innovation by focusincan create achievable serv

on the use ofVR experiences byexperiences that can be boug
travel agencies. and simulate those experiens

that cannot be bought. F
example: Amadeus has beco
iNByRa 0KE one of thle_pioneers in the VR f.i1
BATAG dzéTﬁby providing complete booki
o2y jprocess and user interface throt
3 I VR headsets. Whereas, a Frenc

a
YOR 55 Sstart—up provides its customers
experience

f M |

¢t KS
0KS
0KS
ISy SN} GSR
dza SNJ |
Odzt i dA

G2dzZNRAY AY

008
B &H8S

A Marriot Hotel Guest Using Vroom
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of flying overParis in a jet pack
This has come to be understoc
dzy RSNJ aLYLIZ2aaAa

Travel agencies should loc
towards moving beyond just the
VR destination marketing ani
explore more opportunities in VI
booking interface and Googl
Earth VisualizationsCustomers
G2RIFL& gyl G2
9ELISNASYy OS¢ NJ
booking a tour packageThe
tourism industry in India saw it
application in 2018, after the
extensive  push by  the
Governments  initiative  of
Uhcredible India 360 Degree
Virtual Reality Campaigi@
collaboration with Google Arts
'y R [/ dzf G dzZNB o
9yl of SR wSL}R2 NI
growth in these markets anc
have predicted that there is
going to be a yearly Compoun
Annual Growth Rate (CAGR)
19% by 2024 (Business Wir
2020.

Other instances of companies i
the tourism industry benefitting
with the use of VR areThomas
Cook, collaborated with
Samsung Gear VR in a campa
1ly26y Ia a¢NE
which led to a 190% increase
New York bookings. In 201
Marriot Haels started their
GrNR2Y { SNIWAOS
+w t23a00 NRaE
guests to view a collection
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0N} @St RS & i A y [Best Western Hotels started th
KSIFRaSia FNRY Best Western Virtual Real
2F G(GKS Odza (2 Y SExperience (BWVRE) wh
dal NNA2{G t 2a i Ocustomers can look at the roon
O2YS ol @Gl Y2 Linthe property and theactivities the)
I FGSNJ 2 LISNI G Ay provide in a virtual atmosphe

with personalized narration ar

At Hilton Hotels, they select MUSIC.

small group of their corporate
employees to
simulation  training

¢ KNRdz3K (KSANJI
urldergcdesign app Carlson Rezidor H
throughGroup seek to incorporate thre
aspects of consumer experieng
guest rooms, social meetings ¢
event spaces.

which they understand how tc
carry out operations in the hote
floors such asin-room tray set
up, serving food and beverage:
servicing boiler

with

rooms, anThe group aspires to have

interacting clients. experiential engagement with

PRMARY

Investors and Customers at
Carlson Rezidor at the launch o
GKS O2YLI yeQa
interior design app

their investors and customers t
deliver a service wherein the
are given full freedom in
configuring their rooms anc
social spaces according to the
tastes in a virtuakenvironment.
Thus allowing the hotel to sta
updated with the trends and
requirements.

To conclude, the VR industry h:

become palpable and the
supplemental addition of the
growing millennial travel

communities underpinning the
importance of the use fothe

technology in the Indian tourisn
context reinforces its exigency.

Hilton Corporate Employee
UndergoingService Simulation
Training IRRoom tray set up
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¢ oM (i Technology is helping servi
AY g industry to slash labour costs a
Oy 6S8 | ¥dzi dzN. increase profits. Currently, there
YR o6S@OSNI 38 ;limited automation in restaurant:
alye y86 NRo62I however the introduction of robc
6SAy3 f I dzy OK S jwaiters will further automation
62NI RP g KSNE ¢ Which seems to be inevitable. F
A8NTAOS ia R2 ythe first time after many yeal
2LI8YAYI 2F yS5 digital platform is allowin
B AVALANBR o @ restaurant owners to create ane
1dz008aa 27F kg Vversionof restaurants
NBAGFdzZNF ydad ¢

NPoz2ida & @I Al Technology will miss the mark, i
0SS SljdzA LILJISR ¢ A icannot give solutions to tr
g KAOK 3JdzSaida  existing problemsAlthough, usag
2NRSNE® hyOS of Robots is  becoming
LI | OSRXI (G KS ¥ 2controversial as some people ¢
| NEOEB Nd & NP o 2 of the opinion that this trend wi
K @S y2i 2dzad affect the restaurant industry k
G2 &aSNWS ST7FA Orobots competing with humansf
AYUSNI OGA @S | y jobsand eliminating human touc
G2 aAy3d oA NI KR while others see this as a c
F2NJ aLISOAL £ 2 Osaving revolution which ce
KIa oSSy SELIStovercome manpower crisis. Ev
g NASGe 2F Odzthough few people see it as |
I YR YiIKyS 3 S Y Sy G Zexciting USP or marketing gimmi
NBadl dzNJ yGda | Nactually huge issues with employ
G§KS NBo620G& o Af itunover have led few hostality
21LISYy | N¥a oe

Replacemenrd ¥
NeEoz2Ga A&

some monotonous and repetitive
wSaill dzN} yi 2 g Y tasks.
Neoz2ia yz2ia 2yf
Jdzsad SELISNRA S yThis is not the first time where

20SND2 r S R a K2 restaurant management
iy L‘]? $S¥ipe St NA adapting new technology to bridg
6 AUSNR g SN& ARy gap. If we see the past an
u % R l', e UK S/e b NB present  experiences,  onlin
NBaudl dNI yl 26V qqayrant booking has been

Ay Ay@Saiiy3 huge success in reserving tables
LyiSttA3SyosSe busy restaurants.

I

Rather than the chef barking
guest orders in kitchen, the nev
POS system  automaticall
distributes orders across the
screens. Guest feedback syste
is getting completely digitalizec
and manual system is fading ou
National Restaurant Associatio
report sas that 80% of the
restaurant owners have
benefitted through technology,
which has given their restaurant
a competitive edge, made
operations more productive anc

improved sales. Artificia
intelligence is reshaping the
restaurant world from
restaurant orations to

improving the diners experience
Experts say that most of the
industries became more efficien
by adapting automation but one
of the major industries yet to
explore automation is hospitality
and they are predicting thai
adoption of robotics in food

industry is not so far.

3 segments to try and automate"” ¢
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In next five years many fool(return on investment very quick
service establishments will star but it would be difficult for sma
using robots to make their scale operators to adopt thiscale
operations more efficient.But of technology as it is not just tt
still many restaurant owners fee cost that should be considere
there is no place for robots ir Operators should be prepared f
their kitchens and restaurants, a malfunctioning of the software
they feel the personal touch o breakdown of the machines ar
the hospitality can be enhancei any other repairs. The bigge
only by making and serving cchallenge faced by Indian rob
food by human hands restaurants is most ohe guest wil
interrupt the service to tak
NEZ G pictures and that could make foc
Fcold.

g LINBaSyi
NB & G F dzNJ v G &
Fdzy OGAZYEE AGR

G2 ft2FR LI K} 8% present generation  restaural
LIA O1  dzLJ LY I G Sientrepreneurs believe that if
| dZNNByf & NBO2 restaurant can function bette
F20dzdAy 3 2y LI through technology then it make
LINB LI NRYy 3 &l f Isensetoadopt new technology. ¢
0 dZNHESNE ® LT (K'ithe other hand, in spite of the
GKS SyGANB NBA& introduction of latest technology
NB &Gl dzN> yd 2 6 Y ‘kitchens still require talented an
AY@Sal AYzAYIASY creative chefs to experiment wit
GKFG ¢62dz2t R AY O new ingredients and create ne
AY@SaiuYSyid Yl Ymenus and tasty dishes whi
2 LJ% NI 0 2 NE K @ SN matches the present and futu
U K&ddza A )/ S da gSUJ KS trends.

June 2020

Robots are making their wato
replace restaurant staff and tha
can be limited to a particulal
scale. They can be used in tt
back of the house operation:
where maximum level of spee:
and efficiency is required. Th
priority of the tech solutions
should be on speed, efficienc)
consistency and safety
Increased wages, high employe
turnover and food safety
breaches are reasons fc
restaurant owners to think of
replacing human waiters witl
robots that can be programmec
to avoid cross contamination
cook at right temperature anc
always following food safety
protocols.

In India the first Robot restauran
has opened in November 2017 |
Chennai by restaurateu
Venkatesh and later he
expanded his ventures ¢
different cities like Bangalore
Bhubaneswar and Coimbatore
present we are seing the very
beginning of what these robot:
can do but future implications
and applications are looking ver
exciting and limitless. It is tim
for restaurants to move beyonc
the Robotic Automation hype
and turn it into reality. This
artificial  intelligsnce  could
transform restaurant busines:
and be the key driver of
sustainable busines:
performance.




Accidents are a result ¢
careless and negligent occupa
of a premise and unfortuna
incidents can  surely |
prevented in the first place.
one aims for a productive al
safe environment, all occupar
must follow safe methods at tt
workplace. Protection of taff,
equipment and the premises ¢
ensured if adequate measures
safety are spelled out and mac

Supriya RaoAssistant Pofessor
FHMCT, RUAS, Bangalore

Safety at the Workplace

known to all people concerned

There will be minimum losses
accidental injuries and dama
to equipment and facilities
avoided.

Steps towards a
environment:

sa

1 Identification of hazards

1 Workplace Safety Policies
7 Safety Training of staff

1 Safe Equipment

The first action is to list the
hazards or risk at the workplace
following which the
management needs to draw up
detailed workplace safety policy
Then ensure all occupants of th
premise are given training of saf
procedures and techniques
Always purchase gool
equipment and maintain them
well at all times.And finally,
clean premises of all clutter.
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