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Hospitium  

is the ancient Greco-Roman concept of hospitality. 
A divine right of the guest and a divine duty of the host. 
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I am pleased to present the ǎŜŎƻƴŘ ǾƻƭǳƳŜ ƻŦ ΨIƻǎǇƛǘƛǳƳΩ ƘŀǾƛƴƎ ǘƘŜ ŎƻƴǘƛƴǳŀƴŎŜ ƻŦ ŀŎŀŘŜƳƛŎ ǿǊƛǘƛƴƎ 

and trending articles to discover. The theme opined by the editorial board is captivating. We live in a 

world that is constantly changing at a fast pace due to technological advancements, societal needs and 

now due to the pandemic crisis. Hospitality business has evolved from traditional manual services to 

artificial intelligence based robotic super-Ŧŀǎǘ ǎŜǊǾƛŎŜǎ ŀƴŘ ƴƻǿ ǘƘŜ ΨƴŜǿ-ƴƻǊƳŀƭΩΦ IŜŀƭǘƘ ŀƴŘ ŦƻƻŘ ƘŀǾŜ 

always been an integral part of human wellness. This issue is having the blend of articles related to new 

opportunities, technology-enabled hospitality business experiences and a healthy lifestyle at the 

workplace which is the need of the hour. I would like to congratulate the authors for presenting their 

articles in a systematic research form which is in synchrony to the themes. Also, appreciate the editorial 

team for their meticulous review, design and publication efforts.  

 

wŜƛǘŜǊŀǘƛƴƎ ǘƘŜ ǎǘŀǘŜƳŜƴǘ ƻŦ !ōǊŀƘŀƳ [ƛƴŎƻƭƴΣ ά! capacity, and taste, for reading gives access to 

ǿƘŀǘŜǾŜǊ Ƙŀǎ ŀƭǊŜŀŘȅ ōŜŜƴ ŘƛǎŎƻǾŜǊŜŘ ōȅ ƻǘƘŜǊǎέ, ǘƻ ŜƳǇƘŀǎƛȊŜ ǘƘŜ ƴŜŜŘ ŦƻǊ ǊŜŀŘƛƴƎ ǘƻ άŘƛǎŎƻǾŜǊ ƻǳǊ 

ǎǳǊǊƻǳƴŘƛƴƎǎέΦ !ƴŘ ǘƘƛǎ ƳŀƎŀȊƛƴŜ ŘŜŦƛƴƛǘŜƭȅ ǇǊƻǾƛŘŜǎ ŀŎŎŜǎǎ ǘƻ ǳƴŘŜǊǎǘŀƴŘ ǘƘŜ ŜǾƻƭǾƛƴƎ ǇƘŜƴƻƳŜƴƻƴ ƻŦ 

hospitality trends. I wish success to the editorial team, authors and readers in all their future endeavours. 
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This second issue of Hospitium hopes to build confidence among the readers and hospitality 

ǇǊƻŦŜǎǎƛƻƴŀƭǎ ǘƘǊƻǳƎƘ ƛǘǎ ŎƻǾŜǊ ǎǘƻǊȅ ǇŜƴƴŜŘ ōȅ aǎΦ aŀŎƪŜƴǎƛŜ CǊŜŜŘƳŀƴ ƻƴ Ψ[Ŝǎǎƻƴǎ ŦǊƻƳ /ƻǊƻƴŀǾƛǊǳǎΥ 

How Hospitality Could {ǳǊǾƛǾŜ ŀƴŘ ¢ƘǊƛǾŜ ƛƴ нлнл ŀƴŘ .ŜȅƻƴŘΩΦ ¢ƘŜ ŘƛǾŜǊǎŜ ǘƘŜƳŜǎ ǎǳƎƎested by the 

editorial board aim to create the ripple effect of vast diverse learning. We are pleased to have two 

eminent scholars on the editorial board Dr. Jithenderan Kokkranikal and Mr. Sandeep Chatterjee. The 

insightful articles by these scholars on tƘŜ ǘƻǇƛŎ Ψ9ŘǳŎŀǘƛƻƴ ŀƴŘ ¢ǊŀƛƴƛƴƎ ŦƻǊ {ǳǎǘŀƛƴŀōƭŜ ¢ƻǳǊƛǎƳ ƛƴ 

5ŜǾŜƭƻǇƛƴƎ /ƻǳƴǘǊƛŜǎΩ ŀƴŘ Ψ/ǳƭǘǳǊŜŘ ¢ƻǳǊƛǎƳΩ ŀǊŜ ƛƴǘŜǊŜǎǘƛƴƎ ǊŜŀŘǎΦ 

 

Many zestful authors from academia and industry have contributed dynamic articles on the themes of:  

¶ The Power of Innovation to Co-create Hospitality Experiences 

¶ Revenue Management in Hospitality Industry 

¶ Artificial Intelligence (AI) for Customer Experiences in the Hospitality Industry 

¶ Health, Food, and Safety at the workplace 

¶ Culture and Peace Building through Tourism.  
 

¢ƘŜ ŀǳǘƘƻǊΩǎ ǘƘƻǳƎƘǘŦǳƭ ǿǊƛǘƛƴƎΣ ŎƻƴǘǊƛōǳǘƛƻƴǎΣ ŀƴŘ ǇƻǎƛǘƛǾŜ ǊŜǎǇƻƴǎŜ ǘƻ ǘƘŜ ǊƛƎƻǳǊƻǳǎ ǊŜǾƛŜǿ ǇǊƻŎŜǎǎ ōȅ 

the editorial board are highly commendable. Distinguished industry experts have enthusiastically 

contributed the latest feed to the magazine content which is interesting. StudentsΩ contribution through 

their thoughtful articles, art, and design is appreciated. A special acknowledgement and deep gratitude 

to the tireless efforts of our art and design student team, Mr. Nikhil Ranganath and Ms. Aishwarya R. 

 

We the editorial team hope that this issue meets the expectations of the readers. For any feedback and 

theme suggestions for the next issue, we leave the door open to the authors and readers. Feel free to 

contact us at the above-mentioned mail ID for further communications. Let us blossom our association 

and uplift academic writing and reading to the next level.  
 

Happy Reading! 

  

Dr Sweety Jamgade  
 

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

 
 

Cwha ¢I9 95L¢hwΩ{ 59{Y 

'Hope' is the most powerful word, especially during such 

pandemic crisis of COVID-19. The Industries, the economy and 

we as a race pivot on this four-letter word, ΨIƻǇŜΩ. We must play 

our best part, especially for those who have hope on others, for 

those who are socially deprived, homeless, migrants, weaker 

sections, laid off and all the casualties in this crisis. Hope and 

effort  should  go  together   to   achieve   success   in   the   world. 
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άIƻǇŜ ƎƛǾŜǎ ǘƘŜ ǎǘǊŜƴƎǘƘΣ ǘƘŜ ǿƛƭƭ ǘƻ ƪŜŜǇ 

ƳƻǾƛƴƎΣ ŀƴŘ ŜƴǎǳƛƴƎ ǾƛŎǘƻǊȅΦέ 
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Lessons from Coronavirus: 
How Hospitality Could 

Survive and Thrive  
In 2020 And Beyond  

Ms. Mackensie Freedman 
Typsy, Institute of Hospitality 
Melbourne, Australia 
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to take a step back and re-examine 

the industry; to take stock of 

priorities; to rebuild in new and 

better ways with a clearer 

perspective on modern solutions 

for modern hurdles. 

 

So, with a new perspective, what 

have we learned? 

For one thing, people are coming 

out of self-isolation with a deep 

longing for exactly what hospitality 

has to offer: connection. To be 

seated around a table with loved 

ones; to have your day brightened 

a little by a small act of service; to 

share an unexpected experience. 

This is what hospitality is all about, 

and the pandemic has reminded us 

all how much we need human 

connection. 

 

For another, hospitality is much 

more adaptable than we might 

have guessed. They say necessity is 

the mother of invention; in 

hospitality, the COVID-19 crisis has 

been the mother of 

reinvention. Nowhere has this 

been achieved more rapidly, or 

with more success, than in 

hospitality. Across the world, 

hospitality          staffers             and  

 

operators are working with a 

renewed vision for their 

businesses, adapting overnight 

to new capacity restrictions, 

stay-at-home orders, and 

government ς mandated 

closures. Venues turned 

greenhouses into private dining 

suites; adapted menus to suit 

take-out; sold produce as 

grocery boxes; and 

deconstructed dishes into DIY 

meal kits. 

 

They created on-the-go packs for 

essential workers; collaborated 

with healthcare associations to 

produce sanitization 

certifications and venue 

reopening guides; and organized 

coffee specials, discounts and 

drop-offs for healthcare workers. 

There is a seemingly endless list 

of interesting and innovative 

ways hospitality venues have 

adapted to, and overcome, these 

hurdles.  

 
The pandemic has also seen new 

technologies come to the fore. 

Where before we might have 

conflated innovation with 

gadgetry, COVID-19 and its 

consequences remind us that 

the  

 

 

 

Across  the world, as we begin 

to consider a post-coronavirus 

future, the hospitality 

community is considering its next 

steps. Over the last few months, 

the industry has faced some 

incredibly challenging hardships. 

We might be questioning the 

future, and our place in it. 

Certainly, as the pandemic 

progressed and venues faced 

restrictions and closures, we 

might have questioned how 

ƘƻǎǇƛǘŀƭƛǘȅ Ŧƛǘǎ ƛƴǘƻ ǘƘŜ ΨƴŜǿ 

ƴƻǊƳŀƭΩΦ  

 

.ǳǘ ƛŦ ǿŜΩǾŜ ƭŜŀǊƴŜŘ ŀƴȅǘƘƛƴƎ 

ŦǊƻƳ ǘƘƛǎ ǇŀƴŘŜƳƛŎΣ ƛǘΩǎ ǘƘŀǘ ǿŜΣ 

as a community and an industry, 

are far more resilient, innovative 

and adaptable than we might 

ever have thought before. 

IƻǎǇƛǘŀƭƛǘȅ ƛǎƴΩǘ Ƨǳǎǘ ǎǳǊǾƛǾƛƴƎ - it 

can thrive. In the aftermath of 

COVID-19, we all have many 

reasons to feel not just hopeful, 

but confident, about the future 

of the industry.  

 

The saying that crisis and 

opportunity go hand in hand may 

ōŜ ŀ ŎƭƛŎƘŞΣ ōǳǘ ƛǘΩǎ ǘǊǳŜΦ ¢ƘŜ 

challenges we have faced in the 

last few months have allowed us 

to  
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element of business strategy, 

rather than as an entry pathway.  

 

Encouraging ongoing upskilling in 

employees ς especially in 

hospitality, where responsibilities 

naturally tend to be more fluid - 

results in a stronger team, with 

workers who both understand 

their role more clearly and are 

better prepared to step up and 

take initiative when needed. 

Online learning represents the very 

best of what technology has to 

ƻŦŦŜǊ ǘƘŜ ƘƻǎǇƛǘŀƭƛǘȅ ƛƴŘǳǎǘǊȅΦ LǘΩǎ 

an innovation that keeps 

hospitality workers connected and 

engaged with each other and the 

workplace, enhancing their 

communication rather than 

interfering with or undermining it.  

LǘΩǎ ŀƴ ƻǇǇƻǊǘǳƴƛǘȅ ǘƻ ƳƻǾŜ 

forward into the future with 

confident, skilled associates and 

the certainty that comes with 

comprehensive support. 

 

!ƭƭ ƛƴ ŀƭƭΣ ǘƘŜǊŜΩǎ ƳǳŎƘ ƳƻǊŜ ǘƻ 

be optimistic about, and proud 

of, than not. Through these 

incredible innovations the world 

over, we are reminded that 

hospitality is more than an 

industry ς ƛǘΩǎ ŀ ŎƻƴŎŜǇǘΣ ŀ ǿŀȅ ƻŦ 

connecting, born out of values 

we hold dear now more than 

ever. Service to others; helping 

and caring for each other; 

teamwork; communication.  

bƻǿΩǎ ǘƘŜ ǘƛƳŜ ŦƻǊ ǳǎ ǘƻ ƳƻǾŜ 

forward boldly, innovatively, and 

- in the spirit of the industry - 

with dedicated hospitality.  

 

the most useful technologies in 

hospitality are those that seek to 

elevate and adapt, rather than do 

away with, the human-to-human 

experience. Tools such as online 

learning have been instrumental 

in keeping staff connected and 

informed. 

 

!ǘ ¢ȅǇǎȅΣ ǿŜΩǾŜ ǎŜŜƴ ŀƴ 

incredible - and dramatic - rise in 

hospitality owners, managers, 

suppliers, and employees 

engaging with online learning in a 

way that sets up teams and 

businesses for a quick 

recovery. And in the context of 

the rise of remote learning across 

the world, thought leaders 

increasingly see learning and 

development as an essential  
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development option for less 
developed countries cannot be 
overemphasised. A large number of 
developing countries have turned to 
tourism as a potential escape route 
from their development problems 
(Todaro and Smith, 2012) as it offers 
a comparative advantage as a 
development activity when 
compared to traditional sectors of 
economy such as agriculture 
(Jenkins, 2015). Tourism's potential 
to generate a number of social and 
economic benefits have encouraged 
developing countries to invest 
scarce resources and capital for its 
development (Kokkranikal and 
Morrison, 2011). However, as 
Sharpley argues (2010) the 
inherently imperialistic and 
dependent nature of tourism do not 
fit easily with the notions of 
inclusive growth or an alternative 
model of development. With no 
past experience or expertise, 
tourism in the less developed 
countries is generally characterised 
by adhocism and unplanned 
development leading to various 
kinds of environmental, social, 
cultural and economic impacts, 
generating numerous destination 
case studies of negative impacts of 
tourism (Wall and Matheson, 2006).  
Sustainability, as a result, is an 
important issue in tourism in 
developing countries. 

The travel taste of tourists 

has evolved just as the taste in 

cinema, music, or fashion. The 

ȅŜǎǘŜǊȅŜŀǊǎ ƻŦ ǘǊŀǾŜƭƭƛƴƎ ŦƻǊ ΨǎŜŀΣ 

ǎŀƴŘ ŀƴŘ ǎǳƴΩΣ Ƙŀǎ ƴƻǿ ƎƛǾŜƴ ǿŀȅ 

to more refined tastes like 

experiencing alien cultures and 

lifestyle. Anecdotally, it is 

presumed that most Americans 

would love to travel to Japan if 

money was not a consideration. 

Similarly, most Japanese have a 

lifelong fascination     for     visiting     

USA (NTTO, 2019). 

This is possibly a result of human 

desire to explore and experience 

the exotic. The old adage of 

ΨƘƻƳŜ ŀǿŀȅ ŦǊƻƳ ƘƻƳŜΩ ƛǎ ƴƻ 

longer attractive for the post-

modern traveller. Tourists today 

are looking for exactly opposite 

of what they see back home. 

Hence, cultural tourism has 

become the theme for tourism 

marketing and almost all 

destination promoters are trying 

novel ways of showcasing their 

culture to attract tourists. 

 

¢ƘŜ ¦ƴƛǘŜŘ bŀǘƛƻƴΩǎ ²ƻǊƭŘ 

Tourism Organisation has 

ŘŜŦƛƴŜŘ /ǳƭǘǳǊŀƭ ǘƻǳǊƛǎƳ ŀǎ ά! 

type of tourism activity in which 

ǘƘŜ ǾƛǎƛǘƻǊΩǎ ŜǎǎŜƴǘƛŀƭ ƳƻǘƛǾŀǘƛƻƴ 

is to learn, discover, experience 

and consume the tangible and 

intangible cultural 

attractions/products in a tourism 

destination. 

destination.  

 

These attractions/products 

relate to a set of distinctive 

material, intellectual, spiritual 

and emotional features of a 

society that encompasses arts 

and architecture, historical and 

cultural heritage, culinary 

heritage, literature, music, 

creative industries and the living 

cultures with their lifestyles, 

value systems, beliefs and 

ǘǊŀŘƛǘƛƻƴǎέ ό¦b²¢hΣ нлмтύΦ Lƴ 

other words, Cultural tourism is a 

rainbow term that defines the 

destination and its people in the 

minds of a tourist. 

 

The popularity of Cultural 

tourism, however, comes with 

grave challenges. Over-tourism 

and unplanned destination 

promotion    have    had    adverse 

   

From Cultural to 

Cultured Tourism -  

A Way Forward  

 

Mr. Sandeep Chatterjee 
Food & Beverage Consultant 
New Jersey, USA 
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cultural appreciation is often lost 

in the endeavour to attract foreign 

currency.  

International tourists in our 

country mostly stay at 5-star 

luxury hotels, where staff, dressed 

ƛƴ ǇǊƛǎǘƛƴŜ ΨŜǘƘƴƛŎΩ ǿŜŀǊΣ ǘǊŜŀǘ ƻǳǊ 

royal guesǘǎ ǘƻ ΨLƴŘƛŀƴ ŎǳƛǎƛƴŜΩ 

from a lavish buffet. Hence, the 

tourists end up returning with a 

quite different experience of 

India. The challenge to cultural 

tourism is not just limited to 

display of synthetic cultural 

motifs, the very concept of 

ΨŎǳƭǘǳǊŜΩ ƛǎ ŀƭso in question. We as 

Indians are proud of our culture 

but are we equally appreciative of 

other cultures? The answer may 

not           be          that           simple. 

 

The gap in mutual appreciation 

of cultures result in adverse 

forms of tourism like 

ŎƻƳƳƻŘƛŦƛŎŀǘƛƻƴ ƻŦ YŀǊƴŀǘŀƪŀΩǎ 

Channapatna toys or rise in 

drugs, prostitution, and crimes in 

rural Rajasthan (Shepard, 2002). 

The phenomenon is not 

restricted to foreign tourists 

visiting India, in fact we also 

indulge in this category of 

tourism when we visit Bangkok 

or Las Vegas. Misdirected 

Ψ/ǳƭǘǳǊŀƭΩ ǘƻǳǊƛǎƳ Ƙŀǎ Ƴŀƴȅ 

other forms, like tourists visiting 

Dharavi slum in Mumbai or 

disaster sites like Chernobyl and 

Ƴŀȅ ōŜ ŦǳǘǳǊŜ Ǿƛǎƛǘǎ ǘƻ Ψ²Ŝǘ 

ƳŀǊƪŜǘΩ ƻŦ ²ǳƘŀƴΦ In order to 

achieve a true cultural tourism, it 

 

effect on many tourist 

destinations, especially, in poor 

third world countries. Smith and 

Robinson (2006), have accused 

Cultural tourism to be 

ά9ǳǊƻŎŜƴǘǊƛŎΣ LƳǇŜǊƛŀƭƛǎǘ ŀƴŘ 

±ƻȅŜǳǊƛǎǘƛŎέ ƛƴ ƴŀǘǳǊŜΦ ¦b²¢h 

has since, made a policy 

framework to incorporate 

Sustainable Development and 

Global Code of Ethics for Cultural 

tourism. 

 

In most destinations, the idea of 

Cultural tourism is expressed in a 

narrow-paraded form, where 

tourists are often shown aspects 

of local culture as exhibits, rather 

than as an experience to share 

and respect. The     concept      of  
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gift shop employees and other 

local businesses must be trained to 

explain our food, art, history and 

heritage to the tourist. At the same 

time, it is essential that they also 

have respect and appreciation for 

other cultures. In the post-COVID 

19 world, tourism has been hit the 

hardest and our idea of peace 

building across nations via tourism 

has    been    shaken    to    its    core.  
 

Nevertheless, historically, we 

have seen that tourism industry 

has had the resilience to come 

back from various disasters like 

global recession and 9/11. The 

comeback may be slow and 

painful, but it is certain that our 

road to recovery must include 

solidarity in taking measured 

steps towards Cultured tourism 

ahead     of     Cultural     tourism. 

is imperative that the concept of 

Cultured Tourism is followed. To 

begin with every stake holder in 

tourism and hospitality must 

learn about their own native 

culture. We can expect respect 

from others only if we learn to 

respect our own. The front-line 

staff like, tour guides, hotel staff, 

restaurant staff, public transport 

operators,    security    personnel  

 

 

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 Tourism. Cultural Tourism in a 

Changing World, 1ς18. doi: 10.21832/9781845410452-003 

Shepherd, R. (2002). Commodification, culture and tourism. Tourist Studies, 2(2), 183ς201. doi: 10.1177/146879702761936653 

UNWTO. (2017, September 16). WORLD TOURISM ORGANIZATION. Retrieved from https://www.unwto.org/tourism-and-culture 
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development option for less 
developed countries cannot be 
overemphasised. A large number of 
developing countries have turned to 
tourism as a potential escape route 
from their development problems 
(Todaro and Smith, 2012) as it offers 
a comparative advantage as a 
development activity when 
compared to traditional sectors of 
economy such as agriculture 
(Jenkins, 2015). Tourism's potential 
to generate a number of social and 
economic benefits have encouraged 
developing countries to invest 
scarce resources and capital for its 
development (Kokkranikal and 
Morrison, 2011). However, as 
Sharpley argues (2010) the 
inherently imperialistic and 
dependent nature of tourism do not 
fit easily with the notions of 
inclusive growth or an alternative 
model of development. With no 
past experience or expertise, 
tourism in the less developed 
countries is generally characterised 
by adhocism and unplanned 
development leading to various 
kinds of environmental, social, 
cultural and economic impacts, 
generating numerous destination 
case studies of negative impacts of 
tourism (Wall and Matheson, 2006).  
Sustainability, as a result, is an 
important issue in tourism in 
developing countries. 

 
 
 
 
 
 
 
 
 

That tourism can be an 

attractive development option 

for less developed countries 

cannot be overemphasised. A 

large number of developing 

countries have turned to tourism 

as a potential escape route from 

their development problems 

(Todaro and Smith, 2012) as it 

offers a comparative advantage 

as a development activity when 

compared to traditional sectors 

of economy such as agriculture 

(Jenkins, 2015). 

Tourism's potential to generate a 

number   of   social    and    

economic benefits have 

encouraged developing 

countries to invest scarce 

resources and capital for its 

development (Kokkranikal and 

Morrison, 2011). However, as 

Sharpley argues (2010) the 

inherently imperialistic and 

dependent nature of tourism do 

not fit easily with the notions of 

inclusive growth or an alternative 

model            of          development. 

With no past experience or 

expertise, tourism in the less 

developed countries is generally 

characterised by adhocism and 

unplanned development leading 

to various kinds of 

environmental, social, cultural 

and economic impacts, 

generating numerous 

destination case studies of 

negative impacts of tourism 

(Wall and Matheson, 2006).  

Sustainability, as a result, is an 

important issue in tourism in 

developing countries. 

 

Tourism, in fact, can worsen the 

already deteriorating 

environmental and economic 

problems in the developing 

world  and  developing  forms  of  
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existence of a wide variety of 

tourism occupations complicates 

the situation making any co-

ordinated efforts virtually 

impossible.  

 

An overview of tourism education 

and training in developing 

countries, points to a number of 

problems such as budgetary 

constraints, shortage of training 

institutions, shortage of training 

expertise, unsuitable tourism 

curriculum with little or no 

recognition and acceptance by the 

tourism industry, lack of 

manpower planning, limited in-

house training capacity, lack of 

support from the private sector 

and ineffective legislation 

(Kokkranikal and Baum, 2000). 

 

Very often tourism education and 

training institutions in developing 

countries blindly adopt the 

curriculum and pedogogy followed 

by institutions in developed 

countries.  A major drawback of 

this system of imitating 

developed countries is that the 

development concepts and 

management practices followed 

by them may not be relevant and 

practical in developing countries. 

 

As Kokkranikal and Baum (2000) 

propose, a multi-pronged 

approach to tourism education 

and training with the active 

involvement of stakeholders in 

the public, private and voluntary 

sector as well as the host 

community within the 

framework of inclusivity, quality 

and sustainability can help 

develop a competitive tourism 

sector that is inclusive and 

endogenous. Such an approach 

will encompass pre-employment 

education, in-service training, 

community extension initiatives 

and visitor awareness 

programmes. 

Tourism that is environmentally 

benign and economically 

productive remain a major 

challenge (Sharpley, 2010).  

Development of tourism within 

the framework of sustainability 

that embrace economic viability, 

local prosperity, social equity and 

environmental integrity thus is a 

fundamental requirement in 

developing countries (UNWTO, 

2013) 

 

Education and training are one of 

the key variables in building 

expertise and capability to 

develop and manage tourism 

that can lead to endogenous and 

sustainable development of 

tourism (Kokkranikal and Baum, 

2000). Though there is a 

recognition of the importance of  

human capital as a key variable in 

sustainable tourism 

development (UNWTO, 2013), 

the tourism industry is 

characterised by a questionable 

attitude to investment in human 

capital, inflexible employment 

practices and an educational and 

training support system of 

doubtful relevance (Kokkranikal 

and Baum, 2002). Tourism policy 

makers and planners look upon 

tourism education and training 

as an operational consideration 

rather than a vital policy issue 

(Kokkranikal, et. al., 2011). 

 

Further, the multi-sectoral 

nature of the tourism industry 

and 
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In order to achieve sustainability 

and competitiveness, tourism 

policy makers in developing 

countries need to re-appraise their 

approaches to tourism and strive 

to develop indigenous expertise 

and capabilities. It is argued that 

external expertise provided by 

international organisations and 

donor agencies may not always be 

the best way to achieve sustainable 

tourism in developing countries.  

Considering the importance of 
indigenous development of 
expertise and capabilities to 
achieve sustainability and 
competitiveness, investments in 
tourism education and training 
could be a major strategy to 
achieve these twin objectives. A 
reappraisal of tourism 
development and management 
approach that recognise tourism 
education and training as a 
priority policy area for capacity 
building appears to be the way 
forward. 

! ǊŜǾƛŜǿ ƻŦ ǘƘŜ ŜǾƻƭǳǘƛƻƴ ŀƴŘ ǘƘŜ 

ǇǊŜǎŜƴǘ ǎǘŀǘŜ ƻŦ ǘƻǳǊƛǎƳ 

ŜŘǳŎŀǘƛƻƴ ŀƴŘ ǘǊŀƛƴƛƴƎ ŀƴŘ 

ǎǳǎǘŀƛƴŀōƛƭƛǘȅ ƛǎǎǳŜǎ ƛƴ ǘƻǳǊƛǎƳ ƛƴ 

ŘŜǾŜƭƻǇƛƴƎ ŎƻǳƴǘǊƛŜǎ ƛƴŘƛŎŀǘŜ ŀ 

ǿŀǎǘŜŘ ƻǇǇƻǊǘǳƴƛǘȅΦ ¢Ƙƛǎ ƛǎ 

ŜǾƛŘŜƴǘ ŦǊƻƳ ƛƴŎǊŜŀǎƛƴƎ ƛƴǎǘŀƴŎŜǎ 

ƻŦ ŜƴǾƛǊƻƴƳŜƴǘŀƭΣ ǎƻŎƛŀƭ ŀƴŘ 

ŎǳƭǘǳǊŀƭ ǇǊƻōƭŜƳǎ ŀǘǘǊƛōǳǘŜŘ ǘƻ 

ǘƻǳǊƛǎƳ ŀƴŘ ǘƘŜ ǇŜǊǎƛǎǘƛƴƎ ƭŀŎƪ ƻŦ 

ŎƻƳǇŜǘƛǘƛǾŜƴŜǎǎ ƻŦ ǘƘŜ ǘƻǳǊƛǎƳ 

ƛƴŘǳǎǘǊȅ ƛƴ ŘŜǾŜƭƻǇƛƴƎ ŎƻǳƴǘǊƛŜǎΦ 

Source Credits: 

Jenkins, C.L. (2015) Tourism policy and planning for developing countries: some critical issues, Tourism Recreation Research, Vol. 40 (2), pp. 144-156 

YhYYw!bLY![Σ W ŀƴŘ aƻǊǊƛǎƻƴΣ !Φ όнлммύ άCommunity networks and sustainable livelihoods in tourism: the role of entrepreneurial innovationέΣ Tourism Planning and Development, Vol. 8 

(2), pp.137-156 

YhYYw!bLY![Σ WΦ /ǊƻƴƧŜΣ tΦΣ ŀƴŘ .ǳǘƭŜǊΣ wΦ όнлммύ ΨTourism policy and destination marketing in developing countries: the chain of influenceΩΣ Tourism, Planning and Development, Vol. 8 (4), 

pp. 359 -380 

YhYYw!bLY![Σ WΣ ŀƴŘ .ŀǳƳΣ ¢Φ όнллнύ ΨIǳƳŀƴ ǊŜǎƻǳǊŎŜǎ ŘŜǾŜƭƻǇƳŜƴǘ ŦƻǊ ǘƻǳǊƛǎƳ ƛƴ ǊǳǊŀƭ ŎƻƳƳǳƴƛǘƛŜǎΥ ŀ ŎŀǎŜ ǎǘǳŘȅ ƻŦ YŜǊŀƭŀΩΣ Asia Pacific Journal of Tourism Research, Vol. 7 (2), pp. 64-74 

KOKKRANIY![Σ WΦΣ ŀƴŘ .ŀǳƳΣ ¢Φ όнлллύ ΨIǳƳŀƴ ǊŜǎƻǳǊŎŜ ŘŜǾŜƭƻǇƳŜƴǘ ŀƴŘ ǎǳǎǘŀƛƴŀōƛƭƛǘȅ - ǘƘŜ ŎŀǎŜ ƻŦ LƴŘƛŀƴ ¢ƻǳǊƛǎƳΩΣ International Journal of Tourism Research. Vol. 2 (5) pp.403 ς 421. 
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Marketing Hotels in 
the era of churning!  

Mr. Rohit Hangal 
Director 
Sphere Travelmedia & Exhibitions Pvt. Ltd. 
Bangalore 



With the expanding hotel scenario, 

where in all and sundry see 

themselves as a hotel owner and 

the International Hotel brands see 

an opportunity to fix their brands 

and get professional management 

to one of the world's fastest 

growing hotel construction 

markets. In the world changing 

Hotel ownership dynamics from 

traditional hotel owners and 

operators to the new real estate 

developers, who go by the name of 

'Asset Creators'! In a new-found 

love of creating wealth, hotels are 

now a big part of the scheme to 

generate recognition and accrued 

valuation to raise more funds to 

expand their real estate ambitions. 

In such an era where the hotel 

ownership is myopic towards any 

long-term business plan, 

management is pressurized to 

cater to the whims of making quick 

money, without a desire to create 

a market, which involves a bit of 

patience and hard work! 

  

Leafing through newspaper articles 

which announce hotel projects in 

India (especially the ones 

announced by real estate biggies), 

ƛǘΩǎ ǉǳƛǘŜ ǎǳǊǇǊƛǎƛƴƎ ǘƘŀǘ ǎƻƳŜ ƻŦ 

them have not even moved from 

the drawing board stage, for about 

a year.  

 

The announcement of new hotel 

projects with leading world hotel 

ōǊŀƴŘǎΣ ŀŘŘǎ ǾŀƭǳŜ ǘƻ ǘƘŜ ǇǊƻƧŜŎǘΩǎ  

 

real estate component and gets 

ǘƘŜ ƴŜŎŜǎǎŀǊȅ ΨǇǊŜ-ǇǳōƭƛŎ ƛǎǎǳŜΩ 

attention from media. As more 

and more hotel builders go in for 

multi-use models, creating MICE 

infrastructure will add immense 

value to their bottom lines. 

 

The new age city hotels have 

created a system of milking the 

ŀƭǊŜŀŘȅ ŘǊŀƛƴŜŘ Ψ/ƻǊǇƻǊŀǘŜ 

/ƻǿǎΩ ƻǊ ǘƘŜ ƘƻƳŜƎǊƻǿƴ 

wŜǾŜƴǳŜ aŀƴŀƎŜǊΩǎ ŘƛƪǘŀǘǎΦ ¢ƘŜ 

wŜǾŜƴǳŜ aŀƴŀƎŜǊΩǎ ǊƻƭŜ      

(primarily an imported concept), 

was introduced into Indian hotel 

system by the big multinational 

chains to maximize revenue. The 

Revenue Manager is accorded 

with powers to supersede the 

ǎŀƭŜǎ ǘŜŀƳΩǎ ŎƻƴǘǊƻƭ ƻǾŜǊ 

evaluating clientele and 

negotiated rates. Conflicts of 

interest between the Revenue 

aŀƴŀƎŜǊΩǎ ǎƘƻǊǘ-term goals and 

the end result of creating a longς

term sustained business 

relationship is one of the key 

factors for hotels to refuse to 

look for alternate sources. 

 

Apart from the corporate MICE, 

that are always welcome, Indian 

Hotels across sectors have a 

large portion of revenues arising 

from Food & Beverage and 

taking into consideration the 

penchant for your countrymen 

to use hotels for weddings, 

anniversaries,              birth-days,  

 

 

 

As Images of Another hotel 

inventory oversupply gets on the 

overdrive, thanks to the 

overzealous COVID-19 Virus, 

which has put the industry on 

short notice. While hotels across 

the world are literally gasping for 

breath and hoping to have their 

heads over water amid this 

unparallel crisis; we as 

stakeholders here in India cannot 

wait for the action to resume. 

 

In an era, where revenue 

management is seen on par with 

economists and weather 

forecasters, where they predict a 

situation, and when it does not 

happen, can very well tell you, 

why it did not and still retain their 

jobs! 

 

It is surely not rocket science that 

Indian cities at most times are 

down by 60 - 70% from Thursday 

to Sunday, i.e., would be over a 

minimum of 200,000 unsold 

room nights! There has been 

virtually no effort being made by 

any of the major hotel 

associations to help hotels tie-up 

with tourism boards, deal with 

major MICE Networks or even 

travel companies to help create a 

transparent room rate 

mechanism combined with a 

sound promotional strategy that 

would help generate business 

from varied markets such as 

MICE or leisure. 
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manage it on your own. While 

doing business in India, there is 

ŀƭǿŀȅǎ ΨhǳǘǎƻǳǊŎƛƴƎΩΗ  

 

Of late, there has been a concerted 

effort by leading hotel brands such 

as Marriott, ITC Hotels, Hilton and 

Taj to create separate marketing 

teams to reach out to the MICE 

segment. Marketing MICE requires 

different skill-sets, not necessary 

aligns with that of the Revenue 

Managers. Hotels should create a 

business model, where Event 

managers, Associations and 

Professional Conference 

Organizers   (PCOs)   are   partnered  

 

 

 
  
 

with and considered as part of 

their distribution strategy. And 

Yes. Commissions are important! 

They work in most international 

markets and will do good in India 

as well. 

 

The strength of India as a 

destination and a bonafide 

outbound travel market is under 

test. The ability to play well and 

play smart may be the adage you 

associate with the Indian Cricket 

team, but the immensely assist 

the immensely talented Indian 

hospitality industry if it punches 

above                its              weight! 

retirement send-offs, kitty 

parties and even child-naming 

ceremonies, the market for MICE 

will not go out of fashion in a 

hurry! Irrespective of the size of 

the hotel or its star category, it 

would help if an Event venue is 

incorporated, especially in India. 

Some European hotel brands, 

which do not have MICE as part 

of the standard design plan are 

now customizing to cater to the 

Indian desire to celebrate!  

 

It does not make so much 

difference to add an event 

venue, even if you do not wish to  

 

 

 

 

 

 

 
 
                           
 
 
 
  
 
 
  
 
 
 
 
 

                                                                                 

 
 
 

  

 

 

 

 

 

 

 

 

 

 

 

 
 
 
 
 
 
 
 
                                                                      

         
 18 

June 2020 

POWER OF INNOVATION 

HOSPITIUM 



Image courtesy: ©Shutterstock/YARUNIV Studio 

   

Culinary Gardens by Chefs  
A Trending Green Practice in 

Hospitality Business 
Chef. Neena Joshi, Associate Dean 
 FHMCT, RUAS, Bangalore 

Photo Credit: https://redlandrambles.com/2011/07/11/mcis-organic-culinary-garden-opens/ 

https://redlandrambles.com/2011/07/11/mcis-organic-culinary-garden-opens/


What exactly is a Culinary Garden? 

A culinary garden is a garden from 

which you can harvest fresh 

produce. They are also called urban 

ŦŀǊƳǎΣ ŎƘŜŦΩǎ ƎŀǊŘŜƴΣ ƻǊ ǎƛƳǇƭȅ         

kitchen gardens. For fresh and 

better tasting vegetables and to 

ǊŜŘǳŎŜ ŎƻǎǘǎΣ ŀ Ψ/ǳƭƛƴŀǊȅ DŀǊŘŜƴΩ ƛǎ 

a great idea. 

 

Psychologically speaking, for a chef 

or anyone, a great sense of 

fulfilment and accomplishment can 

be achieved by growing your own 

produce.  Use of pesticides and 

other harmful materials can be 

avoided in a culinary garden 

attached to a restaurant.  

 

Food waste can be used to make 

compost which can be used in the 

garden. This would be a huge 

contribution towards reducing load 

of waste disposal for the business 

and for the city. 

 

Vegetables can be grown 

anywhere with some sun, water 

and soil. Packaging material can be 

converted into grow bags and 

compost from food waste 

practically ensures that there is 

hardly any expense and over a 

period of time considerable savings 

are seen. 

 

 Just like most things that look 

challenging till you try it; a culinary 

garden is not as formidable as it 

seems. 

 
 
 

Grocery stores, world over sell 

little pots of herbs to carry home 

and grow them on kitchen 

window sills.  

 

The concept of actually growing 

your own vegetables and fruits 

even seems extremely 

challenging till you actually start.  

 

Having space for a kitchen 

garden may be a challenge 

especially if you want to grow 

them in the ground. But 

vegetables can be grown 

anywhere in grow bags and 

placed on the terrace, windows, 

walls etc.  

 

Many restaurants and homes 

have rooftop gardens. Plants like 

herbs, tomatoes, ŎƘƛƭƭƛŜǎ ŘƻƴΩǘ 

need too much care and with the 

right amount of sunlight and soil 

mixture they can give chefs 

considerable savings every 

month.  

 

For some restaurants the cost of 

the produce is only the price of 

the seed. The rest of the 

resources are obtained at no 

cost. 

 

 
 
 
 
 
 
 
 
 
 
 

How we wish that money would 

grow on trees. What if I were to 

tell you that money can grow on 

trees, especially for chefs who 

have their own culinary gardens.  

 

/ƘŜŦǎ Ŏŀƴ ōŜ ŦŀǊƳŜǊǎ ŀƴŘ ŎƘŜŦΩǎ 

gardens have become very 

popular recently. Some of the 

global restaurants of the world 

have their own kitchen gardens 

and using their own produce has 

given them popularity and 

profits. 

 

Nothing can be more exhilarating 

for a chef than to open a crate 

filled with freshly harvested 

produce. Tender baby carrots 

with plump red tomatoes 

nestling by the side of crunchy 

greens and salad leaves.  

 

Freshness of ingredients is a 

show stopper as far as marketing 

restaurant foods go. Which diner 

will not be charmed when told 

that the tomatoes in their soup 

was plucked after they walked 

into the restaurant?  

 

Many seafood restaurants have 

live seafood in tanks and allow 

their customers to choose the 

one they would like on their 

plate. While this might be a little 

distasteful for the weak hearted, 

the fact that the freshness of the 

lobster adding value to the 

product cannot be denied. 
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Photo Credits:  http://hometalk.sulekha.com/how-to-grow- your-very-own-organic-kitchen-garden_618824_blog 

menu based on what is available in 

your garden and not depending on 

vendors. 

 

Food Waste and Composting 

The problem of handling food 

waste, the costs of disposing food 

waste and the challenge of 

reducing waste disposal efforts can 

be addressed if food waste is 

composted on site. Storing and 

using the compost is facilitated if 

there is a culinary garden. Chefs 

are killing two birds with one stone 

by starting a culinary garden. That 

of putting food waste to good use 

and to be self-sufficient in the 

produce required for the menu. 

 

Longer Shelf Life 

It is proven that vegetables plucked 

from your own garden remain 

fresh   longer   than   store   bought  

 

vegetables. Wastage can be 

minimised and the taste and 

palatability of the vegetables 

remains the same for many days. 

 

Taste  

Organically grown vegetables 

may or may not taste better than 

mass produced vegetables with 

the use of pesticides but they 

definitely cook faster and retain 

the flavours and tastes better. 

Psychologically speaking, 

vegetables consumed from an 

organic garden taste better, cook 

well and are definitely more 

digestible than their 

counterparts. 

 

USP 

Culinary gardens contribute to 

the USP of any restaurant, the 

reason     why    they    are    used  

 

 

Benefits of a Culinary Garden 

 

Freshness 

The USP of any restaurant 

depends on the freshness of the 

ingredients used and the same is 

mandated by the law. What can 

be fresher than vegetables 

plucked just before processing 

and serving of the food?  

Customers have always been 

fascinated by the idea of a 

culinary garden by a restaurant 

and this contributes to repeat 

business. 

 

Control over the Menu 

Consistency in the quality of 

products of a menu depends on 

the specifications of the 

ingredients. Growing your own 

vegetables gives you the 

freedom to plan and execute a  
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A lot of space is required and 

quantities produced may not be 

sufficient for the requirement of 

the restaurant on a daily basis 

 

Even the most productive garden 

can only supply about 80% of the 

produce required. Just like cooking, 

kitchen gardening requires a lot of 

passion and work. There is a dearth 

of professional gardeners and one 

of the biggest challenges is the lack 

of knowledge and expertise of 

growing vegetables. Each type of 

vegetable has specific and unique 

needs and conditions to grow in. 

But the advantages of a kitchen 

garden definitely outweigh the 

disadvantages once the challenges 

are overcome. 

 

The benefits of growing your own 

herbs, micro greens, edible 

flowers and other vegetables are 

tremendous because you ŘƻƴΩǘ 

have to depend on the market, 

which may be erratic with its 

supply. 

 

To Conclude 

Chefs like to control every aspect 

of their art to ensure the best 

quality, consistency and 

profitability in their operation, 

and being able to grow most of 

the fresh produce would be half 

the battle won. The other half of 

the battle would depend on their 

skill, time management, 

commitment and passion. And 

watching a garden unfold from a 

bed prepared lovingly to little 

saplings growing into sturdy 

plants and creepers that give you 

the fruit of your labour will 

definitely be worthwhile. 

 

extensively for advertising. 

Customers love to have a look at 

ǿƘŀǘΩǎ ƎǊƻǿƛƴƎ ŀƴŘ Ƴŀȅ ǿŜƭƭ ǇƛŎƪ 

a restaurant based on whether 

there is a culinary garden or not 
 

 

Landscape 

Expensive landscaping costs can 

be avoided if available space is 

used to grow vegetables, fruit, 

herbs and edible flowers. 

Aesthetically arranged, these 

plants can look just as beautiful 

as decorative plants. 
 

 

The Other Side of the Picture 

Though it sounds like a great 

idea, there is a downside to 

having a kitchen garden as it can 

be quite exhausting to supervise 

every ingredient through the 

stage of seedling to final dish.  

 

   

 

Photo Credits:  https://www.chezshuchi.com/vegetable-gardening-growing-vegetables-at-home.html 
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Since time immemorial, various 
sectors of the food and beverage 
industry have been co-creating 
outstanding experiences for their 
consumers. There is a paradigm 
shift in the nature of the 
experiences provided by the 
Welfare Catering sector. 
Organisations like The Akshaya 
Patra Foundation (TAPF) have 
introduced real-time engagement 
processes that encourage new 
interactions between various 
stakeholders. This facilitates the 
emergence of innovative ideas to 
provide a unique co-creation of 
experiences for their beneficiaries. 
Interestingly  technology,  plays  a  

Image courtesy: ©Shutterstock/YARUNIV Studio 

major role in facilitating 
meaningful and personalised 
services and experiences. 
 
As published by Mr. Ajay 
Kavishwar, Director-Planning, PR & 
Advocacy, TAPF in Swasth India 
(January 2020), TAPF is the largest 
NGO run school feeding 
programme in the world which is 
efficiently serving 1.8 million 
children in 16,856 schools across 
12 states and 12 union territories 
of India on every school day. An 
initiative which started by feeding 
children in two schools in 
Bengaluru scaled up production in 
response   to   a   large   number  of  

requests to extend their 
programme to other school 
children who went to school 
hungry. They were motivated by 
the positive feedback received 
from the headmasters of those two 
schools that the attendance had 
increased, there was a decrease in 
cases of children fainting due to 
hunger and the children being fed 
were enthusiastic and energetic. 
This sparked the imagination of 
Madhu Pandit Dasa, Chairman, 
Akshaya Patra, who is an alumnus 
from IIT, Mumbai and a group of 
experts in the Indian IT, 
engineering and business 
communities. They are responsible 
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nutritionists. 
 
Akshaya Patra adheres to 
Government norms regarding 
recommended dietary 
allowances. The recipes 
suggested by the experts, go 
through a sensory evaluation, 
where the panel to assess the 
dishes is made up of none other 
than a group of beneficiaries. 
The recipes are adjusted 
according to the feedback. 
 
Processing of vegetables suitably 
for each standardised recipe is 
carried out using automated 
cutting machines operated by 
trained workers from the local 
community. Bucket Elevators are 
utilised to transfer cleaned rice 
from the ground floor to the 
third floor in the three-tier 
kitchens. The food is prepared 
ǳǎƛƴƎ ǘƘŜ ŎƻƴŎŜǇǘ ƻŦ ΨDǊŀǾƛǘȅ 
CƭƻǿΦΩ !ƴ ƛƭƭǳǎǘǊŀǘƛƻƴ ƻŦ ǘƘƛǎ 
concept is given below- 

for planning and designing 
innovative technology that 
revolutionised the concept of 
welfare catering, bulk cooking 
and delivery. This made it 
possible for Akshaya Patra to 
ensure efficiency, safety, quality 
and cost effectiveness in the 
entire cycle of operations, that is 
from receiving raw ingredients, 
storage, pre-preparation, 
preparation, packaging, 
transportation and service. 
 
 

A pilot study using a digital 
feedback system has been 
conducted by Akshaya Patra. The 
shift from the manual feedback 
system to a digital feedback 
system, which uses blockchain 
and sensor-enabled devices, 
gives children and school 
teachers an opportunity to play 
an active part in co-creating meal 
experiences. Artificial 
Intelligence is used to predict the 
ƴŜȄǘ ŘŀȅǎΩ ƳŜŀƭ ǊŜǉǳƛǊŜƳŜƴǘΦ  
This kind of technology is of great 
importance in co-creation of 
satisfactory meal experiences for 
the beneficiaries. 
 
¢ƘŜ ŎƘƛƭŘǊŜƴΩǎ ǎŀǘƛǎŦŀŎǘƛƻƴ ƭŜǾŜƭǎ 
are recorded and menus are 
ƳƻŘƛŦƛŜŘ ǘƻ ǎǳƛǘ ǘƘŜ ŎƘƛƭŘǊŜƴΩǎ 
needs.  The menus are specially 
designed using expert advice 
from nutritionists and chefs, 
keeping in mind the culture of 
that particular region. 
Collaborative innovations have 
led to the introduction of 
specially designed and 
manufactured equipment that 
can produce these dishes, 
improving the overall operations 
Patra the power to optimise 
energy consumption, produce 
food that is of a consistent 
quality, track kitchen 

and outcomes. Technology is 
giving Akshaya Patra the power 
to optimise energy consumption, 
produce food that is of a 
consistent quality, track kitchen 
performance and save time and 
effort.  Depending on their 
menus, their state-of-the-art 
kitchens are suitably equipped 
with not just rice chutes, 5,000 
litre capacity rice cauldrons and 
3,000 litre capacity sambhar 
cauldrons but with roti-making 
machines which can produce up 
to 60,000 rotis per hour and idli-
making machines that produce 
up to 8,000 idlis per hour. food 
that is of a consistent quality, 
track kitchen performance and 
save time and effort.   
 
Co-creation of healthy recipes 
which suit the tastes of the 
children is implemented in 
collaboration with food 
companies, chefs from reputed 
hotels,          institutions          and  
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Co- creation is at its best with 
various stakeholders of Akshaya 
Patra sharing innovative ideas 
and concepts. All operational 
aspects like preparation, 
delivery, maintenance, inventory 
management, and 
administration are integrated 
using an operations 
management system, Enterprise 
Resource Planning (ERP). All this 
is possible because of 
contributions from donors.  
Customer Relationship 
Management (CRM) tools 
employed to manage donations, 
seek potential donors as well as 
drive and monitor the donation 
process. 
 
Interactions between 
beneficiaries, employees and 
experts have a significant 
positive impact on meal 
ŜȄǇŜǊƛŜƴŎŜǎΦ !ƪǎƘŀȅŀ tŀǘǊŀΩǎ 
follows best practices to co-
create enriching meal 
experiences for the school 
children and their best practices 
could be replicated in any school 
lunch                           programme. 

Conveyor belts are used to 
transport these hot meals packed 
in specially designed vessels to 
their respective insulated delivery 
vehicles. 
 

According to Mr. R. Madan of 
Bioenergy Consult, the 
ŘŜŎŜƴǘǊŀƭƛǎŜŘ Ψ²ŀǎǘŜ-to-9ƴŜǊƎȅΩ 
plant can mix 1 tonne cooked and 
uncooked food waste with 1000 
litres of rice water a day to 
efficiently produce biogas to 
replace 50 to 55 kgs of LPG per 
day. This minimises costs due to 
wastage, controls pests and 
promotes sustainable practices. 

Operations based on Gravity 
Flow in Three Tier Kitchens 
 

 

Custom-designed GPS enabled 
vehicles which carry the cooked 
food are tracked to ensure route 
optimisation, driving within 
speed limits. In case of any 
break down of vehicles, 
alternate arrangements are 
immediately made and no child 
is   left   waiting   for   their  lunch. 
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Cooking Lentils   
Source : Anuradha Parekh, 2012 

 
///  

Packing of Rice  
Source : Anuradha Parekh, 2012 

 
 

Source : Anuradha Parekh, 2012 
 
 

Bio Gas Plant 

Source: R. Madan, 2020 
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Millennials  
Trend Setters for a Brand -New 

Restaurant culture  
Rashmi Koppar 
Academic Registrar, FHMCT, RUAS, Bangalore 



addition to it being convenient and 
of high quality. Their changing food 
habits are impacting the restaurant 
business. They prefer conscious 
indulgence. They desire their food 
to be organic and are mindful of 
ǿƘŀǘ ǘƘŜȅ Ŝŀǘ ŀƴŘ ƛǘǎΩ ƛƳǇŀŎǘ ƻƴ 
the environment. Keto, vegan food 
etc. are now the new normal. Peer 
opinion and validation is given 
credence and therefore what is 
eaten is just as important as where 
it is eaten. 
 
 This generation has the highest 
social media involvement. And of 
course, since the millennials are 
highly engaged on social media, 
the food dished out must be 
Instagram worthy. Many 
restaurants are smartly cashing in 
on this trait by going 
άƛƴǎǘŀƎǊŀƳƳŀōƭŜέ ōȅ ōŜƛƴƎ 
kitschy, quirky and colourful. 
 
For example, the instagrammed 
ǇƛŎǘǳǊŜ ƻŦ {[h 5ƻƴǳǘ /ƻΦΩǎ 
marshmallow galaxy donuts shown 
below, ensured a long line of 
customers     outside     the     shop. 

Eating out is a social activity for 

them and they prefer it to be 

experiential. Communal tables 

are very popular. Food trucks are 

engaging and fun. Live events 

such as gin making sessions or 

ΨōǳƛƭŘ ȅƻǳǊ ƻǿƴ ŎƻŎƪǘŀƛƭΩ ŀǎ ŀƴ 

extension of the dining 

experience are hugely popular. 

Millennials are big on 

customization. The flavour and 

the presentation should be 

customized to suit their 

preferences. They prefer their 

meals to be personalized. For 

example, the same generic 

burger sold in fast food 

restaurants do not appeal to 

them. 

Frequenting trendy coffee shops 
and bistro has become the new 
clubbing. So, label them as 
entitled and self- indulgent, but 
they have changed the way the 
world looks at eating out. They 
are the trend setters for a brand-
new          restaurant       culture. 

 

In  a hugely popular interview of 
motivational speaker Simon 
Sinek by Tom Bilyeu, he said that 
the millennials, as a generation 
ǿŜǊŜ άǘƻǳƎƘ ǘƻ ƳŀƴŀƎŜΣ ŜƴǘƛǘƭŜŘΣ 
difficult to handle, narcissistic, 
self-interested, unfocused and 
ƭŀȊȅέΦ .ǳǘ ƳƛƭƭŜƴƴƛŀƭǎ ƛŘŜƴǘƛŦȅ 
themselves as experiential, 
experimental, open to new ideas, 
innovative, creative and above 
all, ADVENTUROUS. Millennials 
are born during the period of 
1981 and 1996. Majority of them 
are in their 20s and 30s and 
constitute a major population of 
the workforce, who spend a 
substantial amount on eating out 
and travelling. 
 
According to the marketing 
agency Restaurant Marketing 
Labs, millennials not only eat out 
more, but also spend more on 
eating out as compared to Baby 
Boomers and Gen X. This 
generation is changing the way 
the world perceives and 
consumes food. To them, food is 
not merely satisfying their taste 
buds, it is also a representative of 
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 beanbags 
and comfortable seating with 
super-fast wi-fi connection will 
have a greater appeal over a 
staid and formal fine dining 
restaurant. Restaurants have to 
serve fun and exciting, healthy, 
organic  and  affordable  fare  in 
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Blockchain is a 
decentralized database, with 
inherent governance that in the 
main, allows one to scale trust. ς 
(Joerg Esser) 
 
Blockchain technology is a 
progressive innovation that can 
shape eventual fate of tourism 
industry, particularly in 
avoidance of payment 
disbursement and deception. 
This technology is easiest 
structure, an approach to move 
data starting with one point to 
the    next    in    a    secure    way.  
 

At the point when utilized with 
the digital currency Bitcoin, it 
engraves money related 
mediators. Blockchain for all-
time records of exchanges, open 
and scrambled records that gives 
direct disbursement to the 
dealers. 
 
Blockchain technology in 
hospitality industry is taking 
outcast expenses and influence 
from direct dealer to customer 
interest. The facts of virtual 
travel offices are seated highest 
point   of   multi ς years   of   old  

dispersion evolved way of life. 
The significant plague point 
among the hoteliers and 
outsiders gives the same 
information held by Global 
Distribution System (GDS), which 
can be expensive and 
unavailable. In contrast, 
Blockchain technology is logically 
easy to access and ensures 
minimal efforts. It is obviously 
appealing other option, in the 
event the cost of exchanges 
assimilated less expensive and 
the cost   sparing   could give to 
visitors   by   adding    to    higher 
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manipulate the reviews previous 
posts. 
 
A tourism package regularly entails 
the transfer of funds from one 
country to another who do not 
have any previous relationship 
held with /between them. In order 
to alleviate risk of non-fulfilment of 
deals between the arbitrators, 
there will be certain amount of 
trust required. In few cases, 
mediators themselves have 
assured and they definitely charge 
a commission. Blockchain 
technology    allows   exchange of 
of funds from one party to another 

without the requirement of third- 

party assurance, which facilitates 

the manifestation of a new form of 

customer-to-customer transaction 

in primary and secondary markets 

for tourism packages. 

One industry expected to profit 
enormously from Blockchain 
technology, is the travel and 
tourism industry. The limit wherein 
a dependability program works 
today     is     constrained    to    the  

business that claims the 

Blockchain projects is 

confirmation of work 

framework.  

Traveling must be stress-free, 

convenient, and in particular, 

charismatic. While charges, 

booking inconsistencies, awful 

surveys, and long queues might 

be symptomatic of the present 

travel condition, Blockchain is 

trembling things up with a large 

group of new administrations 

intended to modernize and 

streamline the travel experience. 

The Blockchain technology 

stands open source and 

decentralized online platforms 

such as TUI, SITA, Winding Tree, 

Bee Nest and HotelP2P. Thanks 

to the formation of more 

unbiased network constructed 

to condense the presence of 

mediators, tourists and service 

contributor can build more 

reciprocally satisfying 

relationships that contribute to 

better             overall             value. 

 

 

benefits for the inns. 
 
There will be significant impact 
on the customer buying decisions 
through online customer reviews 
and travel packages. Beginners 
have a tendency to trust online 
reviews are based on honest 
opinions from real travellers. 
However, reliability of reviews at 
times varies, because the 
centralized systems are able to 
operate by industry key players 
(Hotel owners, restaurant 
owners, consumers and Agents). 
By using Blockchain technology 
in tourism industry offers entities 
with evident inimitability created 
as a part of it and ensures fair and 
common review rating system. 
There is no necessity to reveal 
the personal individuality but its 
keep track the all records 
retained with inimitable 
confidential key that confirms 
exact procedure arrives from 
fussy customer. At the end 
customers are not able to create 
a replica review with the same 
identity     and     no     one     can  
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extremely important to leverage it. 

Revenue Management Systems 

(RMS) have now made it possible 

to access data indicating travel, 

trends, productivity of a company 

by day of the week, length of stay, 

differentiation of contribution of a 

company by seasons and several 

other metrics, thus providing a 

platform for healthy and optimal 

decision making. RMS are now 

capable of pricing 

recommendations by combining 

analyses of market pricing along 

with aggregation & interpretation 

of the past data of a hotel. RM 

Systems are now moving into the 

world of automation and 

simplification. 

 

Adoption of Artificial Intelligence - 

Most RMS companies are 

implementing Artificial intelligence 

for most components of the 

software like pricing, 

recommendations, demand 

forecasting, etc. and the current 

trend of AI is here to stay for a 

while. Gone are the days of excel 

sheets and manual revenue 

management exercises. 

 

Focus on Profit Management - The 

key performance index has shifted 

to Gross operating profit, which 

traditionally has been total 

revenue through the last decade. 

Gross/ Net Profit will be the center 

of focus and efforts made to work 

around                  it,                    and 

 

 

each transaction made would be 

carefully analyzed in terms of 

pricing, cost etc., to achieve 

increased profitability. 

 

Geographic Information Systems 

- GIS based Revenue 

Management System provides 

an integrated inventory of all the 

ƳǳƴƛŎƛǇŀƭΩǎκƭƻŎŀƭ ŀǳǘƘƻǊƛǘƛŜǎΩ 

assets and properties and allows 

them to identify, track, and 

analyze the revenue obtained 

from these sources.  With this 

solution, authorities can perform 

joint operations and set up a 

collaborative work environment 

for asset and property 

management. Geographic 

Information Systems 

(GIS) provides revenue 

managers with geographic data 

of demand pattern and business 

performance to make informed 

decisions for their business. At 

the same time, GIS helps 

decision- makers identify 

differences in demand and 

consumption in a visual way that 

cannot be seen through 

traditional data analysis. 

 

Continual increase in Mobile 

booking traction  

Industry saw an increase in 

productivity post 2017 and is still 

one of the channels with 

potential scope for growth with 

new trends being incorporated 

at each business levels. 

 

Revenue Management plays a 

vital role in optimizing revenue & 

profits. The last few years saw a 

paradigm shift in the way 

hospitality has traditionally 

operated, opening up to new 

strategies and advanced 

technology that has been a game 

changer for the hotel industry. 

 

An increased focus on optimizing 

through Booking Tools - We are 

seeing an increase in booking 

through Self Booking Tools linked 

to the Global Distributing System 

(GDS), giving a platform for the 

corporate customers to make 

bookings for themselves without 

having to rely on the Travel 

Management companies. 

Corporate Self Booking tools 

provides a platform to choose 

from different hotels approved 

by the company. These tools are 

tailored as per the requirement 

and structure of a company, 

making it worthwhile to explore 

several marketing opportunities 

to optimize traction through the 

channel. 

 

Advancement in Technology in 

Revenue Management & 

efficient data usage - With 

efficient Revenue Management 

systems in place, it is now 

possible to retrieve and compare 

several kinds of data metrics 

these days. Customer data 

provides insights to most 

business   decisions,   making   it 
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hotel. However, there are several 

Revenue Management Software 

that make the job of the Revenue 

Manager a lot easier. To name a 

few, Room Price Genie, LodgIQ, 

Lybra Tech, Pace, Climber, 

Atomize, PIE, BeOnPrice, IDeaS, 

etc. have far-reaching effects on 

the performance of the hotel when 

used tactfully. 

 

 

A few trends in Revenue 

Management would include:  

 

Embracing Revenue Management 

Software in hotels around the 

world  

Revenue Management is now a 

buzzword that all hoteliers are 

familiar with.  Hotel owners and 

the top brass of decision-makers 

have understood the impact of 

Revenue Management on the 

profitability of hotel properties. 

Premium and luxury properties 

have to prize their rooms right so 

as to not lose their market share to 

the                     smaller           hotels.  

 

 

User-Friendly Revenue 

Management Software (RMS) 

The global market is witnessing 

mushrooming of hotels in all 

segments. All new start-ups are 

aware of the positive bearing of 

Revenue Management and 

hence, are employing use of 

RMS. In such a scenario, the 

software developers ought to 

make their products user-

friendly with built-in algorithms 

that would help the top 

management of the hotel make 

the right decision.  

 

Embracing Artificial Intelligence  

The use of advanced AI in 

revenue management is 

trending and it will only become 

more prevalent in the industry 

with time. Machine learning 

algorithms are the next in-things 

contextual to RMS.  Data Science 

is key to analysis of information 

that gets converted into 

knowledge that facilitates 

decision-making. Imagine doing 

all    of    this    manually!     Phew! 

 

Over the last decade or so, 

Revenue Management has 

gained tremendous importance 

in hotels around the world. 

Revenue Management in hotels 

is a set of strategies that are 

aimed towards ensuring 

maximum generation of revenue 

and profits.  

 

The concept of Revenue 

Management came into 

existence not very long ago, in 

ǘƘŜ мфулΩǎΦ 5Ŝƭǘŀ !ƛǊƭƛƴŜǎ 

pioneered revenue management 

strategies such as early bird 

offers, increase in seat prices 

with increase in demand, etc. The 

term given to demand-based 

pricing is ΨǎǳǊƎŜ ǇǊƛŎƛƴƎΩΦ ¢Ƙƛǎ 

strategy is best observed in 

pricing of Uber Rides. When the 

demand is high (during office 

travel hours, weekend, etc.) the 

ride rates surge and when the 

demand is low, the rates fall too. 

 

A designated employee of the 

hotel, called the Revenue 

Manager, takes into account 

numerous factors before pricing 

rooms of different categories on 

different published platforms. 

Factors such as hotels in a 

competitive set, the condition of 

the market, seasonality, events 

in the city, competition among 

online travel agencies, the buying 

power of potential guests, etc. 

are studied meticulously before 

setting rates for rooms in the 

hotel. 
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was unthinkable until just five 

years ago. 

 

From humorous and witty chatbots 

as launched  in 2017 by Accor 

Hotels;  mobile apps for making 

quick reservations and 

experiencing virtual tours which 

has been adopted by almost every 

international hotel chain now;  

hotelieǊǎ ŎŀǇƛǘŀƭƛǎƛƴƎ ƻƴ άLƴǎǘŀƎǊŀƳ 

ƳƻƳŜƴǘǎέ ǿƘƛŎƘ ǊŜǾŜŀƭ ǘǊǳŜ ƭƛƪŜǎ 

and dislikes of guests; preferential 

programs which allow guests to 

choose their minibar stock, choose 

their welcome drink, choose their 

choice of cake flavour and 

champagne brand, specifications 

of allergens, etc. are trending as 

well which has been pioneered by 

Virgin Hotels.  

 

Guests can also continue their 

favourite Netflix series where they 

stopped or to play their favourite 

Spotify playlist as soon as they 

register at the hotel and enter the 

room. Sensors on the bed will 

know  when  guests  are  awake  or  

 

sleeping to optimally optimize 

room temperature and light. 
 

Building a Culture of Revenue 

Management  

It is imperative that every 

employee in the hotel is aware of 

their role in the generation of 

revenue. This culture will grow 

with time and maximise the 

revenue generated in the hotel, 

an ideal situation.   
 

Dynamic Pricing of Rooms  

Dynamic pricing has become the 

need-of-the-hour. Only hotels 

that adopt this kind of pricing for 

its rooms, will be able to cope 

with aggressive competition. It is 

important that hotels distribute 

their product onto numerous 

channels so as to be able to reach 

a wider audience. 

Hence, needless to say, 

employing Revenue 

Management Strategies 

intelligently in hotels will yield 

greater profits and therefore, 

earn higher dividends for the 

employees,                      maybe?! 

Smart rooms are a reality now 

wherein voice instructions 

maybe sent to different 

ŘŜǇŀǊǘƳŜƴǘǎ ǳǎƛƴƎ ά!ƳŀȊƻƴ 

9ŎƘƻέ ŀǎ ƻƴŜ Ŏŀƴ ŦƛƴŘ ŀǘ ²ȅƴƴ ƛƴ 

Las Vegas. At the Hilton hotels, 

guests can control temperature, 

light, blinds, thermostats and 

televisions with just touching 

ǘƘŜƛǊ ǇƘƻƴŜǎΦ ά/ƻƴƴŜŎǘŜŘ ǊƻƻƳέ 

is a Hilton solution for continuous 

innovation that will make it 

easier for hotels to keep up with 

the rapid changes in technology. 

Developing an intuitive system is 

also critical for Marriott, who 

want to innovate constantly the 

global experience for guests in its 

30 brands. Similarly, Marriott is 

in the process of launching its 

ƻǿƴ άLƴǘŜǊƴŜǘ ƻŦ ¢ƘƛƴƎǎέ ǊƻƻƳΣ 

offering services like a virtual 

assistant, yoga training exercises 

in front of a large mirror and 

digital frames with the ability to 

attach pictures of friends and 

family photos during the stay. 

This concept of smart rooms will 

bring hotel-making to a level that  
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Artificial Intelligence (AI) 

in Hospitality Industry: 

An excerpt  



Iƻǿ !L ƛǎ ǳǎŜŘ ƛƴ ǘƘŜ ƘƻǘŜƭ 

ƛƴŘǳǎǘǊȅΚ 

It is mostly utilized for the following 

activities: 

¶ 5ŀǘŀ !ƴŀƭȅǎƛǎΥ  

The abundance of data is available 
nowadays but AI helps in data 
analysis so as to interpret and 
provide practical results to the 
managers especially in revenue 
management areas. The provision 
of real-time data over the 
traditional time- consuming data 
generation methods is appealing. 
Forecasting of future trends in the 
hospitality industry is achievable 
due to AI. 
 

¶ aŜǎǎŀƎƛƴƎ ŀƴŘ /ƘŀǘōƻǘǎΥ  

¢ƘŜ ŜŦŦŜŎǘƛǾŜƴŜǎǎ ƻŦ !L ƛǎ ƘƛƎƘ 

ŜǎǇŜŎƛŀƭƭȅ ŦƻǊ ǘƘŜ ŘƛǊŜŎǘ ƻƴƭƛƴŜ 

ŎƘŀǘ ǎŜǊǾƛŎŜǎ ŀƴŘ ƛƴǎǘŀƴǘ 

ƳŜǎǎŀƎƛƴƎ ǊŜǎǇƻƴŘƛƴƎ ǘƻ ǎƛƳǇƭŜ 

ǉǳŜǎǘƛƻƴǎ ƻǊ ǊŜǉǳŜǎǘǎ ǿƻǊƪƛƴƎ 

нпȄт ŀŎŎǳǊŀǘŜƭȅΦ Lǘ ƛǎ ŦƻǳƴŘ ǘƘŀǘ 

ул҈ ƻŦ ǇǊŜǎŜƴǘ ŎǳǎǘƻƳŜǊǎ ǿƻǳƭŘ 

ŜȄǇŜŎǘ ǇǊƻƳǇǘ ŎǳǎǘƻƳŜǊ ǎŜǊǾƛŎŜǎ  

 

ǿƘŜƴŜǾŜǊ ǘƘŜȅ Ǿƛǎƛǘ ŀƴȅ ǿŜōǎƛǘŜΣ 

ǎƻŎƛŀƭ ƳŜŘƛŀ ƴŜǘǿƻǊƪǎΣ ƻǊ ŀƴȅ 

ƻƴƭƛƴŜ ǇƻǊǘŀƭ ǘƘǳǎ ǳǘƛƭƛȊŀǘƛƻƴ ƻŦ 

ŎƘŀǘōƻǘǎ ǘŜŎƘƴƻƭƻƎȅ ǿƛƭƭ ōŜ ŀ 

ŦǊǳƛǘŦǳƭ ŀŎǘƛǾƛǘȅΦ 

 

¶ tŜǊǎƻƴŀƭƛȊŜŘ /ǳǎǘƻƳŜǊπ 

{ŜǊǾƛŎŜΥ 

The development of robots 
having artificial intelligence and 
the huge potential for this 
technology to grow is enormous. 
The robot can provide tourist 
information to customers who 
interact with it at the reception. 
Most impressively, it can learn 
from human speech and adapt to 
individuals. Ultimately, this 
means the more customers 
speak to it, the better it will get. 
Robots are used to deliver 
housekeeping guest amenities 
and for in-room dining services 
as well. Nowadays some 
restaurants have utilized the 
robot service to maintain 
uniformity in food and beverage 
services. 

 

 

 

 

 

 

 

 

Lǎ !L ǘƘŜ ŦǳǘǳǊŜ ƻŦ ǘƘŜ IƻǎǇƛǘŀƭƛǘȅ 

LƴŘǳǎǘǊȅΚ 

¢ƘŜ ƭŀǘŜǎǘ ǘǊŜƴŘǎ ōŜƛƴƎ ŜȄǇƭƻǊŜŘ 

ƛƴ ǘƘŜ ǿƻǊƭŘ ŀǊŜ !L ŀƴŘ ƛǘ ǿƻǳƭŘ 

ōŜ ǘƘŜ ŦǳǘǳǊŜ ƻŦ ǘƘŜ ƘƻǎǇƛǘŀƭƛǘȅ 

ƛƴŘǳǎǘǊȅ ŀǎ ǿŜƭƭΦ Lǘ ƘŜƭǇǎ ǘƻ ƎŜǘ 

ǘƘŜ Řŀǘŀ ƛƴ ǊŜŀƭπǘƛƳŜ ŜŦŦƛŎƛŜƴǘƭȅΦ Lǘ 

ǿƛƭƭ ōŜ ǳǎŜŦǳƭ ǘƻ ŘŜƭƛǾŜǊ ǇǊƻƳǇǘ 

ǇŜǊǎƻƴŀƭƛȊŜŘ ŎǳǎǘƻƳŜǊ ǎŜǊǾƛŎŜǎ 

ŀƴŘ ǊŜǘŀƛƴƛƴƎ ƻŦ ǘƘŜ ŎǳǎǘƻƳŜǊǎΦ Lǘ 

ǇǊƻǾƛŘŜǎ ǎŜǊǾƛŎŜ 

ǊŜŎƻƳƳŜƴŘŀǘƛƻƴǎ ōŀǎŜŘ ƻƴ ǘƘŜ 

Řŀǘŀ ŀǾŀƛƭŀōƭŜ ǘƻ ǘƘŜ ōǳǎƛƴŜǎǎ 

ŀƴŘ ŎǳǎǘƻƳŜǊǎΣ ǘƘǳǎ ƛǘ ǿƻǳƭŘ ōŜ 

ŎƻǎǘπǎŀǾƛƴƎ           ŀǎ                 ǿŜƭƭΦ 
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satisfaction in the process. The use 

of machine learning is to get to 

know what the guest wants 

(expectations) through data 

processing. To meet the changing 

guest wants/expectations, all over 

the globe, hotels must advance 

their operating systems and 

services by incorporating AI based 

projecting investigative in 

hospitality industry  

Ultimately of course, this is what 
hospitality industry is about, to 
ƳŀƪŜ ǎǳǊŜ ƎǳŜǎǘǎΩ ŜȄǇŜŎǘŀǘƛƻƴǎ 
(requirements) are anticipated and 
to build best experiences. 
 
On the other hand, AI has 
absolutely replaced humans, but 
human relationship plays a vital 
role in the hospitality industry. 
Hospitality industries are labour 
intensive and the personal 
connection of manpower cannot 
be easily replaced by technology. 
Humans can be more dependent 
on Al which can cause the loss of 
their mental capabilities and lead 
to unemployment. It can eliminate 
sympathy, emotions and wisdom 
on human interaction. The cost and 
money to manufacture, remake, 
and repair of Robots is high. If the 
need for repairs occurs, humans 
need            to               fix               it. 

Inability of the technology to 
make reasonable decisions 
based on the available data is a 
huge disadvantage. For example, 
!ƭΩǎ ŘŜŎƛǎƛƻƴǎ ŀǊŜ ōŀǎŜŘ ƻƴ 
human inputs, it is possible to 
feed incorrect information, thus 
causing inappropriate decisions. 
Issues on data privacy, data 
collected by Artificial intelligence 
technology during interaction 
with users can be potentially 
used for unauthorized purpose, 
therefore, risk of data privacy is 
involved. 
 
Points to Ponder 

Artificial Intelligence technology 
adoption requires an internal 
cultural change in the hotels. 
Employees must realize the 
advantages of Artificial 
Intelligence and also how it could 
improve their knowledge and 
experience. Artificial intelligence 
technology requires to be a part 
of the overall business 
strategies. Employees need to 
understand how they can work 
in collaboration with the AI 
technology. Employees should 
also understand how AI will help 
in their jobs to achieve high level 
positions and also how it could 
affect      their    job         security. 

Now-a -days  digital innovation 

and technology is attracting the 

hospitality industry, with 

Artificial Intelligence (AI) used 

increasingly to render the 

business smarter and improve 

guest experience. Artificial 

intelligence plays a significant 

role in the hospitality industry, 

complementary in nature to 

improving the employee 

satisfaction, betterment of hotel 

and guest satisfaction.   

CƻǊ ƎǳŜǎǘ ŎŜƴǘǊƛŎ ƘƻǎǇƛǘŀƭƛǘȅΣ 

!ǊǘƛŦƛŎƛŀƭ ƛƴǘŜƭƭƛƎŜƴŎŜ ƛǎ ǊŜǎƘŀǇƛƴƎ 

ŀƭƭ ǘƘŜ ƘƻǎǇƛǘŀƭƛǘȅ ǇǊƻŎŜǎǎŜǎ 

ǿƘƛŎƘ ǇǊƻǾƛŘŜ ǾŀƭǳŀōƭŜ ƛƴǎƛƎƘǘǎ 

ŀƴŘ ƳŀȄƛƳƛȊŜ ŜȄǇŜǊƛŜƴŎŜΦ {ƻƳŜ 

ŜȄŀƳǇƭŜǎ ŀǊŜ ŎƻƴŎƛŜǊƎŜ Ǌƻōƻǘǎ όƛǘ 

ǎǘŀƴŘǎ ƛƴ ǘƘŜ ƘƻǘŜƭ ǊƻƻƳǎΣ ƛƴ ǘƘŜ 

ŦǊƻƴǘ ŘŜǎƪ ǿƘŜǊŜ ǊƻōƻǘƛŎ 

ŎƻƴŎƛŜǊƎŜ ǎŜǊǾƛŎŜ ŀōƭŜ ǘƻ ƛƴǘŜǊŀŎǘ 

ǿƛǘƘ ƎǳŜǎǘǎ ŀƴŘ ǊŜǎǇƻƴŘ ǘƻ ǘƘŜƛǊ 

ǉǳŜǎǘƛƻƴǎύ ŀŘƻǇǘŜŘ ōȅ IƛƭǘƻƴΣ 

±ƻƛŎŜ !ŎǘƛǾŀǘŜŘ {ŜǊǾƛŎŜǎΣ 5ƛƎƛǘŀƭ 

!ǎǎƛǎǘŀƴŎŜΣ ¢ǊŀǾŜƭ 9ȄǇŜǊƛŜƴŎŜǎ 

9ƴƘŀƴŎŜǊǎ ŀƴŘ !ǳǘƻƳŀǘƛŎ 5ŀǘŀ 

tǊƻŎŜǎǎƛƴƎ όaŀŎƘƛƴŜ [ŜŀǊƴƛƴƎύΦ 

Lǘ ŜƴƘŀƴŎŜǎ ǘƘŜ ƪƴƻǿƭŜŘƎŜΣ 

ǇŜǊŦƻǊƳŀƴŎŜ ŀƴŘ ǊŜŘǳŎŜǎ ǘƘŜ 

ǿƻǊƪƭƻŀŘ ƻŦ ŜƳǇƭƻȅŜŜǎΦ Lǘ ƎƛǾŜǎ 

ŜƳǇƭƻȅŜŜ ǎŀǘƛǎŦŀŎǘƛƻƴ ƛƴ ƘƻǘŜƭǎΦ 

!ǊǘƛŦƛŎƛŀƭ ƛƴǘŜƭƭƛƎŜƴŎŜ ƛǎ ƳŜŀƴǘ ǘƻ 

ōǊƛƴƎ ŀƴ ŜƭŜƳŜƴǘ ƻŦ ŦǳƴΣ 

ŜȄŎƛǘŜƳŜƴǘ ŀƴŘ ŎƻƴǾŜƴƛŜƴŎŜ ŦƻǊ 

ǘƘŜ ƎǳŜǎǘǎΦ ²ƛǘƘ !LΣ ƘƻǘŜƭǎ ŀǊŜ 

ǎǳǇŜǊƛƻǊ ƛƴ ƘŀƴŘƭƛƴƎ ƎǳŜǎǘ 

ƛƴǉǳƛǊƛŜǎΦ !L ŦǳƴŎǘƛƻƴǎ ƛƴ ǘƘŜ 

ƳƻǊŜ ŜŦŦŜŎǘƛǾŜ ŀƴŘ ŜŦŦƛŎƛŜƴǘ 

ƳŀƴƴŜǊΣ ƛƳǇǊƻǾƛƴƎ ƎǳŜǎǘ 

ǎŀǘƛǎŦŀŎǘƛƻƴ      ƛƴ      ǘƘŜ      ǇǊƻŎŜǎǎΦ 
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encapsulated into one word known 

as Web 2.0. In a nut shell Web 2.0 

is the evolution from static web 

pages to user induced content and 

the emergence of social media. It 

has proven to be an important 

medium for VR to create strategic 

value to the industry as it provides 

countless tools to help people 

search, find, and design not just the 

cheapest trip but the perfect one. 

 

The question arises here, how will 

the customer base in India perceive 

the use of VR by the tourism 

industry? Firstly, VR has two 

facades in providing services. They 

can create achievable service 

experiences that can be bought 

and simulate those experiences 

that cannot be bought. For 

example: Amadeus has become 

one of the pioneers in the VR field 

by providing complete booking 

process and user interface through 

VR headsets. Whereas, a French VR 

start-up provides its customers an 

experience  

of flying over Paris in a jet pack. 

This has come to be understood 

ǳƴŘŜǊ άLƳǇƻǎǎƛōƭŜ ±w ¢ƻǳǊƛǎƳέΦ 

 

Travel agencies should look 

towards moving beyond just the 

VR destination marketing and 

explore more opportunities in VR 

booking interface and Google 

Earth Visualizations. Customers 

ǘƻŘŀȅ ǿŀƴǘ ǘƻ Ǉŀȅ ŦƻǊ ά{ŜǊǾƛŎŜ 

9ȄǇŜǊƛŜƴŎŜέ ǊŀǘƘŜǊ ǘƘŀƴ Ƨǳǎǘ 

booking a tour package. The 

tourism industry in India saw its 

application in 2018, after the 

extensive push by the 

Governments initiative of 

ΨIncredible India 360 Degree 

Virtual Reality CampaignΩ ƛƴ 

collaboration with Google Arts 

ŀƴŘ /ǳƭǘǳǊŜΦ {ƛƴŎŜ ǘƘŜƴ ΨDǊƻǿǘƘ 

9ƴŀōƭŜŘ wŜǇƻǊǘǎΩ ŘŜǇƛŎǘ ŀ ƎƻƻŘ 

growth in these markets and 

have predicted that there is 

going to be a yearly Compound 

Annual Growth Rate (CAGR) of 

19% by 2024 (Business Wire, 

2020).  

 

Other instances of companies in 

the tourism industry benefitting 

with the use of VR are - Thomas 

Cook, collaborated with 

Samsung Gear VR in a campaign 

ƪƴƻǿƴ ŀǎ ά¢Ǌȅ ōŜŦƻǊŜ ¸ƻǳ CƭȅέΣ 

which led to a 190% increase in 

New York bookings. In 2015 

Marriot Hotels started their 

ά±ǊƻƻƳ {ŜǊǾƛŎŜέ ŀƴŘ άaŀǊǊƛƻǘǘΩǎ 

±w tƻǎǘŎŀǊŘǎέ ǿƘƛŎƘ ŀƭƭƻǿŜŘ 

guests   to    view  a   collection  of  

Back in 2014, the CEO of 

Facebook had mentioned that 

Virtual Reality (VR) is a platform 

that has brought in new change 

to communication. Customers 

can be teleported to a new space 

that is unbounded and they can 

share not just experiences but 

also real time adventures and 

learning with others. From the 

past five years, India has moved 

31 places to be placed 34th in the 

Travel & Tourism Competitive 

Index of the World Economic 

Forum. The need of the hour in 

the travel and tourism industry is 

increasing walk-ins and creating 

constant innovation by focusing 

on the use of VR experiences by 

travel agencies.   

  

¢ƘŜ ǘƻǳǊƛǎƳ ƛƴŘǳǎǘǊȅ Ƴǳǎǘ ŎŀǘŎƘ 

ǘƘŜ ǘǊŜƴŘǎ ǘƘŀǘ ŀǊŜ ǘŀƪƛƴƎ ǇƭŀŎŜ ƛƴ 

ǘƘŜ ŘƛƎƛǘŀƭ ǿƻǊƭŘΣ ǎǳŎƘ ŀǎ ǳǎŜǊπ

ƎŜƴŜǊŀǘŜŘ ŎƻƴǘŜƴǘΣ ǎƛƳǇƭƛǎǘƛŎ 

ǳǎŜǊ ŀŎŎŜǎǎ ŀƴŘ ǇŀǊǘƛŎƛǇŀǘƻǊȅ 

ŎǳƭǘǳǊŜΦ   ¢ƘŜǎŜ   ǘǊŜƴŘǎ   Ŏŀƴ   ōŜ 
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Best Western Hotels started their 

Best Western Virtual Reality 

Experience (BWVRE) where 

customers can look at the rooms, 

the property and the activities they 

provide in a virtual atmosphere 

with personalized narration and 

music. 
 

¢ƘǊƻǳƎƘ ǘƘŜƛǊ Ψ.ƭǳtǊƛƴǘΩ ±w ƛƴǘŜǊƛƻǊ 

design app Carlson Rezidor Hotel 

Group seek to incorporate three 

aspects of consumer experience ς 

guest rooms, social meetings and 

event spaces. 
 

The group aspires to have an 

experiential     engagement      with 

 

their investors and customers to 

deliver a service wherein they 

are given full freedom in 

configuring their rooms and 

social spaces according to their 

tastes in a virtual environment. 

Thus allowing the hotel to stay 

updated with the trends and 

requirements.     

To conclude, the VR industry has 

become palpable and the 

supplemental addition of the 

growing millennial travel 

communities underpinning the 

importance of the use of the 

technology in the Indian tourism 

context  reinforces   its   exigency. 

 

ǘǊŀǾŜƭ ŘŜǎǘƛƴŀǘƛƻƴǎ ǳǎƛƴƎ ±w 

ƘŜŀŘǎŜǘǎ ŦǊƻƳ ǘƘŜƛǊ ǊƻƻƳǎΦ  рм҈ 

ƻŦ ǘƘŜ ŎǳǎǘƻƳŜǊǎ ǘƘŀǘ ǳǎŜŘ ǘƘŜ 

άaŀǊǊƛƻǘ tƻǎǘŎŀǊŘǎέ ǿŀƴǘŜŘ ǘƻ 

ŎƻƳŜ ōŀŎƪ ǘƻ ǘƘŜ ǎŀƳŜ ǇǊƻǇŜǊǘȅ 

ŀŦǘŜǊ ƻǇŜǊŀǘƛƴƎ ǘƘƛǎ ǎŜǊǾƛŎŜΦ 

 

At Hilton Hotels, they select a 

small group of their corporate 

employees to undergo 

simulation training through 

which they understand how to 

carry out operations in the hotel 

floors such as- In-room tray set 

up, serving food and beverages, 

servicing boiler rooms, and 

interacting          with          clients.  
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 Hilton Corporate Employee 
Undergoing Service Simulation 
Training In-Room tray set up 

Investors and Customers at 

Carlson Rezidor at the launch of 

ǘƘŜ ŎƻƳǇŀƴȅΩǎ ƴŜǿ Ψ.ƭǳtǊƛƴǘΩ ±w 

interior design app 
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Technology is helping service 

industry to slash labour costs and 

increase profits. Currently, there is 

limited automation in restaurants, 

however the introduction of robot 

waiters will further automation, 

which seems to be inevitable. For 

the first time after many years 

digital platform is allowing 

restaurant owners to create a new 

version of restaurants. 

 

Technology will miss the mark, if it 

cannot give solutions to the 

existing problems. Although, usage 

of Robots is becoming 

controversial as some people are 

of the opinion that this trend will 

affect the restaurant industry by 

robots competing with humans for 

jobs and eliminating human touch, 

while others see this as a cost 

saving revolution which can 

overcome manpower crisis. Even 

though few people see it as an 

exciting USP or marketing gimmick, 

actually huge issues with employee 

turnover have led few hospitality 

segments to try and automate 

some monotonous and repetitive 

tasks. 

 

This is not the first time where 

restaurant management is 

adapting new technology to bridge 

the gap. If we see the past and 

present experiences, online 

restaurant booking has been a 

huge success in reserving tables in 

busy                                  restaurants. 

 

 

Rather than the chef barking 

guest orders in kitchen, the new 

POS system automatically 

distributes orders across the 

screens. Guest feedback system 

is getting completely digitalized 

and manual system is fading out. 

National Restaurant Association 

report says that 80% of the 

restaurant owners have 

benefitted through technology, 

which has given their restaurants 

a competitive edge, made 

operations more productive and 

improved sales.  Artificial 

intelligence is reshaping the 

restaurant world from 

restaurant operations to 

improving the diners experience. 

Experts say that most of the 

industries became more efficient 

by adapting automation but one 

of the major industries yet to 

explore automation is hospitality 

and they are predicting that 

adoption of robotics in food 

industry      is      not      so       far. 

 

Replacement ƻŦ ǿŀƛǘŜǊǎ ǿƛǘƘ 

Ǌƻōƻǘǎ ƛǎ ƛƴ ƘƛƎƘ ŘŜƳŀƴŘ ŀƴŘ ƛǘ 

Ŏŀƴ ōŜ ŀ ŦǳǘǳǊŜ ǘǊŜƴŘ ƛƴ ǘƘŜ ŦƻƻŘ 

ŀƴŘ ōŜǾŜǊŀƎŜ ǎŜǊǾƛŎŜ ƛƴŘǳǎǘǊȅΦ 

aŀƴȅ ƴŜǿ Ǌƻōƻǘ ǊŜǎǘŀǳǊŀƴǘǎ ŀǊŜ 

ōŜƛƴƎ ƭŀǳƴŎƘŜŘ ŀǊƻǳƴŘ ǘƘŜ 

ǿƻǊƭŘΦ ǿƘŜǊŜ CƻƻŘ ŀƴŘ .ŜǾŜǊŀƎŜ 

ǎŜǊǾƛŎŜ ƛǎ ŘƻƴŜ ōȅ ǊƻōƻǘǎΦ ¢ƘŜ 

ƻǇŜƴƛƴƎ ƻŦ ƴŜǿ Ǌƻōƻǘ ǊŜǎǘŀǳǊŀƴǘǎ 

ƛǎ ƛƴǎǇƛǊŜŘ ōȅ ǘƘŜ ǊŜǎƻǳƴŘƛƴƎ 

ǎǳŎŎŜǎǎ ƻŦ ǘƘŜ ŜǎǘŀōƭƛǎƘŜŘ Ǌƻōƻǘ 

ǊŜǎǘŀǳǊŀƴǘǎΦ ¢ƘŜ ǊŜǎǘŀǳǊŀƴǘǎ ƘŀǾŜ 

Ǌƻōƻǘǎ ŀǎ ǿŀƛǘŜǊǎ ŀƴŘ ǘŀōƭŜǎ ǿƛƭƭ 

ōŜ ŜǉǳƛǇǇŜŘ ǿƛǘƘ ŦŀƴŎȅ ǘŀōǎ ŦǊƻƳ 

ǿƘƛŎƘ ƎǳŜǎǘǎ Ŏŀƴ ǇƭŀŎŜ ǘƘŜ 

ƻǊŘŜǊǎΦ hƴŎŜ ǘƘŜ ƻǊŘŜǊǎ ŀǊŜ 

ǇƭŀŎŜŘΣ ǘƘŜ ŦƻƻŘ ŀƴŘ ōŜǾŜǊŀƎŜǎ 

ŀǊŜ ǎŜǊǾŜŘ ōȅ ǊƻōƻǘǎΦ ¢ƘŜ Ǌƻōƻǘǎ 

ƘŀǾŜ ƴƻǘ Ƨǳǎǘ ōŜŜƴ ǇǊƻƎǊŀƳƳŜŘ 

ǘƻ ǎŜǊǾŜ ŜŦŦƛŎƛŜƴǘƭȅΣ ǘƘŜȅ Ŏŀƴ ōŜ 

ƛƴǘŜǊŀŎǘƛǾŜ ŀƴŘ ŀǊŜ ǇǊƻƎǊŀƳƳŜŘ 

ǘƻ ǎƛƴƎ ōƛǊǘƘŘŀȅ ǎƻƴƎ ŀƴŘ ǿƛǎƘŜǎ 

ŦƻǊ ǎǇŜŎƛŀƭ ƻŎŎŀǎƛƻƴǎΦ ¢ƘŜ ǿƻǊƭŘ 

Ƙŀǎ ōŜŜƴ ŜȄǇŜǊƛŜƴŎƛƴƎ ŀ ǿƛŘŜ 

ǾŀǊƛŜǘȅ ƻŦ ŎǳƭƛƴŀǊȅ ŜȄǇŜǊƛŜƴŎŜǎ 

ŀƴŘ ǘƘŜ ƳŀƴŀƎŜƳŜƴǘǎ ƻŦ ǘƘŜǎŜ 

ǊŜǎǘŀǳǊŀƴǘǎ ŀǊŜ ŎƻƴŦƛŘŜƴǘ ǘƘŀǘ 

ǘƘŜ Ǌƻōƻǘǎ ǿƛƭƭ ōŜ ǿŜƭŎƻƳŜŘ ǿƛǘƘ 

ƻǇŜƴ ŀǊƳǎ ōȅ ƎǳŜǎǘǎΦ 

 

wŜǎǘŀǳǊŀƴǘ ƻǿƴŜǊǎ ŀǊŜ ƭƻƻƪƛƴƎ ŀǘ 

Ǌƻōƻǘǎ ƴƻǘ ƻƴƭȅ ŦƻǊ ŜƴƘŀƴŎƛƴƎ 

ƎǳŜǎǘ ŜȄǇŜǊƛŜƴŎŜǎ ōǳǘ ŀƭǎƻ ǘƻ 

ƻǾŜǊŎƻƳŜ ǎƘƻǊǘŀƎŜ ƻŦ 

ƳŀƴǇƻǿŜǊΦ ¢Ŝƴ ȅŜŀǊǎ ŀƎƻΣ wƻōƻ 

ǿŀƛǘŜǊǎ ǿŜǊŜ ŘŜŦƛƴƛǘŜƭȅ Ψ{ŎƛπŦƛΩ ōǳǘ 

ǘƻŘŀȅ ǘƘŜȅ ŀǊŜ ǊŜŀƭ ŀƴŘ ƭƻǘǎ ƻŦ 

ǊŜǎǘŀǳǊŀƴǘ ƻǿƴŜǊǎ ŀǊŜ ƛƴǘŜǊŜǎǘŜŘ 

ƛƴ ƛƴǾŜǎǘƛƴƎ ƛƴ !ǊǘƛŦƛŎƛŀƭ 

LƴǘŜƭƭƛƎŜƴŎŜΦ 
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return on investment very quickly 

but it would be difficult for small 

scale operators to adopt this scale 

of technology as it is not just the 

cost that should be considered. 

Operators should be prepared for 

malfunctioning of the software, 

breakdown of the machines and 

any other repairs. The biggest 

challenge faced by Indian robot 

restaurants is most of the guest will 

interrupt the service to take 

pictures and that could make food 

cold. 

 

Present generation restaurant 

entrepreneurs believe that if a 

restaurant can function better 

through technology then it makes 

sense to adopt new technology. On 

the other hand, in spite of the 

introduction of latest technology, 

kitchens still require talented and 

creative chefs to experiment with 

new ingredients and create new 

menus and tasty dishes which 

matches the present and future 

trends. 

 
 

Robots are making their way to 

replace restaurant staff and that 

can be limited to a particular 

scale. They can be used in the 

back of the house operations 

where maximum level of speed 

and efficiency is required. The 

priority of the tech solutions 

should be on speed, efficiency, 

consistency and safety. 

Increased wages, high employee 

turnover and food safety 

breaches are reasons for 

restaurant owners to think of 

replacing human waiters with 

robots that can be programmed 

to avoid cross contamination, 

cook at right temperature and 

always following food safety 

protocols. 

 

In India the first Robot restaurant 

has opened in November 2017 in 

Chennai by restaurateur 

Venkatesh and later he 

expanded his ventures to 

different cities like Bangalore, 

Bhubaneswar and Coimbatore at 

present we are seeing the very 

beginning of what these robots 

can do but future implications 

and applications are looking very 

exciting and limitless.  It is time 

for restaurants to move beyond 

the Robotic Automation hype 

and turn it into reality. This 

artificial intelligence could 

transform restaurant business 

and be the key driver of 

sustainable business 

performance. 

In next five years many food 

service establishments will start 

using robots to make their 

operations more efficient. But 

still many restaurant owners feel 

there is no place for robots in 

their kitchens and restaurants, as 

they feel the personal touch of 

the hospitality can be enhanced 

only by making and serving of 

food by human hands 

 
!ǘ ǇǊŜǎŜƴǘ Ǌƻōƻǘǎ ǳǎŜŘ ƛƴ ǘƘŜ 

ǊŜǎǘŀǳǊŀƴǘǎ ƘŀǾŜ ƭƛƳƛǘŜŘ 

ŦǳƴŎǘƛƻƴŀƭƛǘȅ ǿƘŜǊŜ ƘǳƳŀƴǎ ƘŀǾŜ 

ǘƻ ƭƻŀŘ ǇƭŀǘŜǎ ŀƴŘ ŘƛƴŜǊǎ ƘŀǾŜ ǘƻ 

ǇƛŎƪ ǳǇ ǇƭŀǘŜǎ ƻƴ ǘƘŜƛǊ ƻǿƴΦ 

/ǳǊǊŜƴǘƭȅ ǊƻōƻǘƛŎ ƛƴƴƻǾŀǘƛƻƴǎ ŀǊŜ 

ŦƻŎǳǎƛƴƎ ƻƴ ǇŀǊǘƛŎǳƭŀǊ ǘŀǎƪǎ ƭƛƪŜ 

ǇǊŜǇŀǊƛƴƎ ǎŀƭŀŘǎ ƻǊ ŦƭƛǇǇƛƴƎ 

ōǳǊƎŜǊǎΦ LŦ ǘƘŜȅ ƴŜŜŘ ǘƻ ŀǳǘƻƳŀǘŜ 

ǘƘŜ ŜƴǘƛǊŜ ǊŜǎǘŀǳǊŀƴǘ ƻǇŜǊŀǘƛƻƴǎΣ 

ǊŜǎǘŀǳǊŀƴǘ ƻǿƴŜǊǎ ǿƻǳƭŘ ƴŜŜŘ ǘƻ 

ƛƴǾŜǎǘ ƛƴ ƳǳƭǘƛǇƭŜ ŜǉǳƛǇƳŜƴǘ ŀƴŘ 

ǘƘŀǘ ǿƻǳƭŘ ƛƴŎǊŜŀǎŜ ǘƘŜƛǊ ŎŀǇƛǘŀƭ 

ƛƴǾŜǎǘƳŜƴǘ Ƴŀƴȅ ŦƻƭŘǎΦ LŦ ǘƘŜ 

ƻǇŜǊŀǘƻǊǎ ƘŀǾŜ ŀ ƘƛƎƘ ǾƻƭǳƳŜ ƻŦ 

ǘƘŜ  ōǳǎƛƴŜǎǎΣ ǘƘŜȅ  Ŏŀƴ  ƎŜǘ  ǘƘŜƛǊ  
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Accidents  are a result of 

careless and negligent occupants 

of a premise and unfortunate 

incidents can surely be 

prevented in the first place. If 

one aims for a productive and 

safe environment, all occupants 

must follow safe methods at the 

workplace. Protection of staff, 

equipment and the premises are 

ensured if adequate measures of 

safety are spelled out and made  

known to all people concerned. 

There will be minimum losses if 

accidental injuries and damage 

to equipment and facilities is 

avoided. 

Steps towards a safe 

environment: 

¶ Identification of hazards  

¶ Workplace Safety Policies 

¶ Safety Training of staff 

¶  Safe Equipment 

 

The first action is to list the 

hazards or risk at the workplace, 

following which the 

management needs to draw up a 

detailed workplace safety policy. 

Then ensure all occupants of the 

premise are given training of safe 

procedures and techniques. 

Always purchase good 

equipment and maintain them 

well at all times. And finally, 

clean premises of all clutter. 

   

Safety at the Workplace  

 
Supriya Rao, Assistant Professor 
 FHMCT, RUAS, Bangalore 
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