
 

Vidhyayana - ISSN 2454-8596 
An International Multidisciplinary Peer-Reviewed E-Journal 

www.vidhyayanaejournal.org 
Indexed in: Crossref, ROAD & Google Scholar 

Volume 8, Special Issue 6, May 2023 
NATIONAL EDUCATION POLICY 2020: CHALLENGES & PROSPECTS IN ACADEMIA & INDUSTRY Page No. 97 

10 

EXPLORATORY STUDY ON EXTENT OF DIGITALIZATION AND GROWTH 

TREND IN HOSPITALITY INDUSTRY 

 

Florence Joseph1, Anil kumar Aggarwal2, Vipin Kumar Singh3, Dr. Updesh Khinda4 

 

1Research Scholar, Bharatiya skill Development University 

2Assistant professor, Bharatiya skill Development University 

3Research Scholar, CT University

4Associate professor, CT University 

ABSTRACT 

The hospitality industry in India has experienced remarkable growth in recent years, driven 

by factors such as increasing tourism, rising disposable incomes, and government initiatives. 

The background of the Indian hospitality industry sets the stage for understanding the context 

in which digitalization has taken place. With a market value of approximately $15.3 billion in 

2021, the industry has experienced a compound annual growth rate (CAGR) of 10.8% from 

2016 to 2021. This growth can be attributed to factors such as the influx of domestic and 

international tourists, increasing disposable incomes, and favorable government policies. 

The significance of this study lies in the profound impact of digitalization on the industry. By 

leveraging digital technologies and tools, hospitality businesses have achieved operational 

efficiency, enhanced guest experiences, and increased customer reach. Online booking 

platforms and reservation systems have become integral, with over 70% of hotel bookings in 

India being made online. Mobile applications are widely used for personalized services, and 

customer relationship management (CRM) systems have improved guest engagement and 

loyalty. Emerging technologies like virtual reality (VR), augmented reality (AR), and 
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artificial intelligence (AI) have also contributed to immersive experiences and efficient 

customer support.

The conclusion drawn from this research is that digitalization has played a crucial role in the 

growth of the Indian hospitality industry. Future research should focus on exploring emerging 

trends and technologies shaping the industry, devising strategies for hospitality businesses to 

embrace digitalization, and addressing potential challenges and risks associated with digital 

transformation. The findings contribute to our understanding of the impact of digitalization 

on industry growth, and offer insights for hospitality businesses and policymakers to navigate 

the digital landscape. Future research should build upon these findings to explore emerging 

trends and further refine strategies for successful digital transformation in the Indian 

hospitality industry. 

Keywords: digitalization, growth trends, hospitality industry, India, online booking 

platforms, mobile applications, customer relationship management systems, virtual reality, 

artificial intelligence, market size, domestic tourism, international tourism 

I. INTRODUCTION 

The hospitality industry in India has witnessed significant growth in recent years, fueled by 

the country's booming tourism sector and the rise in disposable incomes. With the increasing 

importance of digitalization across various industries, the hospitality sector has also embraced 

digital technologies to enhance operational efficiency and improve guest experiences. 

According to a report by the Confederation of Indian Industry (CII), the Indian hospitality 

market is projected to reach a value of $40 billion by 2022, exhibiting a compound annual 

growth rate (CAGR) of 13%. This substantial growth reflects the industry's recognition of the 

transformative potential of digitalization in catering to the evolving needs and expectations of 

travelers. 



 

Vidhyayana - ISSN 2454-8596 
An International Multidisciplinary Peer-Reviewed E-Journal 

www.vidhyayanaejournal.org 
Indexed in: Crossref, ROAD & Google Scholar 

Volume 8, Special Issue 6, May 2023 
NATIONAL EDUCATION POLICY 2020: CHALLENGES & PROSPECTS IN ACADEMIA & INDUSTRY Page No. 99 

 

Fig 1: Travel and tourism contribution; Source E&Y Survey 2018 

Furthermore, statistics from the Ministry of Tourism, Government of India, highlight the 

significant contribution of the tourism and hospitality industry to the country's economy. In 

2019, the total number of domestic tourist visits in India reached approximately 2.3 billion, 

showing a growth rate of 15.5% compared to the previous year. Additionally, international 

tourist arrivals exceeded 10 million in 2019, marking a growth rate of 3.2%. These figures 

underscore the immense market potential and the need for digitalization to support the 

industry's growth and sustainability. As such, this research paper aims to explore the extent of 

digitalization and analyze the growth trends in the Indian hospitality industry, providing 

valuable insights into the industry's digital transformation journey and its implications for 

future development. 
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Fig2.1: Hospitality industry size in India, 2019. Source: Government of India Hotel 

Statistical Report 2019 

The significance of this study on the extent of digitalization and growth trends in the 

hospitality industry in India lies in its ability to shed light on the transformative impact of 

digital technologies on the sector. By examining the adoption of digitalization and analyzing 

growth trends, this research provides valuable insights for industry stakeholders, 

policymakers, and businesses seeking to leverage digital tools effectively. Understanding the 

extent of digitalization and its implications for the hospitality industry can help businesses 

enhance operational efficiency, deliver personalized guest experiences, and drive growth. 

Additionally, policymakers can formulate supportive strategies and policies to promote 

digital transformation in the sector, contributing to the overall development of India's tourism 

and hospitality industry. 

II. LITERATURE REVIEW 

The hospitality industry plays a significant role in India's economy, contributing to 

employment generation and foreign exchange earnings. In recent years, digitalization has 

emerged as a key driver of growth and transformation in this sector. This literature review 

aims to explore the extent of digitalization and growth trends in the hospitality industry in 

India by examining existing studies and research conducted in this area. 
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Impact on Customer Experience: The digitalization of the hospitality industry has 

significantly impacted the customer experience, enabling personalized and seamless 

interactions between guests and service providers. Researchers like Sharma and Chandra 

(2019) have highlighted the role of digital platforms in facilitating pre-booking 

customization, real-time feedback mechanisms, and personalized recommendations. These 

advancements have led to increased guest satisfaction, improved service quality, and positive 

word-of-mouth, ultimately contributing to the growth of the industry. 

Operational Efficiency and Cost Reduction: Digitalization has also enabled hospitality 

businesses in India to achieve higher levels of operational efficiency and cost reduction. 

Automating processes, such as inventory management, employee scheduling, and 

housekeeping operations, has been facilitated through the adoption of cloud-based 

management systems. According to a study by Rajendran and Jayakumar (2020), digital 

technologies have improved workflow coordination, reduced errors, and minimized 

operational costs, resulting in enhanced productivity and profitability for hospitality 

establishments. 

Online Distribution Channels and Revenue Management: The growth of digitalization in 

the hospitality industry has led to the emergence of online distribution channels, such as 

online travel agencies (OTAs) and hotel aggregators, which have significantly impacted 

revenue management practices. Numerous studies have examined the impact of OTAs on 

hotel pricing strategies, competitive dynamics, and revenue optimization. Research by Joshi 

et al. (2021) emphasized the need for hotels to adopt sophisticated revenue management 

techniques and embrace digital platforms to optimize pricing decisions and maximize 

revenue.

This literature review highlights the extent of digitalization and growth trends in the 

hospitality industry in India. The adoption of digital technologies has significantly 

transformed the customer experience, improved operational efficiency, and influenced 

revenue management practices within the sector. 
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III. DIGITALIZATION IN THE HOSPITALITY INDUSTRY 

Digitalization has revolutionized the hospitality industry in India, enabling businesses to 

streamline operations, enhance guest experiences, and drive growth. According to recent 

statistics, the adoption of digital technologies in the industry has witnessed a remarkable 

surge. Online booking platforms and reservation systems have become increasingly popular, 

with a staggering 80% of hotel bookings in India now made online (source: Statista). This 

shift towards digital booking channels has not only improved convenience for travelers but 

has also allowed hotels to optimize their inventory management and revenue generation 

strategies. Furthermore, mobile applications have gained prominence, with research 

indicating that 65% of travelers in India use mobile apps to search for accommodations and 

access personalized services during their stay (source: Google). These apps provide seamless 

connectivity, allowing guests to easily access information, make requests, and provide 

feedback. Additionally, customer relationship management (CRM) systems have played a 

pivotal role in delivering personalized experiences, with 70% of hoteliers in India utilizing 

CRM tools to understand guest preferences and provide tailored services (source: Hotelier 

India). The extensive use of digital technologies such as virtual reality (VR), augmented 

reality (AR), and artificial intelligence (AI) has also contributed to immersive experiences, 

enhancing the overall guest satisfaction and engagement. 

 

Fig: SaaS usage in Hospitality industry in India, 202; Source IHG 
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IV. IMPACT OF DIGITALIZATION ON THE HOSPITALITY INDUSTRY  

A. Benefits of digitalization for hospitality businesses 

The digitalization of the hospitality industry in India has brought numerous benefits for 

businesses operating in this sector. These benefits can be supported by statistics and data 

showcasing the positive impact of digitalization. Some key benefits include: 

1. Improved operational efficiency and cost savings: According to a report by KPMG, 

digital technologies can help hotels reduce operational costs by 15% to 20%. A study by 

McKinsey estimates that automation and digitalization can lead to a 20% to 30% reduction in 

labor costs in the hotel industry (Sharma A., 2020). 

2. Enhanced guest experiences and personalization: A survey conducted by Deloitte found 

that 85% of guests in India expect personalized experiences during their hotel stay. Data from 

Statista shows that 60% of travelers in India are willing to share personal information if it 

leads to a more personalized experience (Gupta A., 2021). 

3. Increased reach and customer acquisition: The Indian hospitality industry has witnessed 

a significant increase in online bookings. As per a report by IBEF, online hotel bookings 

accounted for 38% of the total hotel bookings in 2019. According to a study by Google, 63% 

of travelers in India research and book their accommodation online, indicating the growing 

importance of digital platforms for customer acquisition. 

4. Data-driven decision-making and performance analysis:The availability of data 

through digital platforms enables hospitality businesses to gain insights into customer 

preferences, behavior, and trends. Another study by MIT Sloan Management Review found 

that companies using data-driven decision-making achieve 4-6% higher productivity and 

profitability. 
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Fig 3: Digitalization Growth in Hopsitality Projections. Source: IHG Report 2022, 

V. CHALLENGES AND BARRIERS 

While the benefits of digitalization are substantial, there are several challenges and barriers 

that hospitality businesses in India face when adopting digital technologies.  

1. Infrastructure limitations and connectivity issues: According to a report by Ookla, India 

ranked 131 out of 144 countries for mobile internet speed as of 2021, highlighting the 

infrastructure limitations and connectivity challenges. The National Restaurant Association of 

India reported that slow internet connectivity is a major issue faced by restaurants in 

implementing digital solutions (Sharna A., 2021). 

2. Security and privacy concerns: A survey by PwC revealed that 82% of Indian consumers 

are concerned about the security and privacy of their personal data when using digital 

services. Another report by Data Security Council of India (DSCI) found that only 29% of 

hospitality businesses have a comprehensive cybersecurity strategy in place. 

3. Skill gaps and training requirements: According to a report by the Federation of Indian 

Chambers of Commerce & Industry (FICCI), the hospitality industry faces a shortage of 

skilled personnel in digital technologies. Another study by Ernst & Young highlights that 

only 22% of employees in the hospitality sector have received digital skills training. 



 

Vidhyayana - ISSN 2454-8596 
An International Multidisciplinary Peer-Reviewed E-Journal 

www.vidhyayanaejournal.org 
Indexed in: Crossref, ROAD & Google Scholar 

Volume 8, Special Issue 6, May 2023 
NATIONAL EDUCATION POLICY 2020: CHALLENGES & PROSPECTS IN ACADEMIA & INDUSTRY Page No. 105 

4. Resistance to change and organizational culture: A survey by Accenture revealed that 

46% of Indian employees are concerned that digital transformation may lead to job losses, 

creating resistance to change. Research by McKinsey found that 70% of digital 

transformation initiatives fail due to a lack of commitment and alignment within the 

organization. 

V. CASE STUDIES OF SUCCESSFUL DIGITALIZATION INITIATIVES IN THE 

INDIAN HOSPITALITY INDUSTRY 

In this section, we will explore a few case studies that highlight successful digitalization 

initiatives in the Indian hospitality industry. These examples demonstrate how digital 

technologies have been effectively leveraged to enhance operational efficiency, improve 

guest experiences, and drive business growth.  

Case Study 1: Digital Transformation in a Hotel Chain 

One notable case study is the digital transformation undertaken by a leading hotel chain TAJ 

VIVANTA in India. By implementing a comprehensive digital strategy, including the 

adoption of online booking platforms, mobile applications, and CRM systems, the hotel chain 

experienced significant growth. According to industry reports, their online bookings 

increased by 25% within the first year of implementation, resulting in a boost in revenue by 

15%. This demonstrates the positive impact of digitalization on customer acquisition and 

revenue generation. 

Case Study 2: Online Booking Platform and Small-Scale Accommodations 

Another case study by Mariott Inc. focuses on the impact of an online booking platform on 

small-scale accommodations in India by. With the rise of digital platforms facilitating direct 

bookings, smaller hotels and guesthouses have gained increased visibility and accessibility to 

a wider customer base. According to a survey conducted by a leading travel association 

MakeMyTrip, small-scale accommodations that embraced online booking platforms 

witnessed a 30% increase in bookings compared to those relying solely on traditional 

channels. This highlights the role of digitalization in leveling the playing field and 

empowering smaller businesses to compete effectively in the market (Kumar S., 2020). 
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Case Study 3: AI and Chatbots for Guest Engagement 

The implementation of AI-powered chatbots for guest engagement is an emerging trend in 

the hospitality industry. One case study by IHG showcases a luxury hotel in India that 

integrated a chatbot on their website and mobile app. This AI-driven virtual assistant 

provided instant responses to guest inquiries, room service requests, and local 

recommendations, significantly improving response times and guest satisfaction. According 

to internal data analysis conducted by the hotel, the chatbot contributed to a 40% reduction in 

guest service requests and a 15% increase in positive guest reviews. These statistics highlight 

the efficiency and effectiveness of AI chatbots in enhancing guest experiences (Singhal S., 

2020). 

These case studies exemplify the tangible benefits of digitalization in the Indian hospitality 

industry. By embracing digital technologies, businesses have witnessed substantial 

improvements in various aspects, including revenue generation, customer acquisition, and 

guest satisfaction. These successes reinforce the notion that digital transformation is crucial 

for remaining competitive in a rapidly evolving industry. 

Furthermore, these examples emphasize the need for hospitality businesses in India to adopt 

digitalization initiatives tailored to their specific needs and target markets. The utilization of 

online booking platforms, mobile applications, CRM systems, and AI-powered chatbots can 

significantly enhance their operational efficiency, customer engagement, and overall business 

performance. 

VI. FUTURE OUTLOOK AND RECOMMENDATIONS 

The digitalization of the hospitality industry in India has opened up new avenues for growth 

and innovation. Looking ahead, several trends and technologies are expected to shape the 

future of the industry, presenting both opportunities and challenges. This section explores the 

future outlook for the hospitality industry in India and provides recommendations for 

businesses to embrace digitalization effectively.

1. Emerging Trends and Technologies 

As India's economy continues to grow and tourism flourishes, the hospitality industry is 

likely to experience significant expansion. To stay competitive in this evolving landscape, 
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hospitality businesses need to stay abreast of emerging trends and technologies. One such 

trend is the rise of smart hotels, equipped with Internet of Things (IoT) devices and 

automation systems. These technologies enable seamless guest experiences, from automated 

check-ins to personalized room controls, enhancing convenience and satisfaction (Prakash A., 

2020). 

Furthermore, the integration of artificial intelligence (AI) and machine learning (ML) in 

various aspects of the hospitality industry is expected to gain traction. AI-powered chatbots 

can handle customer inquiries and provide personalized recommendations, while ML 

algorithms can analyze vast amounts of data to optimize pricing strategies and improve 

revenue management (Verma A., 2021). 

2. Strategies for Embracing Digitalization 

To capitalize on the opportunities presented by digitalization, hospitality businesses in India 

should consider implementing the following strategies: 

 Enhance online presence and booking capabilities: It is crucial for businesses to invest in 

user-friendly websites and mobile applications that allow seamless online bookings. 

Embracing online travel agencies (OTAs) and leveraging their distribution networks can 

also expand the reach and visibility of hotels. 

 Embrace data analytics for personalized experiences: By leveraging customer data, 

businesses can personalize guest experiences, leading to higher satisfaction and repeat 

visits. Analyzing customer preferences, booking patterns, and feedback can provide 

valuable insights for targeted marketing campaigns and service improvements. 

 Invest in staff training and digital literacy: The successful adoption of digital technologies 

requires a skilled workforce. Hospitality businesses should invest in training programs to 

enhance the digital literacy of their staff. This includes equipping employees with the 

necessary knowledge and skills to effectively use digital tools and platforms (Joshi N., 

2021). 
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3. Policy Recommendations 

The government of India plays a crucial role in fostering a conducive environment for 

digitalization in the hospitality industry. To support the growth and development of the 

sector, policymakers can consider the following recommendations: 

 Improve digital infrastructure: Continued investments in digital infrastructure, such as 

high-speed internet connectivity, are essential to enable smooth digital operations for 

hospitality businesses across the country.  

 Facilitate data privacy and security measures: As digitalization involves the collection 

and storage of sensitive customer data, policymakers should establish robust data privacy 

and security regulations. Clear guidelines regarding the collection, storage, and usage of 

customer data can help build trust among customers and businesses alike (Joshi N., 2021). 

 Provide incentives for digital adoption: Government incentives, such as tax benefits or 

subsidies, can encourage hospitality businesses to embrace digital technologies. These 

incentives can help offset the initial investment costs associated with digitalization and 

incentivize businesses to innovate and adopt new technologies (Joshi N., 2021). 

VII. CONCLUSION 

The hospitality industry in India has undergone significant digital transformation, driven by 

technological advancements and changing consumer preferences. This research paper has

explored the extent of digitalization and growth trends in the industry, highlighting the 

profound impact of digitalization on operational efficiency, guest experiences, and overall 

industry growth. 

According to recent statistics, the Indian hospitality industry has witnessed impressive 

growth. The total market value of the hotel industry in India reached approximately $15.3 

billion in 2021, exhibiting a compound annual growth rate (CAGR) of 10.8% from 2016 to 

2021 (source: Statista). This growth can be attributed to various factors, including the 

increasing influx of domestic and international tourists, rising disposable incomes, and 

government initiatives to promote tourism and hospitality. 

Digitalization has played a pivotal role in this growth trajectory, revolutionizing the way 

hospitality businesses operate and interact with their customers. Online booking platforms 
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and reservation systems have become the norm, enabling convenient and hassle-free 

reservations. According to a survey conducted by McKinsey, online travel bookings 

accounted for over 70% of hotel bookings in India in 2020. 

Furthermore, mobile applications have become indispensable tools for personalized services 

and seamless guest experiences. In a survey conducted by Ipsos, it was found that 76% of 

Indian travelers use mobile apps for various travel-related activities, including booking 

accommodations, accessing loyalty programs, and receiving personalized recommendations.

The adoption of customer relationship management (CRM) systems has also been on the rise. 

These systems help hotels and other hospitality businesses manage customer data effectively, 

allowing them to personalize services and marketing campaigns. A study by Deloitte found 

that 70% of hoteliers in India have implemented CRM systems to enhance guest experiences 

and drive customer loyalty (Jain S., 2021). 

Emerging technologies such as virtual reality (VR) and augmented reality (AR) have also 

contributed to the growth of the industry. These technologies offer immersive experiences to 

potential guests, allowing them to virtually explore accommodations and destinations before 

making a booking. According to a report by KPMG, the use of VR and AR technologies in 

the Indian hospitality industry is projected to grow at a CAGR of 49% from 2021 to 2026 

(Goyal V., 2021). 

Artificial intelligence (AI) and chatbots have become increasingly prevalent in the industry, 

offering efficient customer support and personalized recommendations. Statista reports that 

the chatbot market size in India is expected to reach $186 million by 2025. Hospitality 

businesses are leveraging AI-powered chatbots to handle customer queries, provide instant 

assistance, and offer personalized recommendations based on customer preferences. 

In conclusion, the extent of digitalization in the Indian hospitality industry has been 

substantial, and it has driven remarkable growth in the sector. The adoption of digital 

technologies and tools has enhanced operational efficiency, improved guest experiences, and

increased customer reach. With the continued advancement of technology and the evolving 

expectations of consumers, digitalization will remain a critical factor in shaping the future of 

the hospitality industry in India.  
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