
www.irjhis.com      ©2026 IRJHIS | Volume 07, Issue 04, April 2026 | ISSN 2582-8568 | Impact Factor 8.428 

IRJHIS2604010 |   International Research Journal of Humanities and Interdisciplinary Studies (IRJHIS) | 111  

 

 
 

Technological Disruption and Sustainability in Hospitality: An Empirical Study 
of Emerging Trends and Their Impact on Customer Satisfaction 

 

 

Gurkiran Singh Mann1, Rajan Gujral2, Dr. Rupinder Kaur3, Dr. Aman Sharma4 

1Associate Professor, SOHMT-Desh Bhagat University, Mandi Gobindgarh (Punjab, India) 

2Assistant Professor, SOHMT-Desh Bhagat University, Mandi Gobindgarh (Punjab, India) 

3Associate Professor, SOHMT-Desh Bhagat University, Mandi Gobindgarh (Punjab, India) 

4Associate Professor, SOHMT-Desh Bhagat University, Mandi Gobindgarh (Punjab, India) 

DOI No. 03.2021-11278686     DOI Link :: https://doi-ds.org/doilink/04.2026-17142563/IRJHIS2604010 
 

Abstract: 
The hospitality industry is undergoing a paradigm shift driven by digital transformation, 

sustainability imperatives, and evolving consumer expectations. This study investigates the impact of 
emerging trends—artificial intelligence, sustainability practices, cloud kitchens, and immersive 
technologies—on customer satisfaction. A structured survey (n = 150) was conducted among 
hospitality consumers. Statistical techniques including regression analysis and ANOVA were applied. 
The findings reveal that digital technologies and personalization significantly influence customer 
satisfaction, while sustainability practices enhance customer loyalty. The study contributes to existing 
literature by integrating technological and environmental dimensions into a unified hospitality 
framework. 
Keywords: Hospitality Industry, Artificial Intelligence, Sustainability, Customer Satisfaction, Cloud 
Kitchens, Metaverse 
 

1. Introduction: 

The hospitality industry plays a critical role in global tourism and economic development. In 

countries like India, food, culture, and tourism are closely interconnected, making food and beverage 

services central to customer experience. Traditionally, success in hospitality depended on service 

quality, food presentation, and ambiance. 

However, modern consumers demand personalized, technology-driven, and sustainable 

experiences. The integration of Artificial Intelligence (AI), Internet of Things (IoT), and immersive 

technologies such as Virtual Reality (VR) has transformed service delivery and customer engagement. 

This study explores how these emerging trends influence customer satisfaction and business 

performance in the hospitality sector. 
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2. Literature Review: 

Service quality has long been recognized as a key determinant of customer satisfaction 

(Dittmer, 2003). Menu planning and service innovation influence operational efficiency and customer 

perception (Kincaid & Corsun, 2003). 

Recent studies emphasize the role of technology in hospitality. AI enables predictive analytics, 

automation, and personalized services (Ivanov & Webster, 2020). Sustainability has also emerged as 

a crucial factor influencing consumer behavior and brand loyalty (Jones et al., 2016). 

Furthermore, digital transformation, including smart hotels and online service platforms, has enhanced 

operational efficiency and guest experience. 

3. Research Gap: 

While existing studies focus on service quality and customer satisfaction, limited research 

integrates modern technological trends (AI, metaverse, cloud kitchens) with sustainability practices in 

a single empirical framework. This study addresses this gap. 

4. Objectives of the Study: 

1. To analyze emerging trends in the hospitality industry.  

2. To evaluate the impact of technological innovations on customer satisfaction.  

3. To examine the role of sustainability practices in enhancing customer loyalty.  

5. Hypotheses: 

 H1: Artificial Intelligence adoption positively affects customer satisfaction.  

 H2: Sustainability practices positively influence customer loyalty.  

 H3: Digital technologies significantly enhance customer experience.  

 H4: Personalization has a significant positive impact on customer satisfaction.  

6. Research Methodology: 

6.1 Research Design: 

This study adopts a quantitative research approach using structured questionnaires. 

6.2 Sample Design: 

 Sample Size: 150 respondents  

 Sampling Technique: Convenience Sampling  

 Target Group: Urban hospitality consumers  

6.3 Data Collection: 

Data was collected through online surveys and secondary sources such as journals and industry 

reports. 

6.4 Tools for Analysis: 

 Descriptive Statistics  

 Correlation Analysis  
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 Regression Analysis  

 ANOVA  

7. Conceptual Framework: 

Customer Satisfaction is considered the dependent variable, influenced by: 

 Artificial Intelligence (AI)  

 Sustainability Practices (SUS)  

 Digital Technologies (DT)  

 Personalization (PER)  

8. Data Analysis and Results: 

8.1 Descriptive Statistics: 

Variable Mean Std. Dev. Skewness 

AI 4.2 0.6 -0.45 

Sustainability 4.0 0.5 -0.30 

Digital Tech 4.3 0.7 -0.50 

Personalization 4.4 0.6 -0.60 
 

8.2 Regression Analysis: 

Variable Beta Coefficient Significance (p-value) 

AI 0.32 0.01 

Sustainability 0.28 0.02 

Digital Tech 0.40 0.00 

Personalization 0.45 0.00 

 

8.3 Interpretation of Results: 

 All variables are statistically significant (p < 0.05).  

 Personalization and digital technologies have the strongest impact on customer satisfaction.  

 Sustainability plays a key role in building long-term customer loyalty.  

9. Discussion: 

The findings confirm that technological innovation and sustainability are key drivers of success 

in the hospitality industry. AI and digital technologies enhance efficiency and personalization, while 

sustainability aligns businesses with evolving consumer values. 

The study also highlights the importance of balancing automation with human interaction to 

maintain service quality. 

10. Managerial Implications: 

 Invest in AI-driven customer service tools  
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 Adopt measurable sustainability practices (energy, waste management)  

 Develop cloud kitchen models for scalability  

 Use VR and digital platforms for marketing and guest engagement  

11. Conclusion: 

The hospitality industry is rapidly evolving with the integration of advanced technologies and 

sustainable practices. Businesses that embrace innovation and focus on customer-centric strategies will 

achieve a competitive advantage. 

The study concludes that personalization, digital transformation, and sustainability are the key 

pillars shaping the future of hospitality. 

12. Limitations and Future Scope: 

Limitations: 

 Limited sample size  

 Restricted geographic coverage  

 Reliance on self-reported data  

Future Scope: 

 Use of larger and more diverse samples  

 Inclusion of longitudinal data  

 Comparative studies across countries  
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