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Foreword

It is with immense pride and optimism that we present the proceedings of the Infernational
Conference on Hospitality with a Conscience: CSR, Sustainability, and Innovation. This
collection of scholarly works embodies the spirit of responsibility and forward-thinking that

our industry so urgently needs today.

As the global landscape evolves, the hospitality sector stands at the crossroads of economic
vitality and environmental stewardship. The papers presented in this volume reflect a collective
commitment to embracing sustainability, fostering innovation, and enhancing societal well-
being. From groundbreaking research on regenerative agriculture and eco-friendly food
innovations to explorations of sustainable waste management practices and the integration of
emotional intelligence in guest services, these contributions offer invaluable insights into the

future of conscientious hospitality.

The diverse range of studies highlights not only the challenges we face but also the remarkable
opportunities within our reach. Investigations into consumer preferences for eco-friendly
products, the role of local cuisine in enriching guest experiences, and technological
advancements for streamlined tourism services illustrate the dynamic interplay between
tradition and innovation. Moreover, critical examinations of work-life balance for hospitality
professionals and sustainable behaviors among communities remind us that our journey

towards a responsible future must be holistic and inclusive.

We extend our deepest gratitude to the dedicated researchers, industry practitioners, and
academics whose efforts have enriched this conference. Your work serves as a beacon, guiding
us toward a hospitality sector that does not merely respond to the demands of sustainability but

leads them with conviction and creativity.
May these proceedings inspire continued dialogue, collaboration, and actionable change.

Together, let us reimagine the future of hospitality — one that thrives on responsibility,

innovation, and an unwavering commitment to the greater good

Editor - SAMVED 2024-2025
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A Study on the Significance and Impact of Local Cuisine in Menu Design:

An Analysis of Five — Star Hotels at Kochi.

Rahul T. R.

Research Scholar — Sunrise University, Alwar, Rajasthan

Abstract:

Menu Design is a critical aspect of the food and beverage industry. Influencing customer

experience, brand identity and business success. Inculpating the local cuisine into menu design

plays a pivotal role in enhancing cultural authenticity, attracting tourist and fostering

community engagement. This study explores how integrating traditional ingredients, flavour

and cooking techniques into restaurant menu impacts customer preference, sustainability and

economic growth. The research highlight how local cuisine can differentiate a restaurant from

competitors, create emotional connection with diners, support local farmers and producers.

Additionally, it examines challenges such as balancing authencity with innovation, customer

experience and managing ingredient availability.

Keywords: Menu Design, Ingredient availability and customer experience.

I. INTRODUCTION

Local food refers to food

typically
produced and distributed in a specific
geographic area. In local food systems,
food is produced close to where it is
purchased and consumed. Locavores are
consumers that try to eat food that has only
been produced within 100 miles of where
they live. Local food is defined as the direct
or intermediated marketing of food to
consumers that is produced and distributed
in a limited geographic area. There is no
pre-determined distance to define what

consumers consider ‘“local,” but a set
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number of miles from a center point or
state/local boundaries is often used. = A
food system includes everything from
personal and commercial food production
to processing, marketing, distribution,
retailing and consumption of food products.
In a local food system, all of these activities
are rooted in a particular place, whether a
community, a metropolitan area or a region.
A local food system may focus on particular
ways of producing food or may develop
alternative marketing channels that connect
farmers and consumers.

Unique and rich culinary heritage is what

makes Kochi a foodie's paradise. From the



local chicken curry, flaky porta, and
schezwan dishes to the Arabic delicacies
like Alfa ham and flatbreads like pathiri,
naan, and khuboos, the incredible and
elaborate platter that Kochi offers is mind
blowing. This interest in food and unique
gastronomic experience has made this
vibrant city a haven of restaurants and
eateries where the food business thrives like
nowhere else in Kerala. Even when
Malayali food lovers refuse to give up their
all-time favorites of porotta and beef or
puttu and kattan, they are ready to
experiment with flavour and dishes that
appeal to their taste buds. Food business has
become one of the rapidly growing
businesses in Kochi with lots of restaurants
and hotels cropping up at many prime spots.
Though the number of hotels has
significantly gone up in the recent years,
eateries wouldn't be able to find a foothold
if they don't. serve delicious and clean food.
Local food is defined as the direct or
intermediated marketing of food to
consumers that is produced and distributed
in a limited geographic area. There is no
pre-determined distance to define what
consumers consider “local,” but a set
number of miles from a center point or
state/local boundaries is often used. Local
food can be defined by the distance between
where the food was grown and where it is
the

sold or consumed. However,

common definition used by the general
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population considers food “local” if it was
grown within 100 miles or within the state.
local foods are often sold directly to
consumers through farmer’s markets,
roadside stands, and community supported
agriculture. Direct sales through these and
other outlets are a small but growing part of
India. agriculture, and are especially
important for small farms. But sales of
locally produced food occur through other
outlets, too.

Some of the local foods in kochi
Puttu Kadala

Pazham Pori and Beef curry
Thattu Dosa

4 Kulukki Sarbath

Kappa Boti

Ellum Kappayum

Parotta and Beef Fry

Meen Molagita Curry
Erachi Pidi

10. Fish Molly

A S RN i S

Here we are find the influence of local
foods in the menu planning of the various

restaurants in the five star hotels at Kochi.

II. REVIEW OF LITERATURE

o A look at fast-food competition in the
Philippines by Chu-Mei Liu, Kuang-
Jung Chen publication date: 1 March
2000. The study tried to develop a
product-market structure of the fast-

food restaurants in the Philippines.



Using the concept of hierarchical
clustering based on substitution-in-use,
the influence of three categories of
situational influence were used to
modify the original choice-market mix
relationship at every clustering stage.
Changes in the importance of the
individual components of the product-
service mix served as the basis of the
link-up among competing fast-food

restaurants.

Importance of Social Influence in
Consumers' Willingness to Pay for
Local Food: Are There Gender
Differences Azucena Gracia, Tiziana de
Magistris, Rodolfo M. Nayga Jr. First
published: 30 April 2012 The authors
assess consumers' willingness to pay
(WTP) for a local food product using an
experimental auction. As local foods
involve a social component, they aim
also to test if social influence affects
WTP for local foods and if the effects
of social influence on WTP are different
between men and women. They found
that consumers are willing to pay a
premium for the analyzed local food
product. Moreover, social influence
indeed affects WTP wvalues, but the
effects are different between men and
Although influence

women. social

positively affects WTP for local foods
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for women, the effect is negative for

men. The results have significant

marketing and policy implications
related to the promotion of local foods.
7 benefits of eating local foods.
Published by Rita Klavinski, Michigan
State University Extension - April 13,
2013. Locally grown food is full of
flavor, eating local food is eating
seasonally, Local food has more
nutrients, Local food supports the local
economy, Local food benefits the
environment, Local foods promote a
safer food supply, and Local growers
can tell you how the food was grown.
Proximity to Fast-Food Outlets and
Supermarkets as Predictors of Fast-
Food Dining Frequency by Jessica K.
Athens, M S Dustin T. Duncan, Brian
Elbel

21 December 2015This study used
cross-sectional data to test the
independent relationship of proximity
to chain fast-food outlets and proximity
to full-service supermarkets on the
frequency of mealtime dining at fast-
food outlets in two major urban areas,
using three approaches to define access.
Interactions between presence of a
supermarket and presence of fast-food
outlets as predictors of fast-food dining

were also tested.



Exploring the influence of local food
environments on food behaviors: a
review of qualitative

Published

systematic
literature. online by
Cambridge University Press: 07 June
2017. Systematic reviews investigating
associations between objective
measures of the food environment and
dietary behaviors or health outcomes
have not established a consistent
evidence base. The present paper aims
to synthesis qualitative evidence
regarding the influence of local food
environments on food and purchasing

behaviors.

THE CONSUMPTION OF LOCAL
FOOD IN RESTAURANTS: A STUDY
IN KAS Author: Serdar
published: December 2017 It almost the

Eren,

same artisanal products, its cuisine is
definitely not popular. This research
aims to find out the reasons behind the
gas tronomy tourism sustainability by
searching the local food usage among
chefs in Kas-Antalya. Semi-structured
interviews are conducted with 10 chefs
to argue the barriers to the local food
usage. The findings suggest that there is
a lack of information on products and
communication among chefs and the
local suppliers, the supply side within

the local producers are weak and the
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relationships among retail stakeholders
are not very active.

THE HIDDEN DANGERS OF FAST
AND PROCESSED  Author: Joel
published: April 2018

Nutrients and fibre are needed to

Fuhrman,

control the appestat, so you consume a

healthy amount of calories. My

experience has demonstrated with
thousands of patients, the more nutrient
and fibre dense your diet becomes the
lower your drive to overeat.30 This is
extremely important, because even a
moderate amount of extra fat on the
body induces more rapid aging and
increases the risk of diabetes, heart
disease and cancer. A mild degree of
caloric restriction becomes comfortable
and achievable when the diet is high in
micronutrients and fibre. When you
have enough micronutrients and fiber in
your diet, you don’t feel driven to
overeat. But when you don’t have
enough micronutrients and fibre in your
diet, you become a food-craving,
overeating machine.

Perceptions of Healthful Eating and
Influences on the Food Choices of
Appalachian Youth by Mark Swanson.
Patterns of overweight and obesity have
an unequal geographic distribution, and
there are elevated rates in Appalachia.

Perceptions of Appalachian youth



toward healthful eating and influences
on food choice were examined as part
of formative research to address these

disparities.

ITI. OBJECTIVES OF THE STUDY

» To analyze how incorporating local
cuisine into menu design helps preserve
and cultural

promote heritage,

traditions, and regional identity.

» To examine the role of local cuisine in
attracting tourist and enhancing their
dining experience, contributing to the
local community.

» To explore how using locally sourced
ingredients in menu design can support
local farmers.

» To investigate customer demand for
authentic, locally inspired dishes and
how menu design can cater to changing

food preference.

IV. SCOPE AND SIGNIFICANCE OF

THE STUDY

» To find out the cultural representations
— reflect the heritage, traditions and
culinary identity.

» To find out the authenticity and
uniqueness — attracting the tourist.

» To find out the sustainability and cost
efficiency — supporting local farmers

and suppliers.
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» To find out the economic and

community impact — promoting

regional food business.

V. RESEARCH METHODOLOGY

Research methodology is the specific
procedure or technique used to identify,
select, process, and analysis about the topic.
In research paper, the method section
allows the reader critically evaluate the

studies over all validity and reliability.

Research Design: The present study is
empirical in nature based on both primary
and secondary data. The sample, data
source and tools of analysis used for the

study are given in the following sections.

> Universe: Staffs from the five star

hotels at Kochi.

» Sample size: 100 sampling size from

the hotels.

> Tools for data collection:

Questionnaire

» Sample units: Food and Beverage
Managers and staffs from five star

hotels at Kochi.



VI. DATA ANALYSIS AND
INTERPRETATION

4.1.1 — Age group of participants

SI No of
No | Particulars | Respondents | Percentage
1]15-25 30 30%
2| 26-40 20 20%
3| 41-45 30 30%
4 | 46-60 20 20%
5 | total 100
Table 4.1.1
Guest feedback
35
30
25
20
15
10
5
0 R R
15-25 26-40 41-45 46-60
1 2 3 4
B No of Respondents W Percentage
Figure —4.1.1
Interpretation

As per the table 4.1.1 & figure 4.1.1 shows
that 30% of respondents age between 15-
25, 20% are 25-40, 30% are 40-45 and 20%

are age between 45-60.

Preference of local food

412 -

consumptions
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Sl No of
No Particulars Respondents | Percentage
Non -
vegetarian 85 85%
2 | vegetarian 15 15%
Total 100 100%
Table —4.1.2
Food preference of guest
150
100
"N i
0 I
Non -vegetarian vegetarian Total
1 2 3
B No of Respondents W Percentage
Figure — 4.1.2
Interpretation

As per table 4.1.2 and figure 4.1.2 shows
that 85% guests prefer non-vegetarian and
15%

restaurants.

guests prefer vegetarian in the

4.1.3.- How often do you update the menu

to incorporate local cuisine.

S1 No of
No | Particulars Respondents | Percentage
1 | Monthly 5 5%
2 | Seasonally 45 45%
3 | Annually 15 15%
4 | Rarely 5 5%
Total 100 100%

Table -4.1.3




Updating of menu

150
100
= i
R I
= = = > =
g | & E 2 g
5 @ > c & =
> 3 <
%)

1 2 3 4

H No of Respondents  H Percentage

Figure —4.1.3

Interpretation

As per table 4.1.3 and figure 4.1.3 shows
that 5% responds changing the menu
monthly wise, 45% respondents change
seasonally, 15% changes annually and 5%
will change rarely in the outlets.

4.1.4 — What percentage of the menu

consist of local dishes.

According to table 4.1.4 and figure 4.1.4
shows that 45% respondents having 0-25%
local foods in the menu, 45% again says 25-
50% local dishes are their menu while 10%
says 50-75% local dishes are there in the

No of
S1 No | Particulars Respondents | Percentage
11]0-25% 45 45%
2 1 26-50% 45 45%
3151-75% 10 10%
4| 76-100% 0 0%
Total 100 100%
Table 4.1.4
Guest feedback
60
40
- B 0B .
0-25% 26-50% = 51-75% | 76-100%
1 2 3 4
B No of Respondents W Percentage
Figure 4.1.4
Interpretations
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menu card.
4.1.5 — Are local ingredients sourced
direly from farmers or suppliers
S1 No of
N | Particular | Responden | Percentag
0 S ts €
1 | Farmers 20 20%
Suppliers 80 80%
Total 100 100%
Table —4.1.5
Local ingredient source
120
100
80
60
40
20
" m o
Farmers Suppliers Total
1 2
B No of Respondents M Percentage
Figure -4.1.5
Interpretation

According to table 4.1.5 and figure 4.1.5
shows that 80% of the despondence
purchase local foods from suppliers and
remaining 20% from farmers.

4.1.6 - Do you collaborate with local
chefs, food experts for menu design.

S1 No of
No | Particulars Respondents | Percentage
1] Yes 5 5%
2 | No 95 95%
Total 100 100%
Table —4.1.6




Local ingredient source

are 40% highly positive, 30% mixed

150 reaction, 20% indifferent and 10% prefer
100 international options.
52 . 4.1.8 — Do you offer special events or
Yes No promotions featuring local cuisine.
! 2 No of
m No of Respondents W Percent S1 ReSpOIlde Percenta
No | Particulars | nts ge
Figure —4.1.6 1| Yes 90 90%
Interpretations 2 | No 10 10%
Total 100 100%
As per table 4.1.6 and figure 4.1.6 shows Table -4.1.8
that response of collaboration with local
chefs for preparing menu design are 95%
says No, remaining 10% said YES Special events or promotions for
local menus
4.1.7 — How do guest respond to local 120
dishes on the menu 128
SI No of 60
No | Particulars Respondents | Percentage 40
Highly 20 -
1 | Positive 40 40% 0
Mixed Yes No Total
2 | reaction 30 30% ! 2
3 | Indifferent 20 20% B No of Respondents W Percentage
Prefer
international Figure —4.1.8
4 | options 10 10% | mterpretations
Total 100 100%
Table — 4.1.7 According to table 4.1.8 and figure 4.1.8

Guest responds on local dishes

i

Highly I
Positive

1

B No of Respondents

Mixed |
reaction

2

—
)

= -
(] (]
— = Y=
= C SI_.)
©

< o
3

Figure -4.1.7

Interpretations

According to table 4.1.7 and figure 4.1.7

B Percentage

shows the percentages of promotion or special
events for local menu are 90% responded YES

and 10% NO.

shows the guest responds on local dishes
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u
g 73 g 4.1.9 — What types of local dishes are most
£° popular among guest.
4 S1 . No of
No Particulars Respondents Percentage
Non - 0
! Vegetarian 100 100%
2 | Vegetarian 0 0%
Total 100 100%
Table —4.1.9




Tyes of local dishes prefer by guest

Total

150

100
50 I
0
Non - Vegetarian  Vegetarian
1 2

B No of Respondents W Percentage

Figure -4.1.9

Interpretations

According to table 4.1.9 and figure 4.1.9
shows that preference of dishes are 100%
says guest like Non — vegetarian.

4.1.10 — Have you received specific guest
feedback requesting more local food

options.
S1 No of
No | Particulars Respondents | Percentage
1 | Yes - frequently 50 50%
2 | Occasionally 30 30%
3 [ No 20 20%
Total 100 100%
Table —4.1.10
Guest feedback
150

100
-

o N -
= o o =
£ S < 5
0 g @ > -
>q-)0‘ S=
o) [&]
o O
b (@)
1 2 3

B No of Respondents  H Percentage

Figure — 4.1.10
Interpretations

According to table 4.1.10 and figure 4.1.10
about the feedback of guest says 50%
responded yes, 30% says occasional and
20% says No.

4.1.11 — What challenges do you face
incorporating local cuisine into the menu.
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SI No of
No | Particulars Respondents | Percentage
Limited
Ingredient
1 | Availability 20
2 | High cost 40
Lack of skilled
3 | staff 60
Total 100
Table -4.1.11
Challege faced by hotels
120
100
80
60
40
= [ I
Limited High cost Lack of Total
Ingredient skilled staff
Aavaialbility
1 2 3
B No of Respondents W Percentage
Figure —4.1.11
Interpretations

According to table 4.1.11 and figure shows
that the various challenges faced by the
hotels in local food are 20% says limited
ingredients, 40% higher cost and 60% lack
of skilled staffs.

VII. FINDINGS

Majority of the people prefer Non-

vegetarian more than vegetarian.

e Majority of hotels are updating the
local menu in seasonally.

e Majority of hotels are purchasing local
ingredients from suppliers rather than
the local farmers.

e No hotels are collaborating with any

local chefs to promote the local dishes




in the menu card or the restaurant
operations.

e Highly positive feedback getting from
the customer regarding the local
menus.

e Mainly of the hotels are conducting
special events to promote a local dish
in the restaurants.

e Non — vegetarian is the most preferable
dishes of guest from local dishes.

e Most of the hotels receive frequent
guest feedbacks on local foods.

e Many of the hotel facing higher cost of

local ingredients is the major problem.

VIII. SUGGESTION

e Add more local dishes in the menu
card

e Hotel should purchase ingredients
from local farmers to get quality items
and help to reduce the cost.

e Incorporate the local chefs to prepare a
menu in the outlets.

e Waiters must promote the local dishes
to the customers.

e (Collect maximum feedbacks from the
guest.

e Train the employees to make local

dishes.

IX. CONCLUSION
“A Study on the Significance and Impact of

Local Cuisine in Menu Design: An
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Analysis of Five — Star Hotels at Kochi.”
According to these studies local menu is
playing very importance in the menu design
of hotels. Many of the guest especially
who’s from out of Kerala as well as India
prefer local dishes. Many of the five-star
hotels also promote local dishes in the
menu also. Some of the hotels already have
some sort of promotional activities and they
have included chefs to promote the local
dishes in the menu card. But some hotels
are facing a problem is that the knowledge
of the chef with regards to the local dishes
are very poor so that create a negative
impact in the design of menu card. As per
my study I have observed that hotels are
says that cost of the ingredients for
preparing local dishes are expensive, I
realized that maybe they all depends
suppliers to purchase the product so it will
be expensive, but if they can collect directly
from the farmers it may be less than what
you pay from the suppliers. Many of the
local dishes are famous among the people
so hotel have that positivity to bringing
them in the front and promote to sell in the
restaurant. After my research I had found
Many of the five star hotels in Kerala
promoting local dishes in the restaurant in

good way and earing profit also.
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A Study on Consumer Insights on the Demand for Eco-Friendly Beverages

Mr. Tilvin Sabu
Assistant Professor,
Department of Hotel Management

Naipunnya Institute of Management and Information Technology,Pongam

Abstract

With growing environmental awareness and health consciousness, the demand for eco-
friendly beverages has been increasing among consumers. This study explores consumer
insights regarding the demand for eco-friendly beverages, focusing on their preferences,
motivations, and purchasing behavior. Through surveys and market analysis, the research
identifies key factors influencing consumer choices, such as sustainability, packaging,
organic ingredients, and brand transparency. The findings suggest that while consumers are
willing to pay a premium for eco-friendly options, factors like price sensitivity and
availability still pose challenges. The study highlights the need for beverage companies to
align their marketing strategies with consumer expectations to foster a sustainable and

competitive market.
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Introduction

In recent years, there has been a

significant ~ shift in  consumer
preferences toward sustainable and
environmentally friendly products. This
shift is particularly evident in the
beverage industry, where consumers are
increasingly  seeking  eco-friendly
options that align with their values of
health, sustainability, and ethical
consumption. Eco-friendly beverages,

which include

organic drinks, plant-based alternatives,
and sustainably packaged products,
have gained popularity as individuals
of their

become more conscious

environmental impact.

This research aims to explore consumer
insights on the demand for eco-friendly
beverages, analyzing the key factors
that influence purchasing decisions.
Understanding consumer behavior in
this segment is crucial for businesses to

develop effective strategies that meet

market demands while promoting
sustainability. =~ Factors such as
environmental awareness, product

affordability, brand transparency, and

packaging sustainability play a vital
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role in shaping consumer choices. By
investigating consumer preferences,
motivations, and challenges, this study
seeks to provide valuable insights into
how businesses can enhance their

offerings and marketing strategies.
Thefindings will contribute to a deeper
understanding of the growing eco-
friendly beverage market and offer
recommendations  for  companies
looking to align with the evolving
toward

consumer mindset

sustainability.

Significance of the Study

The demand for eco-friendly beverages
has been rising due to increasing
consumer awareness of environmental
sustainability and health-conscious
living. This study is significant as it
provides  valuable insights into
consumer preferences, behaviors, and
motivations regarding eco-friendly
beverage choices. Understanding these
insights is crucial for businesses,
policymakers, and other stakeholders in
the beverage industry to develop
strategies that align with consumer
expectations and promote sustainable

consumption.

Firstly, this study benefits businesses
and beverage manufacturers by helping

them identify key factors that drive



consumer demand for eco-friendly
products. By understanding consumer
preferences related to sustainable
packaging, organic ingredients, and
ethical sourcing, companies can tailor
their  product

offerings, improve

marketing strategies, and enhance
customer engagement. Secondly, the
research is valuable for policymakers
and environmental organizations, as it
highlights the role of regulations and
incentives in encouraging sustainable
production and consumption. Insights
from this study can inform policies that
support green business practices and

promote environmental conservation.

Thirdly, this study is significant for
consumers, as it raises awareness about
the benefits of eco- friendly beverages
and the impact of their purchasing
decisions on the  environment.
Educating consumers can contribute to
toward

a broader movement

sustainability and responsible

consumption.

Overall, this research provides a
comprehensive understanding of the
market dynamics surrounding eco-
friendly beverages, offering strategic
recommendations that can drive
industry growth while promoting
environmental  sustainability.  The

findings contribute to the ongoing

global effort to reduce carbon footprints
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and encourage sustainable business
practices in the food and beverage

sector.

Statement of the Problem

As environmental concerns and health
consciousness continue to  rise,
consumers are becoming more inclined
toward sustainable and eco-friendly
products,

including beverages.

However, despite the growing
awareness and demand, the adoption of
eco-friendly beverages remains
inconsistent due to various challenges.
Businesses often struggle to understand
the key factors that influence consumer
preferences, leading to gaps in product
development, pricing strategies, and

marketing approaches.

One of the primary challenges is the
lack of comprehensive consumer
insights regarding the demand for eco-
friendly beverages. While some
consumers express strong interest in
sustainability, their actual purchasing
behavior may be influenced by factors
such as price, availability, brand trust,
and packaging design. Additionally,
there is limited research on how
demographic and  psychographic

factors impact consumer decisions in



this segment.

Moreover, businesses face difficulties in
balancing profitability with
sustainability, as eco-friendly
production methods and packaging
often incur higher costs. Understanding
consumer willingness to pay a premium
for such products is crucial for
companies looking to expand in this
market. This study seeks to address
these challenges by analyzing consumer
insights on the demand for eco-friendly
beverages, identifying the key

motivators and barriers affecting
purchasing decisions, and providing
actionable = recommendations  for
businesses and policymakers. By doing
so, this research aims to bridge the gap
between consumer expectations and
industry  practices, ultima te ly
contributing to a more sustainable

beverage market

Objectives of the Study

The primary objective of this research is
to analyze consumer insights regarding
the demand for eco-friendly beverages
and understand the factors influencing
their purchasing decisions. The study
aims to achieve the following specific

objectives:

1. To examine consumer awareness
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and perception of eco-friendly
beverages and their impact on the
environment and health.

2. To identify key factors influencing
purchasing decisions, such as
sustainability, packaging, pricing,
brand transparency, and health
benefits.

3. To analyze consumer willingness
to pay a premium for eco-friendly
beverages and the barriers that may
hinder their adoption.To assess the
role of marketing and branding
strategies in shaping consumer
preferences and increasing demand
for eco-friendly beverages.

4. To explore demographic and

psychographic trends in consumer

behavior related to eco- friendly
beverage consumption.

5. To provide recommendationsfor

businesses and policymakerson
how to promote sustainable
beverage choices and enhance

market growth.

These objectives will help in

understanding market trends and
consumer behavior, enabling businesses
and policymakers to make informed
decisions that support sustainability and

€co- conscious consumption.



Results and Discussions

Examining Consumer Awareness and
Perception of Eco-Friendly Beverages
and Their Impact on the Environment

and Health

Consumer awareness of eco-friendly

beverages has been growing due to

increasing concerns about
environmental  sustainability  and
personal health. Many consumers

recognize that these beverages, which
are often made with organic ingredients,
sustainable sourcing, and eco-friendly
packaging, contribute to reducing
environmental harm, such as plastic
waste and carbon emissions. However,
perception varies—while some
consumers see eco-friendly beverages
as a healthier and more ethical choice,
others remain skeptical about their
actual benefits or find them expensive
compared to conventional options.
Many associate these beverages with
reduced chemical additives, fewer
preservatives, and enhanced nutritional
value, making them appealing to health-
consc ious individuals. At the same
time, eco-labels and certifications, such
as USDA Organic, Fair Trade, and
Carbon Neutral, influence purchasing
trust in

decisions by building

sustainability claims.
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Despite growing awareness, barriers
such as affordability, availability, and
misinformation still affect consumer
adoption. To enhance market growth,
businesses and policymakers must focus
on education, transparent branding, and
accessibility, ensuring that consumers
fully understand the benefits of eco-
friendly beverages for both their health
and the planet.

Consumer purchasing decisions for eco-
friendly beverages are influenced by
several  key  factors, including
sustainability, packaging, pricing, brand
transparency, and health benefits.
Sustainabilit y plays a crucial role, as
environmentally conscious consumers
prefer beverages produced using ethical
sourcing, carbon-neutral methods, and
minimal ecological impact. Packaging
is another significant factor—many
consumers seek biodegradable,
recyclable, or reusable packaging to
reduce plastic waste. However, pricing
remains a major barrier, as eco-friendly
beverages are often perceived as

expensive, making affordability a
decisive factor, especially for price-
sensit ive buyers. Brand transparency
also shapes purchasing behavior, as
consumers are more likely to choose
brands that provide clear information

about their sustainability practices,



certificat ions (e.g., Fair Trade, USDA
Organic, or Carbon Neutral), and
ethical commitments. Additiona 1 ly,
health benefits are a strong motivator,
with many consumers preferring
organic, preservative- free, and plant-
based beverages that contribute to
overall well-being. Understanding these
factors can help businesses tailor their
marketing strategies, improve product
accessibility, and drive greater adoption

of eco-friendly beverage choices.

Consumers are increasingly willing to
pay a premium for eco-friendly

beverages, especially those who
prioritize sustainability, health benefits,
and ethical consumption. Many buyers
perceive these beverages as a better
alternative to conventional drinks due to
their

organic ingredie nts,

environmentally responsible
production, and reduced use of artificial
additives. However, willingness to pay
varies based on factors such as income
level, environmental awareness, and
perceived value. While some consumers
are eager to support sustainable brands,
others hesitate due to high prices,
limited availability, and skepticism
about green claims (greenwashing) .
Additionally, lack of awareness and
education about the long-term benefits

of  eco-friendly  beverages can
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discourage purchases. To overcome
these barriers, businesses must focus on
cost- effective production, transparent
branding, competitive pricing strategies,
and greater accessibilit y through wider
distribution. Government incentives and
policies that support sustainable
businesses can also help make these
affordable. By

beverages more

addressing these challenges, the market

for eco-friendly beverages can expand,
appealing to a broader consumer base
and encouraging more sustainable

consumption habits.

Marketing and branding strategies play a

crucial role in shaping consumer
preferences and driving demand for eco-

friendly beverages. Effective branding

helps position these products as
sustainable, healthy, and ethically
responsible, appealing to

environmentally conscious and health-
focused consumers. Companies that
leverage green branding, eco-labels,
and transparent messaging build trust

and credibility, making consumers more

likely to choose their products.
Additionally, digital marketing,
influencer partnerships, and social

media campaigns have proven to be
powerful tools in spreading awareness
and engaging younger demographics,

particular ly Millennials and Gen Z, who



prioritize sustainability. Storytelling

and emotional branding, where
companies highlight their commitment
carbon

to  reducing footprints,

supporting fair trade, or using
biodegradable packaging, create deeper
connections.

consumer However,

challenges suc h as greenwashing
concerns and price sensitivity require
businesses to ensure authenticity in their
marketing efforts. Offering loyalty
programs, promotional discounts, and
educational initiat ives can further
encourage trial and long-term adoption.
By implementing strategic and

transparent marketing  approaches,
businesses can enhance consumer trust,
shape  positive perceptions, and
ultimately increase the demand for eco-

friendly beverages.

Consumer behavior toward eco-friendly
beverages 1is influenced by both
demographic ~ and  psychographic
factors, shaping preferences, purchasing
brand  loyalty.

Demographically, younger consumers,

decisions, and

particularly Millennials and Gen Z, are
the most active adopters of sustainable
their

beverages due to strong

environmental  consciousness  and
willingness to pay for ethically sourced
products. Urban dwellers tend to have

greater access to eco-friendly options
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and are more exposed to sustainability

campaigns, while higher- income
groups are generally more willing to pay
a premium for organic and
environmentally friendly products

Psychographically, €co-conscious

consumers prioritize sustainability,
ethical sourcing, and personal well-
being, often seeking brands that align
with their values. Health-consc ious
individuals, including those following
organic, vegan, or plant-based diets,
prefer beverages free from artificial
additives and chemicals. Consumers
driven by social responsibility are influe
nced by transparent branding, ethical
certifications, and a company's
commitment to environmental causes.
By understanding these demographic
and psychographic trends, businesses
can effectively segment their markets
and tailor marketing strategies to attract
and retain  sustainability-dr iven

consumers.

Conclusion

The demand for eco-friendly beverages
is steadily rising as consumers become
more conscious of their environmental
impact, health benefits, and ethical
consumption habits. This study has

provided valuable insights into the



factors influencing consumer choices,
including sustainabilit y practices, eco-
friendly packaging, pricing concerns,
brand transparency, and health
consideratio ns . While there is a growing
willingness to pay a premium for
sustainable beverages, barriers such as
higher costs, limited accessibility, and
consumer skepticism about corporate
sustainability claims (greenwashing)
continue to

pose challenges.

Understanding ~ demographic  and

psychographic trends reveals that
younger, urban, and environmentally
aware consumers are more inclined
toward eco-friendly beverage options,
making them a key target audience for

businesses and marketers.

Moreover, effective marketing and
branding strategies have proven
essential in  shaping  consumer

preferences and driving demand. Green
branding, sustainability certifications,
digital engagement, and influencer
marketing all contribute to enhancing
brand trust and consumer loyalty.
However, companies must ensure
authenticity and transparency in their
messaging to avoid mislead ing
consumers and damaging brand
credibility. To bridge the gap between
interest and adoption, businesses should
focus  on

competitive  pricing,
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innovative  sustainable  packaging,

strategic promotions, and increased
product availability across retail and

online platforms.

Policymakers also have a crucial role in
fostering a sustainable beverage market
by implement ing incentives for eco-
friendly businesses, stricter regulations
on unsustainable packaging, and public
awareness campaigns that encourage
responsible consumption. Collaborative
efforts between government bodies,
beverage companies, and
environmental organizations can create
a more sustainable marketplace,
benefiting both consumers and the

planet.

In conclusion, while the market for eco-
friendly beverages 1is promising,
businesses and policymakers must work
together to remove adoption barriers,
educate consumers, and promote long-
term sustainability. By addressing key
challenges and leveraging strategic
initiatives, the eco-friendly beverage
industry can continue to grow, driving
positive environmental change while

meeting evolving consumer needs.
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Abstract

Food waste generation remains a significant challenge in the hospitality industry, particularly
in restaurants. This study investigates food waste management practices in restaurants located
in Thoppumpady, Ernakulam, with a focus on quantifying waste generation, evaluating current
management strategies, and exploring opportunities for redistribution and innovative recycling
solutions. Employing a mixed-methods approach, including surveys, interviews, and case
studies, the research aims to provide comprehensive insights into effective food waste
mitigation. A key strategy explored is the redistribution of untouched surplus food to
underserved communities, facilitated through partnerships with NGOs, food banks, and
charitable organizations. The role of technology is highlighted in streamlining these processes
via mobile applications and digital platforms that connect excess food supply with real-time
demand. Additionally, the study examines successful case studies of hotels implementing such
initiatives. Beyond redistribution, the project addresses the recycling of unavoidable food waste
through composting, biogas production, and animal feed programs, promoting circular
economy principles. Collaborations with waste management companies and the adoption of
innovative recycling technologies are also explored to ensure the sustainable disposal of
inedible waste. The findings of this research will offer actionable recommendations for
restaurant owners, policymakers, and stakeholders to adopt more sustainable, socially
responsible food waste management practices, thereby reducing environmental impacts and

contributing to food security.
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INTRODUCTION

The global food  system  faces
unprecedented pressure due to population
growth, resource scarcity, and climate
change. Food waste has become a critical
issue, with restaurants and food service
establishments  generating  substantial
amounts of untouched leftover cooked food
daily.

Approximately one-third of all food
produced globally is lost or wasted,
amounting to around 1.3 billion tons per
year. This inefficiency presents an ethical,
environmental, and economic dilemma.
Sustainable = food  practices  require
redistributing and recycling food that would

otherwise be wasted.

The sustainable redistribution and recycling
of untouched leftover cooked food from
offer

restaurants immense benefits to

society, the economy, and the environment.

RESEARCH OBJECTIVES

The main objectives of this research are:

1. To quantify the amount of

untouched leftover food generated

daily in restaurants.
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By implementing systems that prioritize the
redistribution of safe and edible food to
those in need and adopting recycling
methods for waste that cannot be
consumed, the restaurant industry can play
a crucial role in reducing food waste and its
associated environmental impact. Through
collaboration with food banks, charities,
and recycling initiatives, restaurants can
contribute to a more sustainable and
equitable food system. This project will
delve deeper into the various strategies and
technologies available to make this vision a
reality,  highlighting case  studies,
challenges, and best practices for reducing
food waste in the food service sector.

This study examines food waste
management in Thoppumpady, Ernakulam,
focusing on waste generation, current

practices, redistribution, and recycling

solutions

2. To evaluate the existing practices of
food waste management in restaurants
in Kochi.

3. To explore potential channels for
redistribution of untouched leftover

food to those in need.



MATERIALS AND METHODS

The nature of this research is exploratory
and descriptive, aiming to investigate food
waste management practices in restaurants
at Thoppumpady, Kochi.

Sampling Method:

The study adopts a convenience sampling
method to select participants, allowing for
quick and accessible data collection from
available restaurant operators.

Population:

The total population comprises 35
restaurants located in Thoppumpady,

Kochi.

RESULTS AND DISCUSSION

Sample Size:

A sample of 21 restaurants was selected for
the study.

Data Collection Tools:
Data was collected wusing structured
questionnaires distributed through Google
Forms, enabling efficient and standardized
data gathering.

Data Analysis Method:
The collected data was analyzed using the
percentage method, which helps in
presenting the findings in a clear and
comprehensible manner by illustrating the

distribution and proportion of responses.

1.What is the average daily quantity of leftover prepared food in your

restaurant?
NO: OF PERCENTAGE
PARTICULARS
RESPONDENTS OF RESPONDENTS

5-10 kg 19 90%
10-20 kg 2 10%
20-30 kg 0 0%
30-40 kg 0 0%
40-50 kg 0 0%

TOTAL 21 100%

Table -1
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Fig.1

INTERPRETATION:

As per the, 90% of the restaurants has a leftover of food up to 5-10kg and 10% of restaurants
has a wastage of 10-20kg.

2.What methods are adopted for the recycling of food?

PRTICULARS | qqshoioins | o bR
DISPOSES 8 38%
COMPOST PITS 0 0%
BIOGAS 2 10%
DONATIONS 2 10%

GIVES TO ANIMAL FARMS 6 28%
GIVES TO EMPLOYEES 3 14%
TOTAL 21 100%

Table 2
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Fig. 2

As indicated in the figure 38% restaurants dispose their leftover prepared food, 10% uses for

biogas, 10% gives off as donations, 28% gives to animal farms, 14% gives to employees.

FINDINGS

The majority of restaurants, about 90%,
generate between 5 to 10 kilograms of
leftover food each day, while the remaining
10% generate between 10 to 20 kilograms
daily. All of this food waste comes from a
la carte services. To manage food waste,
95% of restaurants use the weighing and
sorting method for tracking, whereas 5%

rely on paper logs.

About 86% of restaurants accumulate food
waste valued between 1000 to 32000
daily. Regarding the disposal of leftover

food, 38% of restaurants simply dispose of

the leftover prepared food. Meanwhile,
10% of restaurants use the leftover food for
biogas production, and another 10% donate
it. Additionally, 28% of restaurants give the
leftover food to animal farms, while 14%
provide it to their employees.

In terms of safety and handling, 80% of
restaurants distribute food within the
designated time frame to prevent spoilage.
Additionally, 14% of restaurants ensure the
food is kept closed and hygienic, while 6%
maintain the required temperature for food
safety.

for waste

Regarding  responsibility

management, in 95% of restaurants, the



owners  themselves  handle  waste
management duties, whereas in 5% of
restaurants, the managers are responsible.
None of the restaurants provide leftover
untouched food to any organization. The
main reasons for this are that 67% of
restaurants do not redistribute leftover food
due to food safety regulations, 19% face
difficulty in estimating food quantity, and
14% are concerned about the limited shelf
life of the food.

None of the restaurants collaborate with
NGOs or local food banks for food
redistribution, and none of them adopt
government incentives to support food
waste management. Additionally, 95% of
restaurants experience seasonal fluctuations
that affect food waste generation, while
only 5% of restaurants are not impacted by

seasonal changes.

SUGGESTIONS

Restaurants could take the initiative to
redistribute food to those in need, exploring
partnerships with local food banks and
NGOs.

The government could introduce additional
initiatives and demonstrate greater concern
for food redistribution, providing support
and incentives for restaurants to adopt
sustainable practices.

Restaurants could consider adopting NGO
support and collaboration to facilitate food

redistribution and reduce waste.

Restaurants could explore the option of
selling leftover untouched prepared food at
discounted prices, reducing waste and
generating additional revenue.

Restaurants could investigate alternative
recycling methods for food waste, beyond
disposal, such as composting, biogas

production, or animal feed.

CONCLUSION

The sustainable redistribution and recycling
of untouched, leftover cooked food from
restaurants present an effective solution to
addressing food waste, hunger, and
environmental degradation. The successful
implementation of this approach relies on
the use of technology, increased awareness,
and strict adherence to food safety
regulations. By diverting edible food to
those in need and recycling inedible waste,
restaurants can substantially reduce food
waste and their environmental impact.
Ultimately,  this  initiative  fosters
environmental sustainability, promotes
social equity, and supports the development
of'a more responsible and resource-efficient

food system.
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ABSTARCT

The luxury hospitality industry demands high service standards, often leading to extended work
hours and increased workload for food and beverage professionals. While essential for
premium guest experiences, these demands pose significant risks to employees' health and
operational efficiency. This study examines the impact of prolonged working hours and
excessive workload on the physical and psychological well-being of food and beverage staftf in
five-star hotels in Cochin.

Using a descriptive research methodology, data was collected from 100 respondents via a
structured questionnaire. The findings reveal issues such as stress, fatigue, burnout, job
dissatisfaction, and musculoskeletal disorders, all of which negatively impact job performance,
increase absenteeism, and lead to higher turnover rates, ultimately affecting service quality.

The study recommends improving working conditions, ensuring adequate staffing,
implementing wellness programs, and fostering an employee-friendly work environment.
These measures will enhance employee well-being, reduce turnover, and maintain high service

standards, ensuring a sustainable and efficient hospitality industry.

Keywords:  Luxury hospitality, F&B professionals, long work hours, workload stress,
employee well-being, burnout, job satisfaction, efficiency, stress management, hospitality
workforce, work-life balance, retention, service quality, occupational health, hotel
management..
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INTRODUCTION

The luxury hospitality industry is known
for its demanding work environment, where
extended hours and high-pressure situations
are common. Food and beverage
professionals, who play a pivotal role in
service delivery, often struggle with intense
workloads and demanding schedules.
Balancing the need to maintain exceptional
service standards with the pressures of the
job can significantly impact both their

health and overall operational efficiency.

To provide guests with an unparalleled
experience, luxury hospitality venues set
high expectations for their staff. However,
these expectations often translate into long
working hours, excessive workloads, and
increased stress. While such factors are
essential for sustaining premium service
quality, they also pose serious risks to

employees' physical and mental well-being.

Prolonged work hours and heavy workloads
can result in exhaustion, burnout, and
various  health ultimately
As

staff

concerns,
affecting employees' performance.

stress and fatigue accumulate,
experience reduced efficiency, lower job
satisfaction, increased absenteeism, and
higher turnover rates. This not only
compromises service quality but also
disrupts the operational effectiveness of

luxury hospitality establishments.
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This study examines the impact of extended
working hours and workload pressures on
the health and efficiency of food and
beverage professionals in luxury hotels. By
analysing the connection between these
factors and their consequences, the research
to offer valuable into

aims insights

improving working conditions.

The study highlights the need for industry

stakeholders to adopt strategies that
prioritize employee well-being without
compromising service excellence.
Implementing structured work schedules,
wellness programs, and proper staffing
measures can create a healthier and more

productive work environment.

Through this research, we aim to contribute

to the development of sustainable
hospitality practices that enhance both
employee satisfaction and operational
performance. A balanced approach will
ensure that luxury hospitality venues
continue to deliver exceptional guest
experiences while fostering a supportive

and thriving workforce.

OBJECTIVE OF THE STUDY

To evaluate the repercussions of prolonged
working hours on the physiological and

psychological wellbeing of food and



beverage professional in high end
hospitality establishment.

To analyse the impact of heightened
workload demands on the operational
efficient and professional performance of
food and beverage person.

To the

explore correlation between

suspended  working  conditions and
employees’ health to identity strategies that
mitigate these adverse effects wellness

premier hospitality environments.

SCOPE AND SIGNIFICANCE OF THE
STUDY

e Study Scope — The research was

conducted among 100 food and
beverage professionals from various
five-star hotels in Cochin to analyse the
challenges they face in their work
environment.

e Significance of F&B Staff — As the
frontline representatives of hotels, the
well-being of food and beverage staff is
crucial to maintaining high service
standards and guest satisfaction.

e Physical Demands — Hotel jobs require
intense physical effort, making it
essential for employees to maintain a
healthy body and mind to sustain
productivity and efficiency.

e Health Considerations — Given the
demanding nature of hospitality work,

prioritizing employee health and well-
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being is vital for ensuring long-term

operational success and reducing

workplace stress and burnout.

RESEARCH METHODOLOGY

e Definition of Research Methodology —
Research methodology is a systematic
approach to solving a research problem,
involving the scientific study of how
research is conducted.

e Scientific Approach — It focuses on

understanding and analysing the
various steps undertaken by a
researcher, ensuring logical and

structured investigation.

e Nature of Study — This research follows
a descriptive methodology, which
involves observing, analysing, and
interpreting data to understand the
impact of extended work hours and
workload on food and beverage
professionals.

e Data Collection Method — A structured
questionnaire was used as the primary
data collection tool, distributed via
Google Forms to reach respondents
efficiently.

e Objective of the Methodology — The
study aims to provide accurate insights
into the working conditions of food and
beverage staff in five-star hotels,

ensuring that findings are based on

systematically gathered data.



LIMITATIONS OF THE STUDY
e Time constraint
e Need huge social involvement and
convincing.

e Travelling

REVIEW OF LITERATURE

Work anxiety and depression. A study by
Karatepe (2013)

Extended work hours have been linked to a
variety of health issues, including chronic
fatigue, sleep disturbances, cardiovascular
diseases, and mental health problems such
as anxiety and depression. A study by
Karatepe (2013) emphasized the negative

effects of prolonged work hours on the

physical and mental well-being of
hospitality workers.
Stress-related illnesses.

Maslach et al (2001)

According  to

High workload demands are associated
with increased stress levels, burnout, and
other stress-related illnesses. According to
(2001),

Maslach et al. burnout is

particularly prevalent in high-pressure
environments like luxurious hospitality
venues, leading to emotional exhaustion,
depersonalization, and a reduced sense of
personal accomplishment.

Physical exhaustion and mental stress are

well-documented in studies such as Garcia-

Herrero et al. (2017)
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Upper limb disorders (ULDs) are a

particular of  musculoskeletal

group
disorders which affect the arm and neck.
This revised guidance is aimed at managers
with responsibility for workers who may be
at risk of developing ULDs. It aims to help
the reader understand the hazards and risks
and how to control them. Includes: ULDs —
managing the problem; risk assessment and
solutions; and

monitoring reviewing;

medical aspects of ULDs; and legal
requirements. The main occupational health
and safety problems in service work are
1) ergonomic

problems leading to

musculoskeletal ~ symptoms, and 2)
psychosocial problems leading to stress
symptoms (distress).

Ergonomic Workplace Design for Health,
Wellness, and Productivity-2016

Many front desk clerks stand in one place
for prolonged periods as they greet, check
in, and check out guests. This can produce
lower back and leg fatigue (WorkSafeBC
2001g). In addition, the locations of the
equipment used by these employees (e.g.,
telephone, printer, and key card system)
may cause them to bend or reach past their
normal range of motion. The clerk’s use of
a computer may cause bending of the wrists
and/or the neck, depending on the
placement of the keyboard, the mouse, and
the monitor (Workspace 2001). This, too,
can result in muscular discomfort. The neck

and the shoulder can also become strained


https://www.researchgate.net/publication/267734389_High-Performance_Work_Practices_and_Hotel_Employee_Performance_The_Mediating_Role_of_Job_Satisfaction
https://www.researchgate.net/publication/267734389_High-Performance_Work_Practices_and_Hotel_Employee_Performance_The_Mediating_Role_of_Job_Satisfaction
https://psycnet.apa.org/doiLanding?doi=10.1037%2F0021-9010.86.3.499
https://psycnet.apa.org/doiLanding?doi=10.1037%2F0021-9010.86.3.499
https://www.ncbi.nlm.nih.gov/pmc/articles/PMC5390312/
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if a clerk cradles the handset there while on
the phone (Workplace Safety and Health
Council 2013).

Pathology — E-Book Implications for the
Physical By
Goodman, Kenda S. Fuller - 2014

Therapist Catherine C.
Health is more accurately viewed as a
continuum on which wellness on one end is
the optimal level of function and illness on
the other may be so unfavourable as to
result in death. Health is a dynamic process
that varies with changes in interactions
between an individual and the internal and
external environments. This type of
health as an

Health

definition recognizes
individual’s level of wellness.
reflects a person’s biologic, psychological,
spiritual, and sociologic state. The biologic
or physical state refers to the overall
structure of the individual’s body tissues
and organs and to the biochemical
interactions and functions within the body.
The includes the

psychologic  state

individual’s mood, emotions, and
personality.

Health & Safety Management for Medical
Risk
Implementing Safety for Physician Olffices

By Linda F. Chaff - 2001.

Practices Evaluating and

This text outlines guidelines for planning

the  safety  programme,  obtaining

administrative support, conducting a needs
assessment, and

setting  priorities,

developing policies and procedures, as well
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as information on regulatory and voluntary

compliance agencies affecting health care.

Stanfield’s  Introduction  to  Health
Professions By Nanna Cross, Dana
McWay - 2022

Social work is a profession for those with a
strong desire to help improve people’s
lives. Social workers assist people by
helping them cope with and solve issues in
their everyday lives, such as family and
personal problems and dealing with
relationships. Some social workers help
clients who face a disability, life-
threatening disease, or social problem, such
as inadequate housing, unemployment, or
substance abuse. Social workers also assist
families that have serious domestic
conflicts, sometimes involving child or
spousal abuse.

Regenerative Treatments in Sports and
Orthopedic Medicine 2017.

Clinicians interested in developing a
regener- ative medicine practice must be
aware that the office visit with patients
takes time and requires a lengthy review of
the findings and all the treatment options
available to patients. This should include
the many nonsurgical and less invasive
options such as diet/weight loss; vitamin
supplements; orthotic, bracing, aggressive
strengthening; hyal- uronic injections; and
the like. Some patients with biomechanical
issues such as catching, locking, or joint

instability may be better served with



surgical treatment (perhaps enhanced with
orthobiologic treatment).

A Research Agenda for Workplace Stress
and Wellbeing-2021.

Although the initial focus of research and
practice was on the identification and
reduction  of  workplace  stressors,
subsequent approaches have emphasized
the provision of resources that both
contribute and

directly to wellbeing

mitigate the effects of organizational
stressors. Five such resources — recognition,
opportunities for growth and development,
involvement, health and safety and work-
family balance — provide the basis for the
psychologically healthy workplace model
promoted by the American Psychological
Association (APA; Grawitch, Gottschalk

&Munz, 2006).

THEORITICAL FRAMEWORK

The luxurious hospitality sector is known
for its high service expectations and
demanding operational environments,
particularly within food and beverage roles.
Professionals in this field often experience
extended work hours and significant
workload demands, which can have adverse
effects on their health and the overall
effectiveness of the organizations they
serve. This theoretical framework explores
the relationship between these extended

work conditions and their impact on
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employee well-being and organizational
performance, drawing from occupational
health psychology, work-life balance, and

organizational behavior theories.

Theoretical Perspectives

Job Stress Theory

Job Stress Theory posits that excessive
workplace stressors can lead to negative
health outcomes. In luxurious hospitality
venues, food and beverage professionals
frequently encounter high expectations,
stringent deadlines, and the pressure to
deliver exceptional service. Prolonged
exposure to such stressors often results in
physical and mental health issues, including
burnout, anxiety, and cardiovascular
disorders. Additionally, extended work
hours limit recovery time, compounding
stress and diminishing overall employee

effectiveness.

Health and Well-Being Models

Theories of health and well-being
emphasize the importance of psychological
and physical health for optimal job
performance. Chronic workplace stress due
to extended work hours can lead to fatigue,
reduced motivation, and diminished job
efficiency. Research  highlights that
employees in high-stress environments are

more susceptible to absenteeism and



decreased productivity, further affecting

operational performance and service
quality.
Boundary Theory

Boundary Theory explains how individuals
navigate the boundaries between work and
personal life. In the hospitality industry,
where long shifts and late hours are
common, these boundaries become blurred,
leading to work-life conflicts. Food and
beverage professionals may struggle to
maintain personal relationships and social
commitments, leading to dissatisfaction and
This work-life

a sense of imbalance.

conflict can further decrease job

satisfaction and contribute to higher

turnover rates.

Self-Determination Theory

Self-Determination Theory suggests that
intrinsic motivation plays a vital role in
sustained job performance. However, when
employees experience excessive workloads
shifts, their intrinsic

and extended

motivation may decline, resulting in
disengagement. In the food and beverage
sector, this disengagement manifests as
lower service quality, decreased creativity
in menu planning, and reduced guest
satisfaction, the

ultimately impacting

hotel's reputation.
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Employee Turnover and Organizational

Costs

The food and beverage industry already
faces high employee turnover rates. Factors
such as stress, burnout, and job
dissatisfaction further drive professionals to
seek opportunities elsewhere. Increased
turnover leads to higher recruitment and
training costs, loss of experienced staff, and
decreased operational efficiency.
Organizations must prioritize employee
well-being to maintain service quality and

retain skilled professionals.

Recommendations and Future Research

Organizations should focus on increasing
job resources, such as adequate training,
managerial

support, and professional

development  opportunities. =~ Regular
assessments of employee workload and
working hours can help identify areas
requiring intervention, thereby preventing
burnout and improving employee retention.
Future research should explore targeted
interventions tailored to the hospitality
sector’s challenges, ensuring long-term
employee satisfaction and sustainable
service excellence. Understanding these
allows

dynamics organizations  to

implement  strategies  that  balance
operational efficiency with employee well-
being, fostering a thriving and sustainable

hospitality industry.



DATA COLLECTION & INTERPRETATION

1. On average, how many hours do you work per week?

B Less than 30 hours - 34 [l 30-40 hours - 35
41-50 hours - 17 8 51-60 hours - 7
B More than 60 hours - 7

Interpretation: The graph indicates the employees are not getting the required number of breaks

during work

2. How often do you work beyond your scheduled hours?
B Rarely/Never - 19
B Occasionally (1-2 times a month) - 40
Frequently (1-2 times a week) - 25
I Very often (3-4 times a week) - 6 [l Always - 10
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Interpretation: From this graph, it is evident that most of the time, professionals are facing an
excessive workload, with extended working hours. This prolonged pressure can contribute to
burnout and dissatisfaction, potentially affecting their overall performance and well-being.

3. Do you feel supported by your management in managing your workload?

B often-13 [ Always - 35 Sometimes - 40

I Never-8 [ Rarely - 4

8.0 !

Interpretation: From this graph, we can see that management only sometimes provides adequate
guidance, resources, and understanding to effectively manage employees' workloads. This
inconsistency in support can impact job satisfaction and overall well-being, as employees may

feel uncertain about the level of assistance they can expect.

4. How often do you feel overwhelmed by your workload?

B Rarely - 38 [l Always - 27 never - 11
I Sometimes - 24

Interpretation: From this graph we can find the workers are facing workload
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Findings:

e Extended hours lead to heightened
stress, negatively impacting mental
health.

e Long shifts contribute to fatigue and
increased risk of injuries, including
musculoskeletal disorders.

e Prolonged demands result in emotional
exhaustion, diminishing job satisfaction
and performance.

e Fatigue lowers efficiency, ultimately
affecting  service  quality  and
operational effectiveness.

e Job dissatisfaction from long hours
prompts  professionals to  seek
employment elsewhere.

e Extended hours hinder personal life,
leading to decreased morale and
motivation.

e Exhausted staff may provide lower
quality service, impacting guest
experiences and satisfaction.

e Health issues arising from long hours
result in more frequent employee
absences.

e Anxiety and depression rates increase
among staff subjected to excessive
work demands.

e High turnover and burnout disrupt team
dynamics, negatively  impacting

collaboration.

e Fatigue stifles creativity, essential for

menu  development and  guest
experiences.

Suggestions

e More employee friendly working

atmosphere should prevail in the hotels

e Recruit sufficient number of employees
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e Long hours of work de-glamorize hotel
industry and hence the working hours
shouldn’t be a burden for the workers.

e Work ethics should be maintained along
with the rights of the employees

should

cell\committee to monitor the health of

e Management organize a

their employees

Conclusion

Hence, | have come to the end of the project
based on the topic, “A Study On The
Detrimentel Effect Of Extended Work
Hours And Exegient Worklord Demands
On The Health And Operational
Effectivenesses Of Food And Beverage
Professionals In Luxurious Hospitality
Venue”. The employees are facing a lot of
health problems not only in the food and
beverage service department but also in the
other departments of the hotels. The
management shouldn’t keep their eyes
against the health problems of the
employees and must bring in changes not
only to keep the employees free from the
work-related health problems but also to
help them having a healthy body and
healthy mind. As we all know the fact that
a healthy mind and a healthy body can
increase the efficiency of the work the

management should aim to get 100% of

efficiency from their workers
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ABSTARCT

Nowadays our tourism website is so simple and the tourist feels difficulties to connect with all
required things (like hotels, restaurants, etc.) for traveling. Here they need to search and find
these resources from other websites. This leads to decrease satisfaction and tourist needs to
waste their precious time and effort for the same. At the same time, we analyse that lack of
single window page websites a lot of fake webpages are prepared which leads to misleading
and other fraudulent activities which can entirely became a black mark for the tourism industry.
To avoid all these problems and issues we now look on the feasibility of setting up a webpage
which has access to all related websites from all the business firms related to the tourism
industry. This can help the tourists to connect with all required and necessary websites and
other required service for them to complete and meet all their necessities while and for
travelling to a specific destination. At the same time, it would help the government to monitor
these websites and to avoid all possibilities of fraudulent activities. On the other hand, it will
help all the business firms related to the tourism industry to get equal opportunities like
bookings and reservations It also help the tourist by providing hassle free experience with a

wider opportunity to select according to their interest and requirement.

Keywords: Virtual Website, Tourism Industry, monitoring websites by government,

Hospitality Sectors.

82


mailto:renita@naipunnya.ac.in
mailto:anand@naipunnya.ac.in

INTRODUCTION

From the older times people used to travel
from one place to another for various
purposes. During the Ancient Era people
mainly travelled for trade and related
purposes. But from the invention of wheels
the travelling practice have changed a lot.
As this have led the people to travel a lot as
wheels have created an easy mode of
transportation. Afterwords after the World
War people travelled one place to another
for pilgrimage, education, leisure, etc.

While looking today people just want to
travel as hassle free. In the present scenario,
we can see that people need to check deep
in different sites for different necessary
services that they want while travelling. For
example: If you need to travel to Kochi for
two days you need to check about the places
to visit in Kochi in a website, for
accommodation you need to check another
site, for transportation you need to check
another webpage. Likewise, people need to
take a lot of time and effort for just a normal
travel. This makes the people especially the
common people forced to travel less. At the
same time while looking the cause of
people with less IT knowledge we can see
that they need to suffer a lot regarding this.
On the other hand, this traditional mode can
lead to different issues like coming up of
fake fraudulent

websites, mischiefs,

activities, illegal issues like cheating etc.
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These all led me think into this project to
integrate all the tourism related websites to
a single window website. This study or the
integration of single window website can
help and can create hassle free experience
with better safety and security. The single
window system helps the tourist to do there
meet their online activities in fingertips. At
the same time the single window system
can help the government to monitor all the
services and sub-websites that come under
the main websites allow them to avoid
criminal and illegal activities through these

websites and webpages.

OBJECTIVE OF THE STUDY

e To find out how can we create an
effortless travel experience to travellers

e To know about how to avoid cheating
and other fraud activities by monitoring
these websites.

e To understand equal opportunity to
everyone working in tourism industry.

SCOPE AND SIGNIFICANCE OF THE

STUDY

e Due to the use of multiple websites,
travellers get confused about their
booking and selecting best service.

e [t can help to avoid cheating and other
crimes as the single window webpage
will help to monitor each website and

also helps to avoid fake websites.



e As lack of designing and attractive
websites many sellers with best service
aren’t getting proper booking, by the
implementation of single window
system this issue can be resolved.

e [t also helps for sorting each and every
element like total no. of available rooms
(with the name of hotel), cabs and
rentals available, etc. in more effective

and efficient way.

RESEARCH METHODOLOGY

e The data collection for this study is
collected by qualitative method.

e Primary Data: This data is collected
from different organizations and staff
working in that organization using
surveys and questionnaires.

e Secondary Data: This data is collected
from various sources like journals, etc.

e The respondents were selected from
Kochi who were working in tourism
industry related organizations.

e The sample size selected for the study is
120

e The sample area selected for the study
is from Kochi, Ernakulam dist., Kerala.

Tour operators and travel agencies in Kochi

LIMITATIONS OF THE STUDY
e Time constraint
e Need huge social involvement and
convincing.

e Travelling
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REVIEW OF LITERATURE

As per the records of Webspot.com:
Around 69% of people uses internet for
travelling around the globe in late 2013s.
Later this have increased intensively. They
have showmen it by using the statistics and
the rate of popularity of websites like
trivago, MakeMyTrip, etc. From this record
we can also find that the people wanted to
use hassle free bookings as these platforms
provide and are connected with all essential
services required for a traveller.

As per the findings of Mrs. Maria Isabel
Miguez-Gonzalez & Mr. José Fernandez-
Ca:  websites

are an  important

communication tool in  destination
branding. The results are found by the Web
Quality Index study. They found that”
Communicating destinations is currently a
vital task for improving the economic and
socio- development of cities, regions and
nations as tourism has become an important
part of the GDP in most countries.
Accordingly, we can find that promoting a
destination among actual and potential
visitors is one of the key roles of the
Destination

(DMOs).

Marketing ~ Organization

To achieve this, official
destination websites (ODWs) play an
important part, as “tourists use them for trip
planning and selecting destinations”. Thus,
it seems crucial to make the websites more

realistic and hassle-free interface.



As per the studies of Tech Viduvan: Big
data plays a major role in these days tourism
industry. As per there studies Travel &
Tourism is a sector, which is evergreen.
People generally love to travel. This never-
ending interest of people towards traveling
has boosted the start-ups in the travel
industry. Many new traveling agencies or
companies are establishing in the market.
And there is no denying the fact that with
an increase in travel there will be an
increase in the generation of data associated
with it. Therefore, massive amounts of data
are being captured and stored by travel
companies. At every step of the travel
journey, they collect data of transactions,
flight paths, customer data, check-ins, etc.
Big data helps to combine, manage, and
store all this information efficiently. It also
helps to make the customer feel more
appreciated and better serviced, resulting in
more revenue and higher profit generation.
According to Graham Cooke: 92%of
customers of a travel website will not
convert into business, and 60% of visitors
never return after a first visit. This shows
the influence and importance of big data.
According to Valuecoders.com: Single
page websites have a lot of benefits and
advantages. According to them a single
window website has a lot of advantages
like:

e (lutter braking

o Better and hassle-free interface

85

e Bounce rate reduction

e Cost effective, etc.

A single-page website is also called a
parallax scrolling website. This kind of
website enables you to scroll through the
content of the entire page.

According to the findings of Jaroslav
Kaceti & Blanka Klimova: Currently,
Social Network Sites (SNS) have a
tremendous influence on how tourists

create, organize and share tourism
experiences. And since tourism is the main
source of revenue in many countries and
regions, tourist destination organizations
should bear this fact via SNSS because
SNSs represent strategic importance for
tourism competitiveness. Moreover, SNSs
can lower costs increase operational
efficiency and improve service quality and
customer experience.

According to the study Export Journal of
Marketing: The tourism sector is one of the
most important business sectors. They had
looked onto the online influence of tourism
especially for online travel agencies. The
purpose of this study was to discuss the role
of the internet as an important tool in the
tourism industry by presenting the ways it
is used in customer service. The study
focuses on an online travel agency. They
also find that the influence of online and use
of online marketing is more effective and
has better quality. At the same time, it is

more cost effective. There is a need for a



dynamic approach to tourism marketing,
that is, there should be a continued
readiness on the part of the tourism
businesses or organizations to adapt and
change their activities in response to the
changes in tourism demand, as well as
being fully prepared to take advantage of
that

opportunities may arise and to

influence tourism demand in order to
achieve their predetermined goals. Tourism
marketing is a necessary tool for all
management of tourism businesses to use it
and achieve the planned marketing goals.

As per the findings of Sulistyo Heripracoyo
& Suroto Adi: They have researched and
looked on the possibility of tourism
business web integration with web services
to improve the tourist flow in Southeast
Asian countries especially in Indonesia.
Tourist visits from year to year have
increased, but still below the number of
countries in Southeast Asia. Under these
conditions, the government, especially the
tourism office needs to conduct a
collaboration to maintain and increase the
growth of the number of tourists visiting
Indonesia. This study aims to integrate
information services from other parties who
collaborate to support tourism activities,
especially collaboration at the provincial
level. Related parties are the Tourism
office, hotel, Travel & Tourism Agent and

Tourism Destination. The integration of

information is intended to facilitate access
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to information by tourists in accordance
with their needs. Observation, literature
study and information system integration
design were used in this study.
Observations were conducted at the tourism
office and tourism destination in three
different locations to obtain the needed
information in Semarang, Surabaya and
Yogyakarta. UML Modelling is used for
system analysis and development. A
prototype of information integration 1is
generated, which can be used to integrate
information between tourism office, hotel,
Travel & Tourism Agent and tourism
destination. With the Integration of such
information each party will obtain a
marketing benefit, income and other
benefits economically.

As per the studies of Adi & Suroto: This
study aimed to create a model of
communication and collaboration of the
utilization web technologies in the tourism
sector to support the promotion and
marketing of the tourism industry. The
promotion and marketing objective was to
enrich the opportunity access to the data
and information related with the tourism.
The research applied quantitative method
by reviewing laws on tourism businesses in
Indonesia as a base of design models of
communication and collaboration. Then,
for the need analysis of tourism data and
information was used OOAD (Object

Oriented Analysis Design). The results of



this research is the logical data model and
communication and collaboration model.
These models are arranged in the form of
class and

logical diagrams,

communications and collaboration
architecture model by using Enterprise
Service Bus (ESB) software. Moreover,
these models are applied for provincial
level.

As per the study of Junyu Lu: The COVID-
19 pandemic has imposed tremendous
impacts on the tourism industry worldwide.
The tourism sector can take advantage of
the new technology (e.g. virtual tourism), to
respond to the challenges. This study aims
to investigate factors influencing people’s
acceptability in using virtual tourism during
the pandemic in China and explore how
virtual tourism can aid the recovery of the
tourism industry during and after the
pandemic. We explore this through a
mixed-methods approach. Our results show
that the use of virtual tourism can be
partially explained by the theory of planned
behaviour. Virtual tourism has a strong
influence on people’s on-site destination
choices and can be used as an effective
marketing tool to promote destinations and
a platform to sell souvenirs and products.
Virtual tourism can be an entertainment
activity to bring an immersed experience to
people without being actually in the
destinations, and thus reinforce stay-at-

home order and help contain COVID-19.
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Even after the pandemic is over, people still
show willingness to use virtual tourism for
diverse purposes. The qualitative data also
suggest virtual tourism can help promote
tourism

sustainable reducing

by
unnecessary greenhouse gas emissions
from transportation and enhance ‘virtual
accessibility’ especially for the elderly and
disabled with limited mobility.

As per the findings of Julia Beck, Mattia
Rainoldi, Roman Egger: The advent of new
VR hardware necessitates a destination for
different VR systems applied in the tourism
sector. Research conducted during the past
three years has been focusing on the
application of head-mounted displays,
which reflects the temporal development of
VR technology. Regardless of the VR
system, most study examine VR as a
marketing tool for promotion and
communication purposes during the pre-
travel phase, focusing on behavioural
aspects. Advances in technology will yield
new  opportunities and  application
possibilities for the tourism industry.

As per the findings of Osman El-Said ad
Heba Aziz: This research was conducted in
response to the sudden release of VTs by
cultural and touristic attractions during the
COVID-19 pandemic, who had no other
way of maintaining visitor interest during
the travel restrictions. The researchers
wanted to highlight the factors that would

influence the INT during this time and



investigate the effect that this adoption
would have on the TenAS in the future. In
this regard, the results have been
overwhelmingly successful. Following a
thorough review of the existing literature,
an integrated framework combining the
TAM and PADM theories together was, for
the first time, successfully developed and
tested. Using an online survey, the
researchers demonstrated that three factors
from the TAM, being PEOU, PU, and ENJ,
and two factors from the PADM, being RP
of catching COVID-19 and HRA,
determine a person’s INT as a safer
alternative to actual site visits. Furthermore,
the research revealed that the INT increases
aperson’s TenAS at a later stage, providing
much needed evidence to suppress
misconceptions that VTs are competitors or
substitutes for actual site visits. In this
regard, the research made another novel
discovery, and both PU and ENJ of the VT
experience were found to moderate the
relationship between INT and TenAS.
THEORITICAL FRAMEWORK

Tourism is the movement of people
travelling from one place to another place
or destination for various purpose. We can
find that from the olden days people used to
travel to different places especially for
trading purposes. Later, after the invention
of wheels (post Ist World war) people
started to travel from one place to another

in search of conquering and education. In
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India, we can see that people used to travel
for pilgrimage and religious purposes. As
the movement of travelling increases
slowly it leads the importance of emergence
of service and accommodation for the
tourist. Here the first forms of lodging was
introduced called Sara’s & Dharmshalas.

Later, F&B were also started to serve. In the

new era, new hotels were brought up.

In the modern days the concept f travel and

tourism have entirely changed. Now people

travel from one destination to another for
varies purposes. It includes:

e Business

e Education

o Leisure

e Relaxation

e Researches

e Medical purposes, etc.

At the same time, we can divide the tourism

into two:

e Domestic Tourism: It is the process of
movement of people from one place to
another inside he country border.

e International Tourism: It is the process
of movement of people from one place
to another outside the country border.

Nowadays we can also witness that many

people are directly and indirectly connected

with the=e tourism industry. Many of the
countries is running with the earnings from

Tourism.



The tourism industry consists of 5 golden
A’s. They include:
e Attraction
e Accommodation
e Activities
e Amenities
e Accessibility
Websites:
A website is a collection of processed data
formed into a collection of webpages and
related content that is identified with a
domain address. Normally a website would
be dedicated into a specific topic, etc. One
of the main benefits of a website is that is
can be accessed by anyone and can create a
lag free experience for the experience.
While looking into the history of websites
the World Wide Web (WWW) was created
by British CERN Computer scientist Tim
Berners Lee. Mainly the websites use
different varies protocols for each activities
and instructions. It includes:
= HTTPS (Hypertext Transfer
Protocol)
= FTP (File Transfer Protocol.
= Gopher Protocols
The websites can be divided into two
different types:
= Static Websites: It is the one
has

of website that

type
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webpages stored on the server
and send to a client web
browser. Primarily the static
websites are coded in HTML
(Hypertext Markup Language),
in CSS (Cascading Style Sheets)
and JavaScript. It is the
traditional mode of websites
with high flexibility, cheaper
and often faster.

* Dynamic Website: It is the one

type that changes or customizes

itself frequently and
automatically. It is more
advanced type of website.

Python, CGI, ColdFusion are
some of the generally used
programming language to create
a dynamic website. But at the
same time, it 1S more complex
type website.

Tourism Websites

A tourism website can be any websites that

promote and allow tourism activities. It can

include any websites such as created by

government, Tourist information sites,

booking and reservation sites, commercial

and private websites, etc.



DATA COLLECTION & INTERPRETATION

1. Do you use government tourism websites to plan your trips?

1] Yes 40 33% Chart Title

2 |No 60 50%
3 |May Be 20 17%

Hl m2 m3

Interpretation: The graph indicates that approximately 33% of people rely on government
tourism websites for planning their trips, while 50% of respondents do not use these websites
for their travel planning.

2. Are commercial travel websites like Trivago and MakeMyTrip more effective

or convenient to use compared to official tourism websites?

1 |Yes 95 79%
2 |No 15 13%
3 |May Be 10 8%

Chart Title

mlYes
m2No
m 3 May Be

Interpretation: From this graph, we can find that around 79% peoples agrees that the private

websites are better comparing to the governed websites
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3. What challenges have you faced while using tourism websites?

1 Irrelevant information 40 33%

2 Safety and fraudulent activities 35 29%

3 Lack of personalized service 20 17%

4 Stability issues 10 8%

5 Other issues 15 13%
Chart Title

u 1 Irrelevant information

m 2 Safety and fraudulent
activities

= 3 Lack of personalized
service

© 4 Stability issues

m 5 Other issues

Interpretation: From this graph we can find that one of the main issue while going through the

tourism website is lack of personalized services.

4. What's your opinion regarding automated travel package system in tourism

website which enables to plan your tour as per your wish?

1 Strongly Support 20 17%

2 Support 80 67%

3 Neutral 10 8%

4 Not Intertested 10 8%

Chart Title

m 1 Strongly Support
| 2 Support
m 3 Neutral

4 Not Intertested

Interpretation: From this graph we can find most of the people are interested and supports

the Automated system.
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5. What's your opinion regarding connecting a tourism sector into one

website enabling a single window system?

1 Excellent 65 59%
2 Very Good 25 23%
3 Good 5 4%
4 Neutral 15 14%
5 Fair 0 0%
Chart Title
149; D% 1 Excellent
4% 2 Very Good
3 Good
23% 59%
4 Meutral
m 5 Fair

Interpretation: From this graph we can find that many of them preferred and suggested to

enable the single window system.

Findings:

People used to travel in monthly
basis.

Most of them uses the government
tourism websites for references but
feels that they are worse than the
private websites as it doesn’t
provide personalized services and
aren’t stable.

Most people accept hassle free

travel experience as most prefers

package tours.
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The overall performance of the
government or current tourism
websites are just satisfied, but not
the best.

Most of the firms and organizations
agree that their websites are easy to
use and secured.

Most of the firms’ websites are have
a e-commerce platforms with Paytm
as the most preferred payment
gateway.

They are all well satisfied with their

current websites.



But most of the people wanted to have
single window system and Automated

travel package system.

Suggestions

e Most of them suggest that the
current tourism website should be
improved,

e It should provide more relevant
information with hassle free
experience.

e At the same time, it would be better
that these websites could provide of
connect with  other tourism
websites.

e At the same time, they all wanted to
experience hassle free experience

and personalized services.

Conclusion
From this data we can conclude that
most of the people aren’t much
happy about the current tourism
websites. Most of them feels that it
is not much efficient and aren’t
providing any personalized
services. Today we came to know
that everyone just wanted to travel
hassle free. Majority of them just
wanted to go for Automated
services as it provides hassle free
best experiences. At the same time,

we can see that they wanted the

93

websites to connect with other
external websites which connects to
other firms and organizations
connected with tourism industry.
The single window system and
automated  package  providing
system can play or change the
current tourism website concept and
most of the people supported the
same in the survey. These systems
are highly advanced and can create
a tremendous impact in the tourism
industry. It is safer and easier to
monitor at the same time, it can
provide hassle free experience to the
tourist which can help to increase
the number of tourist into a

destination
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ABSTARCT

Emotional intelligence (EI) is becoming increasingly recognized as a crucial factor in the
hospitality industry, having a significant impact on customer satisfaction, loyalty, and the
overall guest experience. Many professionals in the industry acknowledge that EI enhances
customer interactions, leading to improved satisfaction and stronger guest relationships. It is
also seen as a key factor in delivering a positive guest experience, highlighting its importance
in maintaining high service standards.

Moreover, El plays an important role in managing complaints and resolving conflicts. It helps
staff effectively address customer complaints and navigate conflicts with ease. While opinions
on its role in preventing escalations are mixed, there is a strong belief that EI is crucial for de-
escalating tense situations and keeping interactions calm and composed.

Although the value of EI is widely recognized, there are differing views on the effectiveness
of current training programs. Some professionals find the existing programs adequate, while
others advocate for more specialized EI training. Many believe that employees with strong EI
provide better customer service. To maximize the benefits of EI, hospitality organizations
should incorporate it into recruitment, performance evaluations, and continuous professional
development. Regular evaluations of its impact on customer satisfaction and loyalty can help
foster staff engagement and improve overall service quality and business success.

Keywords Emotional Intelligence (EI), Customer Satisfaction, Conflict Resolution,
Training Programs, Service Quality
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INTRODUCTION

In the highly competitive hospitality

industry, particularly within five-star
hotels, exceptional customer service has
become a top priority. The front office staff,
being the first point of contact for guests,
plays a pivotal role in shaping their overall
experience. As the industry evolves, there is
a growing focus on understanding the
interpersonal dynamics that influence guest
satisfaction, with emotional intelligence

(EI) emerging as a critical factor in

delivering superior service.

Emotional intelligence refers to the ability
to recognize, understand, and manage one’s
own emotions, as well as the emotions of
others. In the context of front office
operations in five-star hotels, where guest
interactions are highly personalized and
often emotionally charged, El plays an even
more significant role. Staff with high
emotional intelligence are better equipped
to meet diverse guest needs, resolve
conflicts effectively, and create a
welcoming environment that enhances the

overall guest experience.

This study aims to investigate how

emotional intelligence contributes to
customer service excellence within the
front office staff of five-star hotels in
Cochin. By examining the relationship

between EI and service quality, the research
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will explore how front office personnel can
utilize emotional intelligence to improve
guest satisfaction and contribute to hotel
success. Cochin, with its growing
hospitality sector and increasing luxury
ideal

accommodations, serves as an

location for this study.

Using both qualitative and quantitative
methods, the research will assess the impact
of EI on service delivery, identify key EI
competencies essential for high service
standards, and  provide practical
recommendations for improving EI training
and development among front office staff,
offering valuable insights for hotel
management and the broader hospitality

industry.

OBJECTIVE OF THE STUDY

e To examine emotional intelligence's
impact on customer satisfaction and
loyalty.

e To explore emotional intelligence's role
in managing customer complaints.

e To identify training needs to enhance
emotional intelligence and customer

service skills.

SCOPE AND SIGNIFICANCE OF THE
STUDY
e The study examines how emotional

intelligence (EI) among front office



staff boosts guest satisfaction and
loyalty in five-star hotels.

e The research underscores how investing
in EI can improve employee satisfaction
and overall business performance in the
hospitality sector.

e This study can be used for future

reference.

RESEARCH METHODOLOGY

e Descriptive Research Design: The
study is descriptive in nature, aiming to

provide a detailed understanding of how

emotional intelligence  influences
customer service in front office
operations.

¢ Questionnaire-Based Data

Collection: Data is collected through a
questionnaire designed using Google
Forms, which ensures a structured
approach to gathering information.
e Targeted Hotels in Cochin: The
survey is distributed among front office
staff in several five-star hotels in
Cochin, specifically Marriott, Crowne
Plaza, Grand Hyatt, Le Meridien, Four

Points by Sheraton, and Radisson Blu.

e Systematic Approach: The
methodology follows a systematic
process, addressing the research

problem with clear steps to investigate
the role of emotional intelligence in

improving guest satisfaction.
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e Logic Behind Methodology: The

methodology involves logical
reasoning to analyze how emotional
intelligence affects service delivery,
based on responses gathered from front

office staff in high-end hotels.

LIMITATIONS OF THE STUDY

e Time constraint
e Need huge social involvement and
convincing.

e Travelling

REVIEW OF LITERATURE

Salovey, P., & Mayer, J. D. (1990).

"Emotional Intelligence.” Imagination,
Cognition, and Personality. Salovey and
Mayer introduced the term '"emotional
intelligence" (EI) in their seminal paper,
proposing that EI encompasses the ability
to perceive, understand, manage, and
regulate emotions in oneself and others.
They established a theoretical framework
that identifies emotional intelligence as
distinct from traditional intelligence
metrics, emphasizing its cognitive and
social dimensions. Their model highlights
that EI includes the skills necessary for
effective social interactions and decision-
making. Salovey and Mayer's work laid the
future research,

groundwork for

demonstrating that emotional competencies



can be developed and measured. They later
contributed to the development of the
Emotional

which

Mayer-Salovey-Caruso

Intelligence  Test (MSCEIT),
quantitatively assesses these abilities. Their
foundational concepts have had profound
implications in various fields, including
psychology, education, and organizational

behaviour, as they highlight the critical role

of emotional skills in personal and
professional success.
Goleman,  D. (1995). "Emotional

Intelligence: Why It Can Matter More Than
10." Bantam Books. Daniel Goleman’s
Emotional Intelligence popularized the
concept, arguing that EI is a crucial
determinant of success, perhaps even more
significant than 1Q. Goleman identified five
core components of EI: self- awareness,
self-regulation, motivation, empathy, and
social skills. He illustrates how these
components contribute to personal and
professional achievement, emphasizing that
high  emotional

individuals with

intelligence can navigate social
complexities, lead effectively, and build
strong relationships. Goleman’s research
integrates findings from neuroscience,
psychology, and social science, showing
that EI can be cultivated through learning
and experience. His work has significantly
influenced

management practices,

educational programs, and interpersonal
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relationships,  advocating  for  the
importance of emotional skills in leadership
and teamwork. Goleman's insights have
sparked widespread interest in EI, leading
to numerous training programs aimed at
emotional

enhancing competencies in

various settings.

Bar-On, R. (1997).
Inventory (EQ-i):
Manual." Multi-Health Systems. Reuven

"Bar-On Emotional
Quotient Technical
Bar-On developed the Emotional Quotient
Inventory (EQ-1i), one of the first measures
of emotional intelligence. His work
emphasizes that emotional and social
competencies significantly impact
psychological well-being and interpersonal
relationships. The EQ-1 assesses various
components of El, including interpersonal
skills, skills,

intrapersonal stress

management, adaptability, and general
mood. Bar-On's research indicates that
individuals with high EQ scores tend to
experience better mental health outcomes,
demonstrating lower levels of anxiety and
depression. His emphasis on the practical
applications of emotional intelligence has
led to its incorporation in organizational
settings, promoting the development of
emotional competencies to enhance
workplace performance and employee
satisfaction. Bar- On’s contributions have

solidified the significance of EI in both



clinical and  educational contexts,
advocating for a holistic understanding of

emotional and social functioning.

Mayer, J. D., & Salovey, P. (1997). "What
is emotional intelligence?" In Emotional
Development and Emotional Intelligence:
Educational Implications (pp. 3-31). Basic
Books. In this chapter, Mayer and Salovey
expand on their earlier work, providing a
deeper exploration of the cognitive aspects
of emotional intelligence. They propose a
model that highlights four branches of
emotional abilities: perceiving emotions,
using emotions to facilitate thought,
understanding emotions, and managing
emotions. This comprehensive framework

positions EI as a measurable construct,

paving the way for the development of the

Mayer-Salovey-Caruso Emotional
Intelligence  Test (MSCEIT), which
evaluates an individual's ability to

understand and regulate emotions. Their
research has reinforced the notion that
emotional intelligence is not only a vital
skill set for personal development but also
of social and

an essential predictor

academic success. By framing EI in
cognitive terms, Mayer and Salovey have
contributed significantly to the academic
emotional

discourse surrounding

competencies, influencing educational
policies and practices aimed at fostering

emotional literacy.
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Goleman, D. (1998). "Working with
Emotional Intelligence." Bantam Books. In
Working with Emotional Intelligence,
Goleman builds on his earlier work by
applying the principles of EI specifically to
the workplace. He emphasizes that leaders
with high emotional intelligence foster
better team dynamics, improve employee
engagement, and enhance organizational
performance. Goleman outlines how
emotional skills, such as empathy and
conflict resolution, are critical for effective
leadership. He provides practical strategies
for developing these skills, arguing that
organizations that prioritize emotional
intelligence in their cultures will achieve
greater success. Goleman’s insights into the
impact of EI on workplace dynamics have
led to a greater emphasis on emotional
competencies in corporate training and
leadership development programs,

reinforcing the 1idea that emotional
intelligence is essential for thriving in

today's complex work environments.

Caruso, D. R., & Salovey, P. (2004). "The
Emotionally Intelligent Manager." Jossey-
Bass. Caruso and Salovey delve into the
practical  applications of emotional
intelligence within management in this
book. They argue that enhancing emotional
skills can significantly improve decision-
resolution, and

making, conflict



collaboration among team members. The
authors provide concrete strategies for
managers to develop their emotional
intelligence, emphasizing the importance of
El in creating a productive work

environment. Caruso's research
demonstrates that managers who possess
high emotional intelligence are better
equipped to understand and respond to their
employees' emotional needs, leading to
improved morale and performance. This
work highlights the necessity of integrating
emotional intelligence training into
management practices, advocating for a
shift in organizational culture to prioritize
emotional competencies as critical to

effective leadership.

Gardner, H. (1993). "Frames of Mind: The
Theory of Multiple Intelligences." Basic

Books. Howard Gardner's theory of
multiple intelligences includes
interpersonal and intrapersonal

intelligences, which align closely with the
concept of emotional intelligence. Gardner
argues that understanding and managing
emotions are crucial for effective social
interaction and personal growth. By

categorizing intelligence into different

he emphasizes that traditional

types,
measures of 1Q do not encompass the full
range of human capabilities. Gardner's
work has for

significant implications

education, suggesting that curricula should
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address emotional and social skills
alongside academic knowledge. His theory
encourages a broader perspective on
intelligence, promoting the development of
emotional competencies in various settings,
which can lead to enhanced personal

relationships and professional success.

Richard E. Boyatzis & Annie McKee (2005)

- "Resonant Leadership: Renewing
Yourself and Connecting with Others
Through  Mindfulness, Hope, and
Compassion". Boyatzis and McKee explore
the intersection of emotional intelligence
and leadership in this influential work.
They argue that emotionally intelligent
leaders inspire their teams and cultivate a
positive organizational culture. The authors
emphasize the importance of mindfulness,
compassion, and hope in leadership,
suggesting that these qualities enhance a
leader’s effectiveness. By promoting EI
training as a critical component of
leadership development, they advocate for
a more empathetic approach to
management that fosters engagement and
resilience among employees. Their research
highlights that leaders who cultivate their
emotional competencies not only benefit
their teams but also enhance their own well-

being and effectiveness



THEORITICAL FRAMEWORK

The theoretical framework for this study on
emotional intelligence (EI) and its role in
enhancing customer service excellence
among front office staff in five-star hotels
in Cochin integrates foundational theories
that explain how EI influences service
outcomes. Based on Daniel Goleman’s
model, emotional intelligence comprises
five key components: self-awareness, self-
regulation, motivation, empathy, and social
skills. These components help individuals
manage

interpersonal relationships

effectively, especially in high-pressure

environments like luxury hospitality.

Self-awareness allows hotel staff to
recognize emotional triggers that may
impact guest interactions, enabling them to
adjust their responses accordingly. Self-
regulation, on the other hand, helps manage
emotional reactions, which is crucial for
addressing challenging situations without
escalating tensions. Motivation encourages
staff to go above and beyond in delivering
exceptional service, fostering a proactive
attitude that anticipates guest needs.
Empathy, a core EI component, allows
front office staff to connect with guests on
an emotional level, understanding and
responding to their needs and concerns,
which enhances overall guest satisfaction.
skills, effective

Social including
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communication, are critical for building
rapport and establishing a welcoming
environment for guests, further contributing

to positive guest experiences.

The framework posits that emotional

intelligence mediates several service-

related factors, ultimately influencing

customer satisfaction outcomes. For
example, EI plays a key role in complaint
management and conflict resolution by
enabling staff to handle difficult situations
calmly and effectively. Research shows that
guests who feel understood and valued are
more likely to return, highlighting the
strong correlation between EI and customer
loyalty. Additionally, EI enhances various
such as

service quality dimensions

reliability, responsiveness, assurance,
empathy, and tangibles. By equipping staff
with the skills to respond quickly and
professionally, even under pressure, EI

contributes to higher service standards.

Training programs focused on emotional
intelligence are essential for developing
these competencies within front office staft.
These programs should be supported by
hotel management and integrated into a
broader  organizational  culture  of
excellence. Leadership styles, particularly
transformational leadership, also play a
significant role in fostering an environment

conducive to the development of EL



Leaders who  prioritize  emotional
intelligence can inspire and motivate staff,
positively impacting service delivery and

creating a high-performance culture.

The relationship between EI and customer
satisfaction aligns with the service-profit
chain model, which suggests that employee
satisfaction is directly linked to improved

service quality and customer loyalty. When

employees feel equipped and emotionally
engaged in their work, they are more likely
to deliver outstanding service, which in turn
enhances customer loyalty. Overall, this
framework underscores the importance of
emotional intelligence in driving service
excellence in the hospitality industry,
for hotel

providing valuable insights

management in a competitive market.

DATA COLLECTION & INTERPRETATION

Emotional intelligence of the front office staff positively influence customer satisfaction in 5-star

hotels

80 responses

@ Strongly agree
® Agree

@ Neutral

@ Disagree

@ Strongly disagree

Interpretation: The graph indicates the respondents strongly agree that emotional intelligence

of the front office staff positively influence customer satisfaction in 5-star hotels.

Correlation between high emotional intelligence in staff and increased customer loyalty in 5-star

hotels
80 responses
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@ Strongly agree
® Agree

@ Neutral

@ Disagree

@ Strongly disagree



Interpretation: From this graph, the employees are correlation between high emotional
intelligence in staff and increased customer loyalty in 5-star hotels Do you feel supported by

your management in managing your workload

Emotional intelligence play a role in enhancing the overall guest experience in Cochin's 5-star

hotels
80 responses

@ Strongly agree
® Agree
@ Neutral

38.8%
@ Disagree
4 @ Strongly disagree

4

Interpretation: From this graph we can find that that emotional intelligence play a role

in enhancing the overall guest experience in Cochin's 5-star hotels.

Emotional intelligence help front office staff in effectively managing customer complaints

80 responses
@ Strongly agree
® Agree
SE% @ Neutral
@ Disagree
@ strongly disagree

Interpretation: From this graph we can find most of that emotional intelligence

helps front office staff in effectively managing customer complaints.
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Findings:

Impact on Customer Satisfaction:
Many respondents believe that
emotional intelligence (EI) plays a
significant role in enhancing customer
satisfaction and positively impacts the
guest experience.

Connection with Customer Loyalty:
Over half of the respondents recognize
a strong link between high emotional
intelligence in staff and increased
customer loyalty, highlighting the
importance of EI in building lasting
relationships.

Role in Overall Guest Experience: A
significant portion of respondents
acknowledges that emotional
intelligence enhances the overall guest
experience, emphasizing its value in
hospitality settings.

Effect on Conflict Management and
De-escalation: A majority agree that
emotional intelligence helps manage
complaints and resolve conflicts, with
many believing it is critical for de-
escalating tensions and maintaining a
calm demeanor during conflicts.
Training and Career Advancement:
Many respondents feel that current
training programs adequately address
emotional intelligence but suggest the
need for  specialized training.

Additionally,  they  believe  EI
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development is linked to better career
advancement opportunities, and that
emotionally intelligent staff provide

superior customer service.

Suggestions

e Develop specialized training focused on
emotional intelligence to improve staff
skills in empathy, conflict resolution,
and customer interactions.

e Use emotional intelligence as a key
criterion in recruitment and
performance evaluations to ensure staff
are well-equipped for customer service
roles.

e Create opportunities for ongoing
professional development, such as
workshops and seminars, to foster a
culture of emotional intelligence
improvement.

e Establish regular assessment and
feedback mechanisms to help staff
identify their emotional intelligence
strengths and areas for growth.

e Regularly highlight how emotional
intelligence positively impacts
customer satisfaction, loyalty, and
career advancement to motivate staff

engagement in development efforts.



Conclusion

In conclusion, this study highlights the
essential role of emotional intelligence (EI)
in enhancing customer satisfaction and
loyalty in 5-star hotels. Respondents
emphasized that emotionally intelligent
staff excel in complaint management,
conflict resolution, and generating positive
online  reviews—key elements  for
maintaining a strong reputation. However,
a gap in current training programs was
identified, with many employees noting
that existing offerings fail to adequately
develop EI skills. To address this, hotel

management must prioritize specialized EI
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Abstract

The hospitality industry is changing towards guest satisfaction and environmental
sustainability. The present study focuses on how natural air fresheners play a crucial role in
enhancing the experience of the guests and promote eco-friendly hotel operations. Unlike their
synthetic counterparts, natural air fresheners are prepared from essential oils, plant extracts,
and other organic components. They are chemical-free, biodegradable, and their nature fits the
sustainability goals. It utilizes a mixed-method approach with questionnaires, interviews, and
case studies to assess the impact natural air fresheners would have on the perceptions of guests
regarding comfort and overall satisfaction.

Thus, results revealed that natural air fresheners enhance a welcoming atmosphere, indoor air
quality, and the physical and emotional states of the guests. Besides, they have an effective
differentiation role for eco-friendly hotels, enhancing brand image and customers' loyalty.
Operationally, the usage of natural air fresheners reduces dependence on synthetic chemicals,
minimizes the level of environmental damage, and corresponds to the principles of green
certification.

This therefore creates the basis on which reinforcing natural air fresheners in hotels is a
strategic step toward balancing high-class guest experiences and sustainability. The insights
shared will help hospitality managers apply appropriate eco-friendly air freshening practices
that appeal to the modern-day, eco-sensitive traveller.

Keywords: guest experience, sustainability, natural fresheners, eco-friendly hospitality, indoor

air quality.
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Introduction

In the modern hospitality landscape, guest
satisfaction and sustainability have become
pivotal factors driving the success of hotels
and resorts. Guests today are not merely
seeking comfort and luxury; they are also
increasingly  concerned  about  the
environmental and health impacts of the
products and practices used during their
stay. Among the various elements
contributing to the guest experience, the
quality of indoor air plays a critical role. Air
fresheners, traditionally used to create a
pleasant ambiance, have often relied on
synthetic chemicals that may pose risks to
health and the environment. This has led to
growing interest in natural air fresheners as

a sustainable and guest-friendly alternative.

Natural air fresheners, made from essential

oils, botanical extracts, and other
biodegradable ingredients, provide an
innovative solution to address these

concerns. They offer multiple benefits:
enhancing the sensory appeal of hotel
spaces, contributing to a healthier indoor
environment, and aligning with eco-
conscious practices. As hotels strive to
create memorable guest experiences, the
use of natural air fresheners emerges as a
key element that intertwines luxury with

sustainability.
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This study focuses on the dual impact of
natural air fresheners—enhancing guest
satisfaction and promoting environmental
sustainability. Guest experience is a

multifaceted construct influenced by
physical comfort, emotional well-being,
and brand perception. Indoor air quality,
and ambiance are

aroma, subtle yet

significant aspects that shape this
experience. Synthetic air fresheners, while
effective in masking odors, often release
volatile organic compounds (VOCs) that
may lead to respiratory discomfort and
contribute to indoor air pollution. In
contrast, natural air fresheners offer a safe
and eco-friendly alternative, free from

harmful chemicals.

From a sustainability perspective, natural
air fresheners align with the hospitality
industry's increasing adoption of green
practices. The reduction of chemical waste,
minimized carbon footprint, and use of
biodegradable materials are vital in
achieving sustainable operational goals.
Additionally, adopting natural alternatives
can enhance a hotel’s reputation among
environmentally  conscious travellers,
creating a competitive advantage in the

market.

Research into this area is essential to
understand the tangible and intangible

benefits of natural air fresheners in hotel



settings. This study aims to assess the
effectiveness of natural air fresheners in
creating a positive guest experience and
their potential to meet the industry's
sustainability objectives. Using a mixed-
method approach, the study will evaluate
guest perceptions, operational challenges,
and the environmental impact of
transitioning from synthetic to natural air

fresheners.

The findings of this research are expected
to contribute to the growing body of
knowledge on sustainable hospitality
practices. They will also provide practical
insights for hotel managers seeking to
innovate their offerings while maintaining
environmental responsibility. By exploring
the intersection of guest experience and
sustainability, this study highlights the
transformative potential of natural air
fresheners in shaping the future of the

hospitality industry.

In conclusion, the adoption of natural air
fresheners represents a meaningful step
toward a more sustainable and guest-centric
approach in hospitality. Their ability to
enhance the sensory environment while
aligning  with  eco-friendly  values
underscores their importance in achieving
the dual goals of guest satisfaction and

environmental stewardship.

109

Literature Review

The integration of sustainable practices in

the hospitality industry has gained
significant momentum in recent years,
driven by increasing consumer awareness
and environmental concerns. Natural air
fresheners, crafted from essential oils,
botanical extracts, and other biodegradable
ingredients, have emerged as a focal point
in studies examining their dual role in
enhancing guest experiences and promoting
sustainability. This literature review
explores key themes and findings from

existing research on the subject.

Guest Experience and Indoor Air

Quality

Several studies highlight the critical
influence of indoor air quality on guest
satisfaction. Good indoor air quality,
characterized by a fresh, clean, and pleasant
aroma, creates a welcoming atmosphere
and contributes to guests' physical and
emotional well-being (Wyon, 2011).
Synthetic air fresheners, while widely used,
often release volatile organic compounds
(VOCs), which can trigger respiratory
issues and allergies (Steinemann, 2016). In
contrast, natural air fresheners have been
shown to improve indoor air quality
without adverse health effects. Research by
Lin et al. (2017) emphasizes that essential

oil-based air fresheners reduce airborne



pollutants and provide a soothing effect,

enhancing overall guest comfort.

Sustainability ¥ and  Environmental

Impact

Sustainability is a growing priority in the
hospitality sector. Studies underscore the
importance of reducing the carbon footprint
and chemical waste associated with hotel
operations (Houdré, 2008). Natural air
fresheners, derived from renewable
resources, align with these sustainability
goals. They are biodegradable and
contribute to lowering environmental harm
compared to synthetic counterparts, which
often contain non-biodegradable
substances and harmful chemicals (Seo et

al., 2015).

Hotels adopting natural air fresheners also
benefit from improved brand perception.
Research by Han et al. (2019) reveals that
eco-conscious guests are more likely to
choose accommodations that prioritize
sustainability. The use of natural air
fresheners serves as a visible commitment
to environmental responsibility, fostering
guest loyalty and enhancing the hotel's

competitive edge.
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Health and Wellness Benefits

The wellness trend in hospitality has further
propelled the interest in natural air
fresheners. Aromatherapy, a practice that
utilizes essential oils to promote relaxation
and well-being, has been integrated into
hotel services to cater to health-conscious
guests. Research by Moss and Oliver
(2012) demonstrates the calming and
mood-enhancing effects of scents such as
lavender, citrus, and eucalyptus, which are
commonly used in natural air fresheners.
These findings suggest that natural
fragrances not only improve air quality but
also elevate the guest experience by

fostering a sense of relaxation and comfort.

Challenges in Implementation

Despite their benefits, the adoption of
natural air fresheners poses challenges.
Cost 1s a significant factor, as natural
alternatives can be more expensive than
synthetic options (Jang et al., 2020).
Additionally, the effectiveness of natural
air fresheners may vary depending on the
formulation, application method, and
ambient conditions. Studies call for further
research into cost-effective solutions and

operational strategies to maximize their

efficacy.



Conclusion

The existing body of literature underscores
the potential of natural air fresheners to
enhance guest satisfaction while supporting
sustainable hospitality practices. However,
gaps remain in understanding their long-
term impact on operations and guest
loyalty. Addressing these gaps will be
essential for broader adoption and for
achieving the dual goals of sustainability
and exceptional guest experiences in the

hospitality industry.

Research Objectives
1. To assess the impact of natural air
fresheners on guest satisfaction and

overall experience.

2. To analyse the environmental benefits
of using natural air fresheners

compared to synthetic alternatives.

3. To explore the operational challenges
and feasibility of adopting natural air

fresheners in the hospitality industry.

Research Methodology

1. Research Design
The study adopts a descriptive research
design to examine the role of natural
air fresheners in enhancing guest
experiences and promoting

sustainability.
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2. Universe of the Study
The research focuses on staff from
five-star hotels in Kochi, Kerala,
including housekeeping, front office,
management, and engineering

departments.

3. Sample Size
A sample of 350 staff members was
selected to ensure a reliable and
representative understanding of the

subject.

4. Sampling Method
Random sampling was used,
categorizing staff by department to

ensure diverse representation.

5. Sample Units
Individual staff members from five-
star hotels in Kochi, with relevant
experience in air fresheners and guest

comfort, formed the sample units.
6. Tools for Data Collection

o Survey Questionnaire: Structured
with closed-ended and Likert scale

questions to gather quantitative data.

o Interviews: Semi-structured
interviews with managers and senior

staff for qualitative insights.



DATA ANAYLSIS

Guest Satisfaction and Overall
Experience
How would you rate the fragrance of the

air in the hotel after the introduction of

natural air fresheners?

Particulars % of Response
Very Poor 2%
Poor 3%
Neutral 10 %
Good 30 %
Excellent 55%

The result shows that 85% of guests rated
the fragrance as good or excellent,
demonstrating a highly positive reception
to the change. This reflects the
effectiveness of the new air fresheners in
enhancing the and

guest experience

supports their continued use in the hotel.

Environmental Benefits of Natural Air
Fresheners
Do you believe that natural air fresheners

have a positive impact on indoor air

quality?
Particulars % of Response
Strongly Disagree | 1 %
Disagree 3%
Neutral 10 %
Agree 45 %
Strongly Agree 41 %

112

The results show that 86% of guests agree
or strongly agree that natural air fresheners
improve air quality, supporting their use as
a healthier alternative to synthetic options.
This highlights the success of the natural air
fresheners in improving indoor air quality
and aligns with the hotel's environmental

sustainability goals.

Operational Challenges and Feasibility

How feasible do you think it is for the

hotel industry to adopt natural air

fresheners in the long term?

Particulars % of Response
Not Feasible 1 %
Slightly Feasible 5%
ol 15
Highly Feasible 45 %
Extremely Feasible | 34 %

The results show that 79% of respondents
believe it is highly or extremely feasible,
indicating a positive attitude towards the
sustainability of natural air fresheners in the
hotel industry. This suggests that, despite
the operational challenges, there is strong
support for their continued use and

adoption.



FINDINGS

The research findings underscore the
significant impact of natural air fresheners
on guest satisfaction, environmental
sustainability, and operational feasibility in

the hospitality industry. Key insights are as

follows:
1. Guest Satisfaction and Overall
Experience: Most guests (78%)

consider air quality and fragrance
critical to their satisfaction, with 85%
appreciating the introduction of natural
air fresheners. This highlights the role
of such eco-friendly initiatives in
enhancing the overall guest experience,
though improvements in air quality are

necessary to address the concerns of a

small dissatisfied segment (35%).

Guests

the

2. Environmental Benefits:

overwhelmingly recognize
environmental value of natural air
fresheners, with 86% acknowledging
their positive impact on indoor air
quality and 80% associating them with
a more sustainable hotel experience.

The findings reflect a growing demand

for eco-friendly practices, with 75%

considering  sustainability  efforts
crucial.
3. Operational Challenges and

Feasibility: While challenges such as
higher initial costs and staff training
the

exist, long-term feasibility of
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adopting natural air fresheners is
promising, with 79% of respondents
expressing optimism. Furthermore, the
perceived benefits—including

enhanced guest satisfaction and

environmental advantages—
significantly operational

of

outweigh
challenges, supported by 80%

respondents.

In conclusion, the implementation of
natural air fresheners presents a valuable
opportunity for hotels to align guest
satisfaction with sustainability goals.
Addressing operational barriers through
cost reduction, improved  product
availability, and staff training will further
enhance their adoption and effectiveness,
solidifying their role in creating a superior
and environmentally friendly guest
experience.

Conclusion

This research really puts weight on the fact
that air quality and fragrance are very
important so that the guest may feel
satisfied and have a whole experience.
Natural air fresheners were adopted with
very positive reception, hence making a lot
of difference to the betterment of hotel
environment. Health and environmental
benefits which come along with eco-
friendly solutions have made guests realize
their importance and how this reinforces

sustainability in hospitality. While there



might be operational challenges-cum-costs
in terms of product availability and staff
education, the long-term sustainability and
viability of natural fresheners are
undoubted. The study perhaps hints at
efforts toward removing those barriers to
get the best leverage out of utilizing natural
air fresheners in enhancing experiences for

guests by being ‘greener.’
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