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INTRODUCTION 

Digitalization and Taxation are the two important concept which has become the talk of the town in case of 

Hotel Industries. Digitalization has become the lifeline of any type of Hotel Industries.Hotel industries are the 

source of recreations.Hotel industry provides you  the accommodations and food.Today  the concept of hotel 

has completely changed as compared to yesteryears.Hospitality is the friendly and generous business of 

entertaining  ,clients , conference delegates , guest , visitors and strangers.Hospitality includes hotel business. 

Mainly hotel industries can be divded into organized and unorganized hotel for our studies. Hotel is a place 

where a guest or the stranger or the traveler or the delegates or any other person who comes to stay for a day or 

two or more has to be entertained with food , drinks etc for consideration. During the olden days , hotels mean a 

place where you will be served food , drinks and place to rest. Organized hotels are those which are graded or 

having star rating like the five star or four star etc. Unorganized hotels are those hotels which are not graded but 

still they provide food , serve drinks and provide place to  rest. Normally organized hotels are large in size and 

number of rooms are large. 

Digitalization has been stressed upon by every Economy in the world. It is the use of digital technologies in the 

business to change the face of the business. Thinking of Digitalization mean the advancement in thinking  of 

business. Thinking something different for your business. Your business becomes more efficient , more 

productive and more profitable with less stress. It is the process of converting the information into a 

understandable digital format. The information will be suitably organized into bits of information. 

Taxation is the process of charging an organization for the service received through a government body. It is the 

process of imposition of compulsory levies on individuals or entities. No institution like to pay tax.This is with 

the purpose to raise revenue to the government of every country. So taxation is a liability or the expenses to the 

hotel owner and he will pass it on the customers and this will increase the customer’s bill 

RATIONALE OF THE STUDY 

Today there is cut throat competition in the market. Every hotel owner tries his level best to get best part of his 

business. Even though they use different  tricks , sometimes they don’t succeed.There may be several reasons 

for their failure but Taxation can be one of the reasons. Digitalization can be one option for their success . 

It has been observed that there are millions of hotels which are still traditional .They struggle to survive in this 

cut throat competitive world.They use different tricks but could not succeed.They do not work according to the 

needs of the customers.There not in sync with the need of the modern customers. Todays customers need wi-fi 

system in the hotel rooms. They use digital mode to book their  rooms and travel plans.When they arrive they 

don’t want to waste their time is checking in instead they would opt for digital methods of checking in .They 

feel that they should have such a room where so many things are digitalized. Customer needs to use laptops , 

and many gadgets which are digital in nature such as Bluetooth products  , they need good internet network. 

Today digital world has played a very vibrant role. Today every customer goes to internet to find the best deals 

in the hotel rooms. They opt for best rooms in terms of services and prices. So the hotel owner should make the 

best use of digital media to attract the customers by placing the smart advertisement in the internet. Today only 

those hotel are successful which make research in  advertising  smartly their hotel. Different offers should be 

displayed to attract customers. They talk about the room service , food service , the price concept etc 

Talking about the taxation , the hotel owner are disturbed about  it because they have to charge taxes to the 

customers which the customers will not like it. Many a times customers try to search such a hotel which charge 

less tax. So the hotel owner should use smart way to tackle this problem. Their pricing should be such a way 

that the taxation part should form the part of the price but it should be hidden and emphasis on provision of 

services should be made. 

OBJECTIVE OF THE STUDY 

1. To study the impact of digitalization in hotel industries on customers 

2. To study the impact of taxation on organized hotels on customers 
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3. To study  and suggest the best means to hotel owners how to effectively use digitalization and taxation as a 

tool of customer attraction 

HYPOTHESIS 

H0 : Introduction of Digitalisation will increase the customer census 

H1 : Digitalization is a costly affairs , hence limited customers will be attracted 

H0 : Taxation reduces the frequency of customers toward the hotel industries 

H1: Taxation if tackled very well can be very useful in attracting the customers 

RESEARCH METHODOLGY 

Primary data has been collected from 100 customers visiting organized hotels and 30 hotel owners and 

managers in Mumbai. The questionnaire methods have been used . Secondary data also has been collected 

through newspaper and internet 

FINDINGS 

Sample size consist of 70 male customers and 30 female customers. 

Following information has been found 

• Every customer is very much interested in those hotels which is digitalized 

• Every customer was interested in wi-fi since they were having mobile phones and laptops 

• Customers were of the opinion that their check ins should be easy. There should be quick and easy booking 

of hotel rooms with least procedures 

• Every hotel owners  are of the opinion that after digitalization , most of the rooms are easily sold out and 

during certain seasons the rooms are overbooked 

• Most of the hotel owners adjusted or even they do not charge GST to their customers and they have adopted 

specific methods of billing to their customers so that they do not have to worry about the taxation and this 

have proved that taxation if properly tackled would solve all the problems of customers attraction 

• Some of the customers were the executives from different organizations who have come to stay in the hotels 

and they were satisfied with the conferencing facility , they could talk to their counter parts in other countries 

• Some hotels provided mobile phones in the hotels so that they can take and use anywhere within the hotel 

area 

• Some hotels provided Robots to answer all the queries regarding the hotel and there by save time 

RECOMMENDATIONS  

• Every Hotel should be digitalized so that they can attract more customers and provide different services 

• Digitalization  will be one of the best method for customer retention 

• Managing the taxes will be the priorty of all the hotel owners which will lead to more customers 

• Every customer needs easy ways and time and money saving and so according the hotel owner should act 

and customers should take away the memories from the hotel 
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