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Abstract: The lodging industry increasingly relies on digital technology and innovations in various
operations in order to develop a competitive strategy and improve their operational activities during
the pandemic. Nowadays, digital transformation is a key element for business sustainability. This
paper presents an industry case study involving four hotels or lodging companies operating in
Chile which have successfully incorporated technology and new communication channels with their
clients, carrying out a digital transformation that is key to the competitiveness and survival of their
businesses. The results show that the impact of digitalization on sales and visibility of companies in
the sector is huge; second, the effects of digital innovation on the management of key processes, both
in the back office and in the front office, is very important; third, the incorporation of technology as
a standard factor in order to be competitive in the industry is a key element; finally, the problems
or obstacles that lodging companies must face in the process of implementing new information
technologies. Without digital innovation, this sector would not have been able to survive in times
of pandemic.

Keywords: lodging sector; hotels; digital transformation; digital innovations

1. Introduction

The COVID-19 pandemic has increased the need to innovate and generate a source of
maintenance for operations, business models and jobs [1]. The latter has been particularly
important in hotels in different parts of the world, which have experienced, due to the pan-
demic that has not yet ended, a decrease in demand, and they currently need to be visible
and show availability at all times and places. In this sense, the incorporation of a digital
transformation of these businesses has allowed them to develop innovations that provide
the sustainability that these projects require [2]. It is precisely thanks to these innovations
that millions of jobs and the viability of the sector have been maintained worldwide.

An extensive list of academic papers on Product-Service Innovation (PSI) show the
cases of innovation in manufacturing companies that have changed or adjusted their way
of competing in the markets [3–11] through the incorporation of services. All this literature,
and its analyzed cases, are examples for other industries, where it is key to understand
the need to innovate as a way to develop new competitive capabilities. In some markets,
it is actually the way to develop sustainable businesses. For instance, the digital services
industry has seen how, through digital innovation, it is possible to influence the purchase
intention of consumers [1,2,12–15]. Likewise, other industries, such as retail, see it as a case
of replicating the adaptive process necessary in PSI and have developed it in a particular
way through examples of digital transformations [4,16,17].

The introduction of technology has allowed companies to manage their business
processes more efficiently and smoothly [18] with regard to their operations, and to become
more appealing from the customer’s perspective when a business is advertised through
social media [19]. The introduction of digital technology in business management has gen-
erated multiple benefits. Among them are an increase in productivity, a better experience
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and, therefore, greater customer loyalty, along with the possibility of accessing new mar-
kets [14,20]. In general, it is currently possible to identify a large number of technologies
that can be defined as applications that deliver information services depending on the
location of the user or the person offering the service [21]. The full potential of these new
technologies is enormous, especially considering the millions of people using ubiquitous
mobile devices, which are not only growing in popularity but also in permanent connection
and as the main means of hiring services [22]. In that sense, it is noteworthy to mention
technologies and applications that allow, among other things, managing marketing promos
and customer notification [23] and also identifying neighborhood stores or the nearby
sector where they are located [24,25]. This has caused a tremendous change for many
sectors and industries where, through digital transformation, they have promoted the
development of business sustainability. For [26], there are typology ranges from business
sustainability, being important those who, along with worrying about the financial sustain-
ability of the businesses, maintain the sustainability in the use of natural resources and
also of the employment conditions for the workers and society in which the organization
participates. In this sense, the digital transformation is supporting the relationship with
the sustainability of businesses by allowing communities, and their workers, to maintain
their jobs, good social conditions and support the good use of natural resources where
they operate, since the existence of companies promotes economic and social development
for the community. This relationship of innovation and sustainability is also an example
seen at PSI. For example, Ref. [9] examined how the computer and electronics industry
developed green servitization as a strategy for supporting flexible and sustainable supply
chain management. Currently, it is essential for companies to develop a managerial men-
tality that allows digital transformation in operations. In that sense, Ref. [27] upholds the
importance of IT and R&D team structures for strategic decisions and to better exploiting
firms’ innovation capabilities.

The main goal of this study is to discuss the key elements and questions that account
for the impact that digital transformation has on the way the lodging sector competes
in a developing economy. In particular for the lodging industry, what are the necessary
resources to innovate in the sector and incorporate elements of digital transformation?
What are the barriers to digital transformation in the hotel sector?

This paper presents an industry case study involving multiple firms in the lodging
sector in Chile. This qualitative study was developed through interviews with senior
executives from four hotels or lodging companies operating in Chile. All of them have
successfully incorporated technology and new communication channels with their clients,
carrying out a digital transformation that is key to the competitiveness and business
sustainability. This change in the development strategy has not only allowed companies to
compete better, but also to be more sustainable over time. It has allowed them to maintain
operational activities in their regions and communities, and thereby employ workers and
the entire production network of those communities that develop thanks to tourism.

This analysis, where we see the characteristics and distinctive elements of each busi-
ness, leads to at least four proposals or results arising from this study, in which specific
guidelines are recommended for companies in the lodging sector, where digital transforma-
tions must be analyzed as a necessity and as an industry standard. Among these proposals,
there is evidence of: first, the impact of digitalization on sales and visibility of companies in
the sector; second, the effects on the management of key processes, both in the back office
and in the front office; third, the incorporation of technology as a standard factor in order
to be competitive in the industry; finally, the problems or obstacles that lodging companies
must face in the process of implementing information technologies.

2. Digital Transformations in Lodging Firms

According to [2], the increasing dependence on digital technology is acknowledged in
many industries, and tourism is no exception. In this sense, it is possible to define the digital
transformation of companies associated with tourism, such as hotels, as a dynamic process
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that allows transforming the main activities of companies and their value propositions
through the effective use of digital technologies.

With regard to logging firms, different digital tools have changed the way business is
done. Social networks, for example, have made it possible for guests in specific accommo-
dations to share their experience with potential customers from different parts of the world,
generating a new scenario to boost the company’s visibility (awareness) and brand [28].
Social networks, as a means of communication and lodging service marketing, Internet
and mobile applications, as digital channels that facilitate service marketing and customer
feedback, plus information technology that enables the optimization of administrative
processes (reservations, service payment, passenger check-in and check-out, etc.), improve
not only consumer experience and company visibility but also the company’s back office
activities, thus providing an opportunity to improve its performance. Naturally, among
the factors that account for digital transformation, there are also limitations or restrictions
to its development and implementation, which will also be considered barriers to digital
transformation in this work.

On the other hand, the use of information and communication technology (ICT) has
led to ongoing innovation in lodging services, thus better catering to the needs of different
client niches [29–31], while at the same time improving the efficiency and reliability of
lodging firm operations [2,13,32].

2.1. Digitalization and Business Innovation in Hotels

Digital transformation could be understood as the dynamic adjustments observed
in the core activities, processes and revenue models of firms through the effective use
of digitalization or incorporation of digital technologies [2]. Digital transformation has
become essential for companies in any sector, including the lodging sector, to achieve
business objectives, improve service quality, reduce costs and gain a competitive advantage.
Currently [28–30], communication supported by hotel digitization is an integral element of
the service experience. The use of digital solutions can cover various contexts, from actions
to interact with hotel guests, improved visual communication with the use of virtual reality,
functions on hotel websites or the incorporation of innovations in operational processes of
each firm.

For [30], digitalization in business affects the marketing and management of tourism
destinations. In the lodging sector, new information technologies foster business innovation,
contribute to sustainability, improve the accessibility of hotels and landmarks and increase
the productivity, profitability and quality of services. Digital transformation in the lodging
sector could include artificial intelligence and robotics that would result in jobs shifting
from human to nonhuman employees, thus transforming tourism and hospitality from a
labor-intensive industry into a technology-intensive industry [2].

According to [13], a series of assumptions must be reviewed when thinking about
the digital transformation of companies, since the vision of the technologies of the last
century should not be the same as in the current digital world. These outdated assumptions
include the following: customers value human touch; the limit of how far we can automate
our operational processes has been reached; working as an integrated company will slow
us down and stifle innovation; and the strategic assets that brought us success in the
physical world will also be valuable in the digital environment. It will be necessary to
review the adjustments that digitization brings about the value proposition to customers,
the changes and improvements in key business processes and the use of critical and
competitive resources. In the case of the lodging sector, these assumptions could limit the
firms’ ability to innovate.

2.2. Benefits of Digitalization in Lodging Sector

Furthermore, from the customer’s perspective, technology has facilitated the devel-
opment of new hosting options, thus making access to the market more appealing to new
competitors (Airbnb, HomeAway, Wimdu). As a result, the industry has become much
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more competitive, forcing companies in the sector to improve their performance in order
to boost revenues and profitable growth [33].

The benefits that technology brings to the hospitality business are so important that
different countries have developed training programs regarding the use of information
technology for this type of business. In Chile, for example, and due to the significance that
tourism has as a major source of income for the country, the government has developed a
training program for tourism companies in general, and for accommodation companies
in particular, in different regions of the country, focusing its efforts on small and medium
enterprises in the industry [34].

As a result, certain businesses have become more appealing, particularly those in the
lodging business, which not only makes the activity livelier but also reaches a potential
market of a much wider range of consumers. For [35], the interest in the buyer–supplier
relationship is very important because it helps to mobilize the time, collaborators and
any financial investment that a company makes more effectively when it understands
its demand better. For [36], the transformation of the organizational practices in a busi-
ness environment adjusted to the use of digital media, including social media, allows to
manage not only activities facing the customer, but also behind the counter (back office).
For example, research is being carried out on aspects such as the active management of
suppliers with social media, which generates significant contributions [37]. This active
management is also fundamental in lodging companies, where the benefits of incorporating
new technologies and applications that improve customer satisfaction and greater demand
also generate positive effects on all back-office activities that have this type of business.
This allows both to generate a particular value proposal to a greater number of potential
customers, and also to make the value chain of the firm more efficient.

Digitalization and business innovation is key for the competitiveness of the lodging
sector, although hotel firms in Chile are lagging behind in using the potential that is offered
by new technologies and digital tools. It is precisely the above, which motivates the present
work. This paper studies the characteristics of hotels in Chile and their relationship with
digitalization and digital transformation as a way to maintain competitiveness, value
proposition for customers and the development of key business processes in the hotel
industry in Chile.

3. Method

The research methodology used in this work is through an industry case study in-
volving multiple firms in the lodging sector in Chile [3,38,39]. This qualitative study was
developed through interviews with senior executives from four hotels or lodging com-
panies operating in Chile. According to [40], case studies have been an essential form of
research in the social sciences and particularly in management. One of the objectives of
this case study is to explain empirical results by identifying a set of stable and independent
elements that, within a specific context, allow setting, in an exploratory way, possible
causal relationships between relevant variables [41].

Data were collected through face-to-face interviews conducted in the first semester
of 2020 using a semi-structured questionnaire designed for the study. The questionnaire
contains questions for three clearly identified stages: (1) The business situation prior to
the digital transformation process; (2) the digital transformation process itself; and (3) the
situation after the digital transformation process. The data collected will be processed
using the content analysis technique.

Four cases of companies in the lodging sector in Chile are studied, particularly hotels
located in the southern part of the country, where tourism is an important activity for
economic development. The choice of this group of hotels was for convenience. Its
executives are close to the university of academics who write this work. Likewise, the
community and the tourist sector depend on the operation of these hotels, which allows
them to be defined as sustainable businesses for each region where they operate.
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It is important to analyze the four cases, as two of them are medium-sized hotels within
the Chilean capital, which, despite their challenge of sustaining greater competitiveness,
have shown a significant investment in new technologies (web services and apps) and
social networks to reach their customers (Instagram, Facebook, Twitter, among others).
The other two hotel companies are large international chains operating in Chile. In order
to ensure the reliability of the information, we will keep their names confidential, using
fictitious names for each one. For example, the two Chilean hotel companies, one of them
being a private, non-family-owned hotel, will be called Hotel AB. The second Chilean
hotel, which is a family business, will be called Hotel CD. In contrast, the hotels belonging
to international chains that can be defined as large hotels have been named Hotel EF
and Hotel GH in this paper. The following Table 1 summarises the main characteristics
of each hotel in terms of size, type of property and national or international scope. The
previous information is used to identify some of their characteristics. The interesting thing
about this study sample is that in all cases, the managers declare that their businesses have
enthusiastically embarked on a digital transformation to make their hotel more competitive.

Table 1. Hotels’ main characteristics.

Hotel AB Hotel CD Hotel EF Hotel GH

Number of stars Between 2 and 3 Between 2 and 3 Between 4 and 5 Between 4 and 5
Number of rooms Fewer than 20 Fewer than 20 More than 100 More than 100

SMEs or Large Size SME SME Large Large
National or international chain National Nacional International International
Family or non-family business Non-Family Family Non-Family Non-Family

The questionnaire applied provides a series of variables of interest for the literature
on lodging firms. These variables are related to four major areas of activity and impact
related to digital transformation in different areas of lodging business management:

1. The impact of digitalization on sales and the visibility of companies in the sector.
2. The effects on the management of key processes, both back office and front office.
3. The incorporation of technology as a standard factor in order to be competitive in

the industry.
4. The problems that lodging companies must face while implementing new informa-

tion technologies.

After studying the behaviour of each of the case studies based on the previously
mentioned variables, this paper presents a discussion of the results and implications for
researchers and practitioners of each proposal analyzed.

4. Results

This section presents the findings from interviews with key managers from four
longing companies operating in Chile. As shown in Table 1, the EF and GH Hotels are two
large international hotels or chains, where the highest numbers of rooms per hotel and the
most stars in each one are highlighted, a feature that depends on the services provided
by each company, which include the restaurant, gym, sauna and swimming pool, among
others. However, in the cases of the AB and CD hotels, they are much smaller in size, in
number of rooms, services and, of course, the number of stars.

In the case of the medium-sized hotels, AB and CD, two types of digital transforma-
tions are carried out. Firstly, the incorporation of internet and social network solutions
to make each hotel visible anywhere in the world in terms of its service offerings and
availability of rooms (hotel’s webpage online booking; central reservation systems). In this
case, there are relevant solutions of channel management that control reservations from
different platforms such as booking.com, Expedia, lastminute.com, Airbnb, among others.
Secondly, service automation solutions are implemented, for example, front desk opera-
tions solutions and tools for accessing rooms through digital mechanisms (electronic keys,
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RFID solutions, among others) or electronic access to service rooms such as restaurants,
gyms or spaces such as office guest workstation (for high-speed internet connection or
printer use). According to the interviewees of smaller hotels, they look closer to an initial
stage of digital transformation.

“We are happy to have advanced in digital transformation in front-desk activities, partic-
ularly with central reservation and channel management systems. In the future we will
evaluate other more sophisticated systems and applications” (CEO Hotel CD).

In the case of the largest companies, EF and GH, they had already incorporated
solutions similar to the previous ones (front desk solutions and central reservation systems)
and the focus is now on the implementation of PMS (Property Management Systems),
which implies developing greater interactions among the various areas of the business, such
as back-office management, housekeeping, reports and analytics, revenue management,
customer data management and CRM and point of sale services. The automation of
services is also important for this group of large hotels (automation of accesses, services,
connections with the guests’ own mobile phones, etc.).

“In our case, advances in digital transformation affect our core business processes, both
to better understand our frequent customers, and to manage each back-desk operation
according to the demand of our guests. We are in a higher stage of digital transformation
of the sector. For example, if we do more business analytics we will get to know our client
better and what he or she really values.” (CEO Hotel EF).

Table 2 shows the impact of digitalisation on sales and visibility of companies in the
sector as stated in the interviews for each hotel.

Table 2. Digital transformation, sales and awareness.

Hotel AB Hotel CD Hotel EF Hotel GH

Impact on revenue
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transformation was measured in several aspects. First, only two hotels claimed to be lead-
ers in their sector, and according to their size, they invested more than the competition in 
new technologies. It was interesting to see that it was not necessarily the largest that led, 
as was the case of Hotel GH. However, in the case of the other large hotel, Hotel EF, it was 
pointed out that they invested in DT because the competition also did, and they realized 

Impact on sales and income
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able to observe as an important advantage in costs. In the case of the smaller hotels, the 
impact on one of them, Hotel AB, occurred over time, becoming positive after adjustments 
regarding personnel and the new technology used. In the case of Hotel CD, the family 
nature of the company prevented it from experiencing cost improvements due to the new 
technology. Finally, in all the case studies, it appears that there is greater visibility of each 
business and therefore a greater number of queries in the various communication chan-
nels. 

Table 3 shows the impact of digitalization on the management of both key front office 
and key back-office processes as stated in the companies interviewed. 

Table 3. Digital transformation and business process management. 

 Hotel AB Hotel CD Hotel EF Hotel GH 
Better customer perception 

    

Fewer mistakes in processes 
    

Improvements in purchased 
goods     

Better relationship with suppliers 
    

Black circles “ ”indicate a positive impact on the analyzed variable; White circles “ ”indicate a 
negative impact on the analyzed variable. 

Table 3 shows that the business process management in all the hotels, regardless of 
their size, has improved in terms of the customer perception of the service characteristics; 
fewer errors in the processes, which range from registering guests, scheduling stays and 
forecasting room occupancy, among others; likewise, it improves the coordination of lo-
gistical and operational activities in relation to room cleaning, infrastructure maintenance, 
and compliance with safety and hygiene plans. With regard to managing the purchase of 
supplies for operations, it is striking that everyone states that there is a better purchase of 
supplies, even though only the large companies, Hotel EF and Hotel GH from large inter-
national hotel chains, manage to generate a better relationship with their suppliers. They 
point out that it is the size of their purchases that allows them to have an important bar-
gaining power, which small hotel companies do not report. Hence, the latter do not see 
significant improvements in their relationship with suppliers. 

Table 4 shows the impact of digitalization on the incorporation of technology as a 
hygienic factor in order to be competitive in the industry as stated in the interviews. 

Table 4. Digital transformation and competitiveness. 

 Hotel AB Hotel CD Hotel EF Hotel GH 
Leader or follower in DT of sector 

    

Takes years to invest in DT 
    

Investment in DT is higher than 
sector average     

The hotel is more competitive af-
ter investing in DT     

Black circles “ ”indicate a positive impact on the analyzed variable; White circles “ ”indicate a 
negative impact on the analyzed variable. 

The competitiveness of the company or hotel under analysis following their digital 
transformation was measured in several aspects. First, only two hotels claimed to be lead-
ers in their sector, and according to their size, they invested more than the competition in 
new technologies. It was interesting to see that it was not necessarily the largest that led, 
as was the case of Hotel GH. However, in the case of the other large hotel, Hotel EF, it was 
pointed out that they invested in DT because the competition also did, and they realized 
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that they could be left behind, that is, lagging behind, if they did nothing. Likewise, Hotel 
AB joined the trend in DT due to market pressures. The cases of Hotel CD and Hotel GH 
were different, as they led the way in their respective segments in terms of investment. Of 
course, the large companies did not take more than a year to invest in technology since 
there was a trend in DT. The same applies to Hotel CD. Naturally, smaller hotel companies 
invest much less than the industry average in DT. The relevance of the information con-
cerning this point is that in terms of competitiveness, DT is only seen as a distinguishing 
factor for smaller companies. Large companies, on the other hand, do not see it as a dis-
tinctive factor of competitiveness, but as an industry standard to be met. 

Table 5 shows the impact of digitalization on the problems that lodging companies 
encounter in the process of implementing new information in companies in the industry 
as stated in the interviews. 

Table 5. Barriers to digital transformation. 

 Hotel AB Hotel CD Hotel EF Hotel GH 
Investment cost limits greater DT 

    

Hotel staff was prepared for DT 
    

Resistance to change was high 
among employees     

Training was sufficient and key to 
align staff     

Black circles “ ”indicate a positive impact on the analyzed variable; White circles “ ”indicate a 
negative impact on the analyzed variable. 

Finally, Table 5 shows the obstacles that the companies under study had in their 
quests to incorporate technologies into their businesses. In the case of the largest compa-
nies, the greater investment in DT was not a major problem to be tackled. However, for 
smaller hotels it was different, even if opinions differed. Regarding Hotel CD, they con-
sidered it as an investment they were willing to develop and that they valued. The invest-
ment in Hotel AB affected the company’s cash flow, hence they were concerned about the 
investment. It is interesting to note that in all cases, the interviewees declared that the 
employees or staff at their hotels were not prepared for a digital transformation. Lack of 
technical knowledge in languages, in the use of new technological platforms, of commu-
nication and of social networks in general fostered great resistance to change on behalf of 
the employees. It was only in the case of the family business, Hotel CD, that there was not 
much resistance to change, since the very family nature of the company allowed for align-
ment on this investment. 

As stated by the interviewees, greater training and investment in human capital, es-
pecially in the development of skills, made it possible, at least in the cases of the CD, EF 
and GH hotels, for people to be aligned with the objectives of each hotel in terms of pro-
moting the use of new technologies to enable the digital transformation of the front- and 
back-office operations of each hotel. However, training was not sufficient for Hotel AB, 
and staff had to be replaced. 

Undoubtedly, the four cases analyzed are interesting and the results of each inter-
view are very useful to compare in order to generate recommendations for practitioners 
and researchers concerning the recommended developments in the hotel sector in devel-
oping countries in their challenge to incorporate new technologies and further digital 
transformation in their operations. 

5. Discussion 
It is possible to identify at least four proposals from the results of this multiple case 

study, which we intend to test in future research, ideally through statistical or econometric 
methodologies, in order to deepen the analysis of key variables of lodging firms. These 
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In the case of the medium-sized hotels, AB and CD, two types of digital transfor-
mations are carried out. Firstly, the incorporation of internet and social network solutions 
to make each hotel visible anywhere in the world in terms of its service offerings and 
availability of rooms (hotel’s webpage online booking; central reservation systems). In this 
case, there are relevant solutions of channel management that control reservations from 
different platforms such as booking.com, Expedia, lastminute.com, Airbnb, among others. 
Secondly, service automation solutions are implemented, for example, front desk opera-
tions solutions and tools for accessing rooms through digital mechanisms (electronic keys, 
RFID solutions, among others) or electronic access to service rooms such as restaurants, 
gyms or spaces such as office guest workstation (for high-speed internet connection or 
printer use). According to the interviewees of smaller hotels, they look closer to an initial 
stage of digital transformation. 

“We are happy to have advanced in digital transformation in front-desk activities, par-
ticularly with central reservation and channel management systems. In the future we 
will evaluate other more sophisticated systems and applications” (CEO Hotel CD). 
In the case of the largest companies, EF and GH, they had already incorporated so-

lutions similar to the previous ones (front desk solutions and central reservation systems) 
and the focus is now on the implementation of PMS (Property Management Systems), 
which implies developing greater interactions among the various areas of the business, 
such as back-office management, housekeeping, reports and analytics, revenue manage-
ment, customer data management and CRM and point of sale services. The automation of 
services is also important for this group of large hotels (automation of accesses, services, 
connections with the guests’ own mobile phones, etc.). 

“In our case, advances in digital transformation affect our core business processes, both 
to better understand our frequent customers, and to manage each back-desk operation 
according to the demand of our guests. We are in a higher stage of digital transformation 
of the sector. For example, if we do more business analytics we will get to know our client 
better and what he or she really values.” (CEO Hotel EF). 
Table 2 shows the impact of digitalisation on sales and visibility of companies in the 

sector as stated in the interviews for each hotel. 

Table 2. Digital transformation, sales and awareness. 

 Hotel AB Hotel CD Hotel EF Hotel GH 
Impact on revenue 

    

Impact on sales and income 
    

Impact on operational costs 
    

Higher number of queries 
    

Black circles “ ”indicate a positive impact on the analyzed variable; White circles “ ”indicate a 
negative impact on the analyzed variable; Pattern circles “ ” indicate an evolution from a short-
term negative impact to a long-term positive impact. 

The impact of digital transformation (DT) on the sale and visibility of services is di-
verse, depending on each case study. Although all of them state that in the long term they 
have seen improvements in their financial results, in the case of Hotel CD, the investment 
in DT did not seem to be successful at first, and on the contrary, the greater investment 
resulted in significant costs which were only recovered in the long term. In terms of in-
creased sales, the large EF Hotel is interesting, stating that sales have not necessarily in-
creased since this hotel was already well-known and its strong reputation allowed it to 
have a good occupancy rate. In terms of operational costs, the advantage and perceived 
cost improvement of incorporating more technology is evident for larger companies. They 
manage to identify and project the behaviour of their costs by having more information 
about the guests that will visit their facilities, which, due to economies of scale, they are 
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able to observe as an important advantage in costs. In the case of the smaller hotels, the 
impact on one of them, Hotel AB, occurred over time, becoming positive after adjustments 
regarding personnel and the new technology used. In the case of Hotel CD, the family 
nature of the company prevented it from experiencing cost improvements due to the new 
technology. Finally, in all the case studies, it appears that there is greater visibility of each 
business and therefore a greater number of queries in the various communication chan-
nels. 

Table 3 shows the impact of digitalization on the management of both key front office 
and key back-office processes as stated in the companies interviewed. 

Table 3. Digital transformation and business process management. 

 Hotel AB Hotel CD Hotel EF Hotel GH 
Better customer perception 

    

Fewer mistakes in processes 
    

Improvements in purchased 
goods     

Better relationship with suppliers 
    

Black circles “ ”indicate a positive impact on the analyzed variable; White circles “ ”indicate a 
negative impact on the analyzed variable. 

Table 3 shows that the business process management in all the hotels, regardless of 
their size, has improved in terms of the customer perception of the service characteristics; 
fewer errors in the processes, which range from registering guests, scheduling stays and 
forecasting room occupancy, among others; likewise, it improves the coordination of lo-
gistical and operational activities in relation to room cleaning, infrastructure maintenance, 
and compliance with safety and hygiene plans. With regard to managing the purchase of 
supplies for operations, it is striking that everyone states that there is a better purchase of 
supplies, even though only the large companies, Hotel EF and Hotel GH from large inter-
national hotel chains, manage to generate a better relationship with their suppliers. They 
point out that it is the size of their purchases that allows them to have an important bar-
gaining power, which small hotel companies do not report. Hence, the latter do not see 
significant improvements in their relationship with suppliers. 

Table 4 shows the impact of digitalization on the incorporation of technology as a 
hygienic factor in order to be competitive in the industry as stated in the interviews. 

Table 4. Digital transformation and competitiveness. 

 Hotel AB Hotel CD Hotel EF Hotel GH 
Leader or follower in DT of sector 

    

Takes years to invest in DT 
    

Investment in DT is higher than 
sector average     

The hotel is more competitive af-
ter investing in DT     

Black circles “ ”indicate a positive impact on the analyzed variable; White circles “ ”indicate a 
negative impact on the analyzed variable. 

The competitiveness of the company or hotel under analysis following their digital 
transformation was measured in several aspects. First, only two hotels claimed to be lead-
ers in their sector, and according to their size, they invested more than the competition in 
new technologies. It was interesting to see that it was not necessarily the largest that led, 
as was the case of Hotel GH. However, in the case of the other large hotel, Hotel EF, it was 
pointed out that they invested in DT because the competition also did, and they realized 

Impact on operational costs
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In the case of the medium-sized hotels, AB and CD, two types of digital transfor-
mations are carried out. Firstly, the incorporation of internet and social network solutions 
to make each hotel visible anywhere in the world in terms of its service offerings and 
availability of rooms (hotel’s webpage online booking; central reservation systems). In this 
case, there are relevant solutions of channel management that control reservations from 
different platforms such as booking.com, Expedia, lastminute.com, Airbnb, among others. 
Secondly, service automation solutions are implemented, for example, front desk opera-
tions solutions and tools for accessing rooms through digital mechanisms (electronic keys, 
RFID solutions, among others) or electronic access to service rooms such as restaurants, 
gyms or spaces such as office guest workstation (for high-speed internet connection or 
printer use). According to the interviewees of smaller hotels, they look closer to an initial 
stage of digital transformation. 

“We are happy to have advanced in digital transformation in front-desk activities, par-
ticularly with central reservation and channel management systems. In the future we 
will evaluate other more sophisticated systems and applications” (CEO Hotel CD). 
In the case of the largest companies, EF and GH, they had already incorporated so-

lutions similar to the previous ones (front desk solutions and central reservation systems) 
and the focus is now on the implementation of PMS (Property Management Systems), 
which implies developing greater interactions among the various areas of the business, 
such as back-office management, housekeeping, reports and analytics, revenue manage-
ment, customer data management and CRM and point of sale services. The automation of 
services is also important for this group of large hotels (automation of accesses, services, 
connections with the guests’ own mobile phones, etc.). 

“In our case, advances in digital transformation affect our core business processes, both 
to better understand our frequent customers, and to manage each back-desk operation 
according to the demand of our guests. We are in a higher stage of digital transformation 
of the sector. For example, if we do more business analytics we will get to know our client 
better and what he or she really values.” (CEO Hotel EF). 
Table 2 shows the impact of digitalisation on sales and visibility of companies in the 

sector as stated in the interviews for each hotel. 

Table 2. Digital transformation, sales and awareness. 

 Hotel AB Hotel CD Hotel EF Hotel GH 
Impact on revenue 

    

Impact on sales and income 
    

Impact on operational costs 
    

Higher number of queries 
    

Black circles “ ”indicate a positive impact on the analyzed variable; White circles “ ”indicate a 
negative impact on the analyzed variable; Pattern circles “ ” indicate an evolution from a short-
term negative impact to a long-term positive impact. 

The impact of digital transformation (DT) on the sale and visibility of services is di-
verse, depending on each case study. Although all of them state that in the long term they 
have seen improvements in their financial results, in the case of Hotel CD, the investment 
in DT did not seem to be successful at first, and on the contrary, the greater investment 
resulted in significant costs which were only recovered in the long term. In terms of in-
creased sales, the large EF Hotel is interesting, stating that sales have not necessarily in-
creased since this hotel was already well-known and its strong reputation allowed it to 
have a good occupancy rate. In terms of operational costs, the advantage and perceived 
cost improvement of incorporating more technology is evident for larger companies. They 
manage to identify and project the behaviour of their costs by having more information 
about the guests that will visit their facilities, which, due to economies of scale, they are 
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that they could be left behind, that is, lagging behind, if they did nothing. Likewise, Hotel 
AB joined the trend in DT due to market pressures. The cases of Hotel CD and Hotel GH 
were different, as they led the way in their respective segments in terms of investment. Of 
course, the large companies did not take more than a year to invest in technology since 
there was a trend in DT. The same applies to Hotel CD. Naturally, smaller hotel companies 
invest much less than the industry average in DT. The relevance of the information con-
cerning this point is that in terms of competitiveness, DT is only seen as a distinguishing 
factor for smaller companies. Large companies, on the other hand, do not see it as a dis-
tinctive factor of competitiveness, but as an industry standard to be met. 

Table 5 shows the impact of digitalization on the problems that lodging companies 
encounter in the process of implementing new information in companies in the industry 
as stated in the interviews. 

Table 5. Barriers to digital transformation. 

 Hotel AB Hotel CD Hotel EF Hotel GH 
Investment cost limits greater DT 

    

Hotel staff was prepared for DT 
    

Resistance to change was high 
among employees     

Training was sufficient and key to 
align staff     

Black circles “ ”indicate a positive impact on the analyzed variable; White circles “ ”indicate a 
negative impact on the analyzed variable. 

Finally, Table 5 shows the obstacles that the companies under study had in their 
quests to incorporate technologies into their businesses. In the case of the largest compa-
nies, the greater investment in DT was not a major problem to be tackled. However, for 
smaller hotels it was different, even if opinions differed. Regarding Hotel CD, they con-
sidered it as an investment they were willing to develop and that they valued. The invest-
ment in Hotel AB affected the company’s cash flow, hence they were concerned about the 
investment. It is interesting to note that in all cases, the interviewees declared that the 
employees or staff at their hotels were not prepared for a digital transformation. Lack of 
technical knowledge in languages, in the use of new technological platforms, of commu-
nication and of social networks in general fostered great resistance to change on behalf of 
the employees. It was only in the case of the family business, Hotel CD, that there was not 
much resistance to change, since the very family nature of the company allowed for align-
ment on this investment. 

As stated by the interviewees, greater training and investment in human capital, es-
pecially in the development of skills, made it possible, at least in the cases of the CD, EF 
and GH hotels, for people to be aligned with the objectives of each hotel in terms of pro-
moting the use of new technologies to enable the digital transformation of the front- and 
back-office operations of each hotel. However, training was not sufficient for Hotel AB, 
and staff had to be replaced. 

Undoubtedly, the four cases analyzed are interesting and the results of each inter-
view are very useful to compare in order to generate recommendations for practitioners 
and researchers concerning the recommended developments in the hotel sector in devel-
oping countries in their challenge to incorporate new technologies and further digital 
transformation in their operations. 

5. Discussion 
It is possible to identify at least four proposals from the results of this multiple case 

study, which we intend to test in future research, ideally through statistical or econometric 
methodologies, in order to deepen the analysis of key variables of lodging firms. These 
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able to observe as an important advantage in costs. In the case of the smaller hotels, the 
impact on one of them, Hotel AB, occurred over time, becoming positive after adjustments 
regarding personnel and the new technology used. In the case of Hotel CD, the family 
nature of the company prevented it from experiencing cost improvements due to the new 
technology. Finally, in all the case studies, it appears that there is greater visibility of each 
business and therefore a greater number of queries in the various communication chan-
nels. 

Table 3 shows the impact of digitalization on the management of both key front office 
and key back-office processes as stated in the companies interviewed. 

Table 3. Digital transformation and business process management. 

 Hotel AB Hotel CD Hotel EF Hotel GH 
Better customer perception 

    

Fewer mistakes in processes 
    

Improvements in purchased 
goods     

Better relationship with suppliers 
    

Black circles “ ”indicate a positive impact on the analyzed variable; White circles “ ”indicate a 
negative impact on the analyzed variable. 

Table 3 shows that the business process management in all the hotels, regardless of 
their size, has improved in terms of the customer perception of the service characteristics; 
fewer errors in the processes, which range from registering guests, scheduling stays and 
forecasting room occupancy, among others; likewise, it improves the coordination of lo-
gistical and operational activities in relation to room cleaning, infrastructure maintenance, 
and compliance with safety and hygiene plans. With regard to managing the purchase of 
supplies for operations, it is striking that everyone states that there is a better purchase of 
supplies, even though only the large companies, Hotel EF and Hotel GH from large inter-
national hotel chains, manage to generate a better relationship with their suppliers. They 
point out that it is the size of their purchases that allows them to have an important bar-
gaining power, which small hotel companies do not report. Hence, the latter do not see 
significant improvements in their relationship with suppliers. 

Table 4 shows the impact of digitalization on the incorporation of technology as a 
hygienic factor in order to be competitive in the industry as stated in the interviews. 

Table 4. Digital transformation and competitiveness. 

 Hotel AB Hotel CD Hotel EF Hotel GH 
Leader or follower in DT of sector 

    

Takes years to invest in DT 
    

Investment in DT is higher than 
sector average     

The hotel is more competitive af-
ter investing in DT     

Black circles “ ”indicate a positive impact on the analyzed variable; White circles “ ”indicate a 
negative impact on the analyzed variable. 

The competitiveness of the company or hotel under analysis following their digital 
transformation was measured in several aspects. First, only two hotels claimed to be lead-
ers in their sector, and according to their size, they invested more than the competition in 
new technologies. It was interesting to see that it was not necessarily the largest that led, 
as was the case of Hotel GH. However, in the case of the other large hotel, Hotel EF, it was 
pointed out that they invested in DT because the competition also did, and they realized 
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able to observe as an important advantage in costs. In the case of the smaller hotels, the 
impact on one of them, Hotel AB, occurred over time, becoming positive after adjustments 
regarding personnel and the new technology used. In the case of Hotel CD, the family 
nature of the company prevented it from experiencing cost improvements due to the new 
technology. Finally, in all the case studies, it appears that there is greater visibility of each 
business and therefore a greater number of queries in the various communication chan-
nels. 

Table 3 shows the impact of digitalization on the management of both key front office 
and key back-office processes as stated in the companies interviewed. 

Table 3. Digital transformation and business process management. 

 Hotel AB Hotel CD Hotel EF Hotel GH 
Better customer perception 

    

Fewer mistakes in processes 
    

Improvements in purchased 
goods     

Better relationship with suppliers 
    

Black circles “ ”indicate a positive impact on the analyzed variable; White circles “ ”indicate a 
negative impact on the analyzed variable. 

Table 3 shows that the business process management in all the hotels, regardless of 
their size, has improved in terms of the customer perception of the service characteristics; 
fewer errors in the processes, which range from registering guests, scheduling stays and 
forecasting room occupancy, among others; likewise, it improves the coordination of lo-
gistical and operational activities in relation to room cleaning, infrastructure maintenance, 
and compliance with safety and hygiene plans. With regard to managing the purchase of 
supplies for operations, it is striking that everyone states that there is a better purchase of 
supplies, even though only the large companies, Hotel EF and Hotel GH from large inter-
national hotel chains, manage to generate a better relationship with their suppliers. They 
point out that it is the size of their purchases that allows them to have an important bar-
gaining power, which small hotel companies do not report. Hence, the latter do not see 
significant improvements in their relationship with suppliers. 

Table 4 shows the impact of digitalization on the incorporation of technology as a 
hygienic factor in order to be competitive in the industry as stated in the interviews. 

Table 4. Digital transformation and competitiveness. 

 Hotel AB Hotel CD Hotel EF Hotel GH 
Leader or follower in DT of sector 

    

Takes years to invest in DT 
    

Investment in DT is higher than 
sector average     

The hotel is more competitive af-
ter investing in DT     

Black circles “ ”indicate a positive impact on the analyzed variable; White circles “ ”indicate a 
negative impact on the analyzed variable. 

The competitiveness of the company or hotel under analysis following their digital 
transformation was measured in several aspects. First, only two hotels claimed to be lead-
ers in their sector, and according to their size, they invested more than the competition in 
new technologies. It was interesting to see that it was not necessarily the largest that led, 
as was the case of Hotel GH. However, in the case of the other large hotel, Hotel EF, it was 
pointed out that they invested in DT because the competition also did, and they realized 

Higher number of queries
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able to observe as an important advantage in costs. In the case of the smaller hotels, the 
impact on one of them, Hotel AB, occurred over time, becoming positive after adjustments 
regarding personnel and the new technology used. In the case of Hotel CD, the family 
nature of the company prevented it from experiencing cost improvements due to the new 
technology. Finally, in all the case studies, it appears that there is greater visibility of each 
business and therefore a greater number of queries in the various communication chan-
nels. 

Table 3 shows the impact of digitalization on the management of both key front office 
and key back-office processes as stated in the companies interviewed. 

Table 3. Digital transformation and business process management. 

 Hotel AB Hotel CD Hotel EF Hotel GH 
Better customer perception 

    

Fewer mistakes in processes 
    

Improvements in purchased 
goods     

Better relationship with suppliers 
    

Black circles “ ”indicate a positive impact on the analyzed variable; White circles “ ”indicate a 
negative impact on the analyzed variable. 

Table 3 shows that the business process management in all the hotels, regardless of 
their size, has improved in terms of the customer perception of the service characteristics; 
fewer errors in the processes, which range from registering guests, scheduling stays and 
forecasting room occupancy, among others; likewise, it improves the coordination of lo-
gistical and operational activities in relation to room cleaning, infrastructure maintenance, 
and compliance with safety and hygiene plans. With regard to managing the purchase of 
supplies for operations, it is striking that everyone states that there is a better purchase of 
supplies, even though only the large companies, Hotel EF and Hotel GH from large inter-
national hotel chains, manage to generate a better relationship with their suppliers. They 
point out that it is the size of their purchases that allows them to have an important bar-
gaining power, which small hotel companies do not report. Hence, the latter do not see 
significant improvements in their relationship with suppliers. 

Table 4 shows the impact of digitalization on the incorporation of technology as a 
hygienic factor in order to be competitive in the industry as stated in the interviews. 

Table 4. Digital transformation and competitiveness. 

 Hotel AB Hotel CD Hotel EF Hotel GH 
Leader or follower in DT of sector 

    

Takes years to invest in DT 
    

Investment in DT is higher than 
sector average     

The hotel is more competitive af-
ter investing in DT     

Black circles “ ”indicate a positive impact on the analyzed variable; White circles “ ”indicate a 
negative impact on the analyzed variable. 

The competitiveness of the company or hotel under analysis following their digital 
transformation was measured in several aspects. First, only two hotels claimed to be lead-
ers in their sector, and according to their size, they invested more than the competition in 
new technologies. It was interesting to see that it was not necessarily the largest that led, 
as was the case of Hotel GH. However, in the case of the other large hotel, Hotel EF, it was 
pointed out that they invested in DT because the competition also did, and they realized 
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able to observe as an important advantage in costs. In the case of the smaller hotels, the 
impact on one of them, Hotel AB, occurred over time, becoming positive after adjustments 
regarding personnel and the new technology used. In the case of Hotel CD, the family 
nature of the company prevented it from experiencing cost improvements due to the new 
technology. Finally, in all the case studies, it appears that there is greater visibility of each 
business and therefore a greater number of queries in the various communication chan-
nels. 

Table 3 shows the impact of digitalization on the management of both key front office 
and key back-office processes as stated in the companies interviewed. 

Table 3. Digital transformation and business process management. 

 Hotel AB Hotel CD Hotel EF Hotel GH 
Better customer perception 

    

Fewer mistakes in processes 
    

Improvements in purchased 
goods     

Better relationship with suppliers 
    

Black circles “ ”indicate a positive impact on the analyzed variable; White circles “ ”indicate a 
negative impact on the analyzed variable. 

Table 3 shows that the business process management in all the hotels, regardless of 
their size, has improved in terms of the customer perception of the service characteristics; 
fewer errors in the processes, which range from registering guests, scheduling stays and 
forecasting room occupancy, among others; likewise, it improves the coordination of lo-
gistical and operational activities in relation to room cleaning, infrastructure maintenance, 
and compliance with safety and hygiene plans. With regard to managing the purchase of 
supplies for operations, it is striking that everyone states that there is a better purchase of 
supplies, even though only the large companies, Hotel EF and Hotel GH from large inter-
national hotel chains, manage to generate a better relationship with their suppliers. They 
point out that it is the size of their purchases that allows them to have an important bar-
gaining power, which small hotel companies do not report. Hence, the latter do not see 
significant improvements in their relationship with suppliers. 

Table 4 shows the impact of digitalization on the incorporation of technology as a 
hygienic factor in order to be competitive in the industry as stated in the interviews. 

Table 4. Digital transformation and competitiveness. 

 Hotel AB Hotel CD Hotel EF Hotel GH 
Leader or follower in DT of sector 

    

Takes years to invest in DT 
    

Investment in DT is higher than 
sector average     

The hotel is more competitive af-
ter investing in DT     

Black circles “ ”indicate a positive impact on the analyzed variable; White circles “ ”indicate a 
negative impact on the analyzed variable. 

The competitiveness of the company or hotel under analysis following their digital 
transformation was measured in several aspects. First, only two hotels claimed to be lead-
ers in their sector, and according to their size, they invested more than the competition in 
new technologies. It was interesting to see that it was not necessarily the largest that led, 
as was the case of Hotel GH. However, in the case of the other large hotel, Hotel EF, it was 
pointed out that they invested in DT because the competition also did, and they realized 
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Finally, Table 5 shows the obstacles that the companies under study had in their 
quests to incorporate technologies into their businesses. In the case of the largest compa-
nies, the greater investment in DT was not a major problem to be tackled. However, for 
smaller hotels it was different, even if opinions differed. Regarding Hotel CD, they con-
sidered it as an investment they were willing to develop and that they valued. The invest-
ment in Hotel AB affected the company’s cash flow, hence they were concerned about the 
investment. It is interesting to note that in all cases, the interviewees declared that the 
employees or staff at their hotels were not prepared for a digital transformation. Lack of 
technical knowledge in languages, in the use of new technological platforms, of commu-
nication and of social networks in general fostered great resistance to change on behalf of 
the employees. It was only in the case of the family business, Hotel CD, that there was not 
much resistance to change, since the very family nature of the company allowed for align-
ment on this investment. 

As stated by the interviewees, greater training and investment in human capital, es-
pecially in the development of skills, made it possible, at least in the cases of the CD, EF 
and GH hotels, for people to be aligned with the objectives of each hotel in terms of pro-
moting the use of new technologies to enable the digital transformation of the front- and 
back-office operations of each hotel. However, training was not sufficient for Hotel AB, 
and staff had to be replaced. 

Undoubtedly, the four cases analyzed are interesting and the results of each inter-
view are very useful to compare in order to generate recommendations for practitioners 
and researchers concerning the recommended developments in the hotel sector in devel-
oping countries in their challenge to incorporate new technologies and further digital 
transformation in their operations. 

5. Discussion 
It is possible to identify at least four proposals from the results of this multiple case 

study, which we intend to test in future research, ideally through statistical or econometric 
methodologies, in order to deepen the analysis of key variables of lodging firms. These 
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connections with the guests’ own mobile phones, etc.). 
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according to the demand of our guests. We are in a higher stage of digital transformation 
of the sector. For example, if we do more business analytics we will get to know our client 
better and what he or she really values.” (CEO Hotel EF). 
Table 2 shows the impact of digitalisation on sales and visibility of companies in the 

sector as stated in the interviews for each hotel. 
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 Hotel AB Hotel CD Hotel EF Hotel GH 
Impact on revenue 

    

Impact on sales and income 
    

Impact on operational costs 
    

Higher number of queries 
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The impact of digital transformation (DT) on the sale and visibility of services is di-
verse, depending on each case study. Although all of them state that in the long term they 
have seen improvements in their financial results, in the case of Hotel CD, the investment 
in DT did not seem to be successful at first, and on the contrary, the greater investment 
resulted in significant costs which were only recovered in the long term. In terms of in-
creased sales, the large EF Hotel is interesting, stating that sales have not necessarily in-
creased since this hotel was already well-known and its strong reputation allowed it to 
have a good occupancy rate. In terms of operational costs, the advantage and perceived 
cost improvement of incorporating more technology is evident for larger companies. They 
manage to identify and project the behaviour of their costs by having more information 
about the guests that will visit their facilities, which, due to economies of scale, they are 

” indicate an evolution from a short-term negative impact to
a long-term positive impact.

The impact of digital transformation (DT) on the sale and visibility of services is
diverse, depending on each case study. Although all of them state that in the long term they
have seen improvements in their financial results, in the case of Hotel CD, the investment
in DT did not seem to be successful at first, and on the contrary, the greater investment
resulted in significant costs which were only recovered in the long term. In terms of
increased sales, the large EF Hotel is interesting, stating that sales have not necessarily
increased since this hotel was already well-known and its strong reputation allowed it to
have a good occupancy rate. In terms of operational costs, the advantage and perceived
cost improvement of incorporating more technology is evident for larger companies. They
manage to identify and project the behaviour of their costs by having more information
about the guests that will visit their facilities, which, due to economies of scale, they are
able to observe as an important advantage in costs. In the case of the smaller hotels, the
impact on one of them, Hotel AB, occurred over time, becoming positive after adjustments
regarding personnel and the new technology used. In the case of Hotel CD, the family
nature of the company prevented it from experiencing cost improvements due to the new
technology. Finally, in all the case studies, it appears that there is greater visibility of each
business and therefore a greater number of queries in the various communication channels.
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Table 3 shows the impact of digitalization on the management of both key front office
and key back-office processes as stated in the companies interviewed.

Table 3. Digital transformation and business process management.

Hotel AB Hotel CD Hotel EF Hotel GH

Better customer perception
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gistical and operational activities in relation to room cleaning, infrastructure maintenance, 
and compliance with safety and hygiene plans. With regard to managing the purchase of 
supplies for operations, it is striking that everyone states that there is a better purchase of 
supplies, even though only the large companies, Hotel EF and Hotel GH from large inter-
national hotel chains, manage to generate a better relationship with their suppliers. They 
point out that it is the size of their purchases that allows them to have an important bar-
gaining power, which small hotel companies do not report. Hence, the latter do not see 
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The competitiveness of the company or hotel under analysis following their digital 
transformation was measured in several aspects. First, only two hotels claimed to be lead-
ers in their sector, and according to their size, they invested more than the competition in 
new technologies. It was interesting to see that it was not necessarily the largest that led, 
as was the case of Hotel GH. However, in the case of the other large hotel, Hotel EF, it was 
pointed out that they invested in DT because the competition also did, and they realized 
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The competitiveness of the company or hotel under analysis following their digital 
transformation was measured in several aspects. First, only two hotels claimed to be lead-
ers in their sector, and according to their size, they invested more than the competition in 
new technologies. It was interesting to see that it was not necessarily the largest that led, 
as was the case of Hotel GH. However, in the case of the other large hotel, Hotel EF, it was 
pointed out that they invested in DT because the competition also did, and they realized 
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The competitiveness of the company or hotel under analysis following their digital 
transformation was measured in several aspects. First, only two hotels claimed to be lead-
ers in their sector, and according to their size, they invested more than the competition in 
new technologies. It was interesting to see that it was not necessarily the largest that led, 
as was the case of Hotel GH. However, in the case of the other large hotel, Hotel EF, it was 
pointed out that they invested in DT because the competition also did, and they realized 
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The competitiveness of the company or hotel under analysis following their digital 
transformation was measured in several aspects. First, only two hotels claimed to be lead-
ers in their sector, and according to their size, they invested more than the competition in 
new technologies. It was interesting to see that it was not necessarily the largest that led, 
as was the case of Hotel GH. However, in the case of the other large hotel, Hotel EF, it was 
pointed out that they invested in DT because the competition also did, and they realized 
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The competitiveness of the company or hotel under analysis following their digital 
transformation was measured in several aspects. First, only two hotels claimed to be lead-
ers in their sector, and according to their size, they invested more than the competition in 
new technologies. It was interesting to see that it was not necessarily the largest that led, 
as was the case of Hotel GH. However, in the case of the other large hotel, Hotel EF, it was 
pointed out that they invested in DT because the competition also did, and they realized 
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The competitiveness of the company or hotel under analysis following their digital 
transformation was measured in several aspects. First, only two hotels claimed to be lead-
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The competitiveness of the company or hotel under analysis following their digital 
transformation was measured in several aspects. First, only two hotels claimed to be lead-
ers in their sector, and according to their size, they invested more than the competition in 
new technologies. It was interesting to see that it was not necessarily the largest that led, 
as was the case of Hotel GH. However, in the case of the other large hotel, Hotel EF, it was 
pointed out that they invested in DT because the competition also did, and they realized 
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that they could be left behind, that is, lagging behind, if they did nothing. Likewise, Hotel 
AB joined the trend in DT due to market pressures. The cases of Hotel CD and Hotel GH 
were different, as they led the way in their respective segments in terms of investment. Of 
course, the large companies did not take more than a year to invest in technology since 
there was a trend in DT. The same applies to Hotel CD. Naturally, smaller hotel companies 
invest much less than the industry average in DT. The relevance of the information con-
cerning this point is that in terms of competitiveness, DT is only seen as a distinguishing 
factor for smaller companies. Large companies, on the other hand, do not see it as a dis-
tinctive factor of competitiveness, but as an industry standard to be met. 

Table 5 shows the impact of digitalization on the problems that lodging companies 
encounter in the process of implementing new information in companies in the industry 
as stated in the interviews. 

Table 5. Barriers to digital transformation. 

 Hotel AB Hotel CD Hotel EF Hotel GH 
Investment cost limits greater DT 

    

Hotel staff was prepared for DT 
    

Resistance to change was high 
among employees     

Training was sufficient and key to 
align staff     

Black circles “ ”indicate a positive impact on the analyzed variable; White circles “ ”indicate a 
negative impact on the analyzed variable. 

Finally, Table 5 shows the obstacles that the companies under study had in their 
quests to incorporate technologies into their businesses. In the case of the largest compa-
nies, the greater investment in DT was not a major problem to be tackled. However, for 
smaller hotels it was different, even if opinions differed. Regarding Hotel CD, they con-
sidered it as an investment they were willing to develop and that they valued. The invest-
ment in Hotel AB affected the company’s cash flow, hence they were concerned about the 
investment. It is interesting to note that in all cases, the interviewees declared that the 
employees or staff at their hotels were not prepared for a digital transformation. Lack of 
technical knowledge in languages, in the use of new technological platforms, of commu-
nication and of social networks in general fostered great resistance to change on behalf of 
the employees. It was only in the case of the family business, Hotel CD, that there was not 
much resistance to change, since the very family nature of the company allowed for align-
ment on this investment. 

As stated by the interviewees, greater training and investment in human capital, es-
pecially in the development of skills, made it possible, at least in the cases of the CD, EF 
and GH hotels, for people to be aligned with the objectives of each hotel in terms of pro-
moting the use of new technologies to enable the digital transformation of the front- and 
back-office operations of each hotel. However, training was not sufficient for Hotel AB, 
and staff had to be replaced. 

Undoubtedly, the four cases analyzed are interesting and the results of each inter-
view are very useful to compare in order to generate recommendations for practitioners 
and researchers concerning the recommended developments in the hotel sector in devel-
oping countries in their challenge to incorporate new technologies and further digital 
transformation in their operations. 

5. Discussion 
It is possible to identify at least four proposals from the results of this multiple case 

study, which we intend to test in future research, ideally through statistical or econometric 
methodologies, in order to deepen the analysis of key variables of lodging firms. These 
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able to observe as an important advantage in costs. In the case of the smaller hotels, the 
impact on one of them, Hotel AB, occurred over time, becoming positive after adjustments 
regarding personnel and the new technology used. In the case of Hotel CD, the family 
nature of the company prevented it from experiencing cost improvements due to the new 
technology. Finally, in all the case studies, it appears that there is greater visibility of each 
business and therefore a greater number of queries in the various communication chan-
nels. 

Table 3 shows the impact of digitalization on the management of both key front office 
and key back-office processes as stated in the companies interviewed. 

Table 3. Digital transformation and business process management. 
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Table 3 shows that the business process management in all the hotels, regardless of 
their size, has improved in terms of the customer perception of the service characteristics; 
fewer errors in the processes, which range from registering guests, scheduling stays and 
forecasting room occupancy, among others; likewise, it improves the coordination of lo-
gistical and operational activities in relation to room cleaning, infrastructure maintenance, 
and compliance with safety and hygiene plans. With regard to managing the purchase of 
supplies for operations, it is striking that everyone states that there is a better purchase of 
supplies, even though only the large companies, Hotel EF and Hotel GH from large inter-
national hotel chains, manage to generate a better relationship with their suppliers. They 
point out that it is the size of their purchases that allows them to have an important bar-
gaining power, which small hotel companies do not report. Hence, the latter do not see 
significant improvements in their relationship with suppliers. 

Table 4 shows the impact of digitalization on the incorporation of technology as a 
hygienic factor in order to be competitive in the industry as stated in the interviews. 

Table 4. Digital transformation and competitiveness. 
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The competitiveness of the company or hotel under analysis following their digital 
transformation was measured in several aspects. First, only two hotels claimed to be lead-
ers in their sector, and according to their size, they invested more than the competition in 
new technologies. It was interesting to see that it was not necessarily the largest that led, 
as was the case of Hotel GH. However, in the case of the other large hotel, Hotel EF, it was 
pointed out that they invested in DT because the competition also did, and they realized 
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and compliance with safety and hygiene plans. With regard to managing the purchase of 
supplies for operations, it is striking that everyone states that there is a better purchase of 
supplies, even though only the large companies, Hotel EF and Hotel GH from large inter-
national hotel chains, manage to generate a better relationship with their suppliers. They 
point out that it is the size of their purchases that allows them to have an important bar-
gaining power, which small hotel companies do not report. Hence, the latter do not see 
significant improvements in their relationship with suppliers. 

Table 4 shows the impact of digitalization on the incorporation of technology as a 
hygienic factor in order to be competitive in the industry as stated in the interviews. 

Table 4. Digital transformation and competitiveness. 

 Hotel AB Hotel CD Hotel EF Hotel GH 
Leader or follower in DT of sector 

    

Takes years to invest in DT 
    

Investment in DT is higher than 
sector average     

The hotel is more competitive af-
ter investing in DT     

Black circles “ ”indicate a positive impact on the analyzed variable; White circles “ ”indicate a 
negative impact on the analyzed variable. 

The competitiveness of the company or hotel under analysis following their digital 
transformation was measured in several aspects. First, only two hotels claimed to be lead-
ers in their sector, and according to their size, they invested more than the competition in 
new technologies. It was interesting to see that it was not necessarily the largest that led, 
as was the case of Hotel GH. However, in the case of the other large hotel, Hotel EF, it was 
pointed out that they invested in DT because the competition also did, and they realized 
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The competitiveness of the company or hotel under analysis following their digital 
transformation was measured in several aspects. First, only two hotels claimed to be lead-
ers in their sector, and according to their size, they invested more than the competition in 
new technologies. It was interesting to see that it was not necessarily the largest that led, 
as was the case of Hotel GH. However, in the case of the other large hotel, Hotel EF, it was 
pointed out that they invested in DT because the competition also did, and they realized 
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that they could be left behind, that is, lagging behind, if they did nothing. Likewise, Hotel 
AB joined the trend in DT due to market pressures. The cases of Hotel CD and Hotel GH 
were different, as they led the way in their respective segments in terms of investment. Of 
course, the large companies did not take more than a year to invest in technology since 
there was a trend in DT. The same applies to Hotel CD. Naturally, smaller hotel companies 
invest much less than the industry average in DT. The relevance of the information con-
cerning this point is that in terms of competitiveness, DT is only seen as a distinguishing 
factor for smaller companies. Large companies, on the other hand, do not see it as a dis-
tinctive factor of competitiveness, but as an industry standard to be met. 

Table 5 shows the impact of digitalization on the problems that lodging companies 
encounter in the process of implementing new information in companies in the industry 
as stated in the interviews. 

Table 5. Barriers to digital transformation. 

 Hotel AB Hotel CD Hotel EF Hotel GH 
Investment cost limits greater DT 

    

Hotel staff was prepared for DT 
    

Resistance to change was high 
among employees     

Training was sufficient and key to 
align staff     
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Finally, Table 5 shows the obstacles that the companies under study had in their 
quests to incorporate technologies into their businesses. In the case of the largest compa-
nies, the greater investment in DT was not a major problem to be tackled. However, for 
smaller hotels it was different, even if opinions differed. Regarding Hotel CD, they con-
sidered it as an investment they were willing to develop and that they valued. The invest-
ment in Hotel AB affected the company’s cash flow, hence they were concerned about the 
investment. It is interesting to note that in all cases, the interviewees declared that the 
employees or staff at their hotels were not prepared for a digital transformation. Lack of 
technical knowledge in languages, in the use of new technological platforms, of commu-
nication and of social networks in general fostered great resistance to change on behalf of 
the employees. It was only in the case of the family business, Hotel CD, that there was not 
much resistance to change, since the very family nature of the company allowed for align-
ment on this investment. 

As stated by the interviewees, greater training and investment in human capital, es-
pecially in the development of skills, made it possible, at least in the cases of the CD, EF 
and GH hotels, for people to be aligned with the objectives of each hotel in terms of pro-
moting the use of new technologies to enable the digital transformation of the front- and 
back-office operations of each hotel. However, training was not sufficient for Hotel AB, 
and staff had to be replaced. 

Undoubtedly, the four cases analyzed are interesting and the results of each inter-
view are very useful to compare in order to generate recommendations for practitioners 
and researchers concerning the recommended developments in the hotel sector in devel-
oping countries in their challenge to incorporate new technologies and further digital 
transformation in their operations. 

5. Discussion 
It is possible to identify at least four proposals from the results of this multiple case 

study, which we intend to test in future research, ideally through statistical or econometric 
methodologies, in order to deepen the analysis of key variables of lodging firms. These 

”indicate a negative
impact on the analyzed variable.

Table 3 shows that the business process management in all the hotels, regardless of
their size, has improved in terms of the customer perception of the service characteristics;
fewer errors in the processes, which range from registering guests, scheduling stays and
forecasting room occupancy, among others; likewise, it improves the coordination of
logistical and operational activities in relation to room cleaning, infrastructure maintenance,
and compliance with safety and hygiene plans. With regard to managing the purchase of
supplies for operations, it is striking that everyone states that there is a better purchase
of supplies, even though only the large companies, Hotel EF and Hotel GH from large
international hotel chains, manage to generate a better relationship with their suppliers.
They point out that it is the size of their purchases that allows them to have an important
bargaining power, which small hotel companies do not report. Hence, the latter do not see
significant improvements in their relationship with suppliers.

Table 4 shows the impact of digitalization on the incorporation of technology as a
hygienic factor in order to be competitive in the industry as stated in the interviews.

Table 4. Digital transformation and competitiveness.
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smaller hotels it was different, even if opinions differed. Regarding Hotel CD, they con-
sidered it as an investment they were willing to develop and that they valued. The invest-
ment in Hotel AB affected the company’s cash flow, hence they were concerned about the 
investment. It is interesting to note that in all cases, the interviewees declared that the 
employees or staff at their hotels were not prepared for a digital transformation. Lack of 
technical knowledge in languages, in the use of new technological platforms, of commu-
nication and of social networks in general fostered great resistance to change on behalf of 
the employees. It was only in the case of the family business, Hotel CD, that there was not 
much resistance to change, since the very family nature of the company allowed for align-
ment on this investment. 

As stated by the interviewees, greater training and investment in human capital, es-
pecially in the development of skills, made it possible, at least in the cases of the CD, EF 
and GH hotels, for people to be aligned with the objectives of each hotel in terms of pro-
moting the use of new technologies to enable the digital transformation of the front- and 
back-office operations of each hotel. However, training was not sufficient for Hotel AB, 
and staff had to be replaced. 

Undoubtedly, the four cases analyzed are interesting and the results of each inter-
view are very useful to compare in order to generate recommendations for practitioners 
and researchers concerning the recommended developments in the hotel sector in devel-
oping countries in their challenge to incorporate new technologies and further digital 
transformation in their operations. 

5. Discussion 
It is possible to identify at least four proposals from the results of this multiple case 

study, which we intend to test in future research, ideally through statistical or econometric 
methodologies, in order to deepen the analysis of key variables of lodging firms. These 
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able to observe as an important advantage in costs. In the case of the smaller hotels, the 
impact on one of them, Hotel AB, occurred over time, becoming positive after adjustments 
regarding personnel and the new technology used. In the case of Hotel CD, the family 
nature of the company prevented it from experiencing cost improvements due to the new 
technology. Finally, in all the case studies, it appears that there is greater visibility of each 
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nels. 
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Table 3. Digital transformation and business process management. 

 Hotel AB Hotel CD Hotel EF Hotel GH 
Better customer perception 

    

Fewer mistakes in processes 
    

Improvements in purchased 
goods     

Better relationship with suppliers 
    

Black circles “ ”indicate a positive impact on the analyzed variable; White circles “ ”indicate a 
negative impact on the analyzed variable. 

Table 3 shows that the business process management in all the hotels, regardless of 
their size, has improved in terms of the customer perception of the service characteristics; 
fewer errors in the processes, which range from registering guests, scheduling stays and 
forecasting room occupancy, among others; likewise, it improves the coordination of lo-
gistical and operational activities in relation to room cleaning, infrastructure maintenance, 
and compliance with safety and hygiene plans. With regard to managing the purchase of 
supplies for operations, it is striking that everyone states that there is a better purchase of 
supplies, even though only the large companies, Hotel EF and Hotel GH from large inter-
national hotel chains, manage to generate a better relationship with their suppliers. They 
point out that it is the size of their purchases that allows them to have an important bar-
gaining power, which small hotel companies do not report. Hence, the latter do not see 
significant improvements in their relationship with suppliers. 

Table 4 shows the impact of digitalization on the incorporation of technology as a 
hygienic factor in order to be competitive in the industry as stated in the interviews. 

Table 4. Digital transformation and competitiveness. 

 Hotel AB Hotel CD Hotel EF Hotel GH 
Leader or follower in DT of sector 

    

Takes years to invest in DT 
    

Investment in DT is higher than 
sector average     

The hotel is more competitive af-
ter investing in DT     

Black circles “ ”indicate a positive impact on the analyzed variable; White circles “ ”indicate a 
negative impact on the analyzed variable. 

The competitiveness of the company or hotel under analysis following their digital 
transformation was measured in several aspects. First, only two hotels claimed to be lead-
ers in their sector, and according to their size, they invested more than the competition in 
new technologies. It was interesting to see that it was not necessarily the largest that led, 
as was the case of Hotel GH. However, in the case of the other large hotel, Hotel EF, it was 
pointed out that they invested in DT because the competition also did, and they realized 
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that they could be left behind, that is, lagging behind, if they did nothing. Likewise, Hotel 
AB joined the trend in DT due to market pressures. The cases of Hotel CD and Hotel GH 
were different, as they led the way in their respective segments in terms of investment. Of 
course, the large companies did not take more than a year to invest in technology since 
there was a trend in DT. The same applies to Hotel CD. Naturally, smaller hotel companies 
invest much less than the industry average in DT. The relevance of the information con-
cerning this point is that in terms of competitiveness, DT is only seen as a distinguishing 
factor for smaller companies. Large companies, on the other hand, do not see it as a dis-
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Finally, Table 5 shows the obstacles that the companies under study had in their 
quests to incorporate technologies into their businesses. In the case of the largest compa-
nies, the greater investment in DT was not a major problem to be tackled. However, for 
smaller hotels it was different, even if opinions differed. Regarding Hotel CD, they con-
sidered it as an investment they were willing to develop and that they valued. The invest-
ment in Hotel AB affected the company’s cash flow, hence they were concerned about the 
investment. It is interesting to note that in all cases, the interviewees declared that the 
employees or staff at their hotels were not prepared for a digital transformation. Lack of 
technical knowledge in languages, in the use of new technological platforms, of commu-
nication and of social networks in general fostered great resistance to change on behalf of 
the employees. It was only in the case of the family business, Hotel CD, that there was not 
much resistance to change, since the very family nature of the company allowed for align-
ment on this investment. 

As stated by the interviewees, greater training and investment in human capital, es-
pecially in the development of skills, made it possible, at least in the cases of the CD, EF 
and GH hotels, for people to be aligned with the objectives of each hotel in terms of pro-
moting the use of new technologies to enable the digital transformation of the front- and 
back-office operations of each hotel. However, training was not sufficient for Hotel AB, 
and staff had to be replaced. 

Undoubtedly, the four cases analyzed are interesting and the results of each inter-
view are very useful to compare in order to generate recommendations for practitioners 
and researchers concerning the recommended developments in the hotel sector in devel-
oping countries in their challenge to incorporate new technologies and further digital 
transformation in their operations. 

5. Discussion 
It is possible to identify at least four proposals from the results of this multiple case 

study, which we intend to test in future research, ideally through statistical or econometric 
methodologies, in order to deepen the analysis of key variables of lodging firms. These 
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Table 3 shows that the business process management in all the hotels, regardless of 
their size, has improved in terms of the customer perception of the service characteristics; 
fewer errors in the processes, which range from registering guests, scheduling stays and 
forecasting room occupancy, among others; likewise, it improves the coordination of lo-
gistical and operational activities in relation to room cleaning, infrastructure maintenance, 
and compliance with safety and hygiene plans. With regard to managing the purchase of 
supplies for operations, it is striking that everyone states that there is a better purchase of 
supplies, even though only the large companies, Hotel EF and Hotel GH from large inter-
national hotel chains, manage to generate a better relationship with their suppliers. They 
point out that it is the size of their purchases that allows them to have an important bar-
gaining power, which small hotel companies do not report. Hence, the latter do not see 
significant improvements in their relationship with suppliers. 

Table 4 shows the impact of digitalization on the incorporation of technology as a 
hygienic factor in order to be competitive in the industry as stated in the interviews. 

Table 4. Digital transformation and competitiveness. 
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The competitiveness of the company or hotel under analysis following their digital 
transformation was measured in several aspects. First, only two hotels claimed to be lead-
ers in their sector, and according to their size, they invested more than the competition in 
new technologies. It was interesting to see that it was not necessarily the largest that led, 
as was the case of Hotel GH. However, in the case of the other large hotel, Hotel EF, it was 
pointed out that they invested in DT because the competition also did, and they realized 
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that they could be left behind, that is, lagging behind, if they did nothing. Likewise, Hotel 
AB joined the trend in DT due to market pressures. The cases of Hotel CD and Hotel GH 
were different, as they led the way in their respective segments in terms of investment. Of 
course, the large companies did not take more than a year to invest in technology since 
there was a trend in DT. The same applies to Hotel CD. Naturally, smaller hotel companies 
invest much less than the industry average in DT. The relevance of the information con-
cerning this point is that in terms of competitiveness, DT is only seen as a distinguishing 
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Finally, Table 5 shows the obstacles that the companies under study had in their 
quests to incorporate technologies into their businesses. In the case of the largest compa-
nies, the greater investment in DT was not a major problem to be tackled. However, for 
smaller hotels it was different, even if opinions differed. Regarding Hotel CD, they con-
sidered it as an investment they were willing to develop and that they valued. The invest-
ment in Hotel AB affected the company’s cash flow, hence they were concerned about the 
investment. It is interesting to note that in all cases, the interviewees declared that the 
employees or staff at their hotels were not prepared for a digital transformation. Lack of 
technical knowledge in languages, in the use of new technological platforms, of commu-
nication and of social networks in general fostered great resistance to change on behalf of 
the employees. It was only in the case of the family business, Hotel CD, that there was not 
much resistance to change, since the very family nature of the company allowed for align-
ment on this investment. 

As stated by the interviewees, greater training and investment in human capital, es-
pecially in the development of skills, made it possible, at least in the cases of the CD, EF 
and GH hotels, for people to be aligned with the objectives of each hotel in terms of pro-
moting the use of new technologies to enable the digital transformation of the front- and 
back-office operations of each hotel. However, training was not sufficient for Hotel AB, 
and staff had to be replaced. 

Undoubtedly, the four cases analyzed are interesting and the results of each inter-
view are very useful to compare in order to generate recommendations for practitioners 
and researchers concerning the recommended developments in the hotel sector in devel-
oping countries in their challenge to incorporate new technologies and further digital 
transformation in their operations. 

5. Discussion 
It is possible to identify at least four proposals from the results of this multiple case 

study, which we intend to test in future research, ideally through statistical or econometric 
methodologies, in order to deepen the analysis of key variables of lodging firms. These 
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able to observe as an important advantage in costs. In the case of the smaller hotels, the 
impact on one of them, Hotel AB, occurred over time, becoming positive after adjustments 
regarding personnel and the new technology used. In the case of Hotel CD, the family 
nature of the company prevented it from experiencing cost improvements due to the new 
technology. Finally, in all the case studies, it appears that there is greater visibility of each 
business and therefore a greater number of queries in the various communication chan-
nels. 

Table 3 shows the impact of digitalization on the management of both key front office 
and key back-office processes as stated in the companies interviewed. 

Table 3. Digital transformation and business process management. 
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goods     

Better relationship with suppliers 
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Table 3 shows that the business process management in all the hotels, regardless of 
their size, has improved in terms of the customer perception of the service characteristics; 
fewer errors in the processes, which range from registering guests, scheduling stays and 
forecasting room occupancy, among others; likewise, it improves the coordination of lo-
gistical and operational activities in relation to room cleaning, infrastructure maintenance, 
and compliance with safety and hygiene plans. With regard to managing the purchase of 
supplies for operations, it is striking that everyone states that there is a better purchase of 
supplies, even though only the large companies, Hotel EF and Hotel GH from large inter-
national hotel chains, manage to generate a better relationship with their suppliers. They 
point out that it is the size of their purchases that allows them to have an important bar-
gaining power, which small hotel companies do not report. Hence, the latter do not see 
significant improvements in their relationship with suppliers. 

Table 4 shows the impact of digitalization on the incorporation of technology as a 
hygienic factor in order to be competitive in the industry as stated in the interviews. 

Table 4. Digital transformation and competitiveness. 

 Hotel AB Hotel CD Hotel EF Hotel GH 
Leader or follower in DT of sector 

    

Takes years to invest in DT 
    

Investment in DT is higher than 
sector average     

The hotel is more competitive af-
ter investing in DT     

Black circles “ ”indicate a positive impact on the analyzed variable; White circles “ ”indicate a 
negative impact on the analyzed variable. 

The competitiveness of the company or hotel under analysis following their digital 
transformation was measured in several aspects. First, only two hotels claimed to be lead-
ers in their sector, and according to their size, they invested more than the competition in 
new technologies. It was interesting to see that it was not necessarily the largest that led, 
as was the case of Hotel GH. However, in the case of the other large hotel, Hotel EF, it was 
pointed out that they invested in DT because the competition also did, and they realized 
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Table 3 shows that the business process management in all the hotels, regardless of 
their size, has improved in terms of the customer perception of the service characteristics; 
fewer errors in the processes, which range from registering guests, scheduling stays and 
forecasting room occupancy, among others; likewise, it improves the coordination of lo-
gistical and operational activities in relation to room cleaning, infrastructure maintenance, 
and compliance with safety and hygiene plans. With regard to managing the purchase of 
supplies for operations, it is striking that everyone states that there is a better purchase of 
supplies, even though only the large companies, Hotel EF and Hotel GH from large inter-
national hotel chains, manage to generate a better relationship with their suppliers. They 
point out that it is the size of their purchases that allows them to have an important bar-
gaining power, which small hotel companies do not report. Hence, the latter do not see 
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The competitiveness of the company or hotel under analysis following their digital 
transformation was measured in several aspects. First, only two hotels claimed to be lead-
ers in their sector, and according to their size, they invested more than the competition in 
new technologies. It was interesting to see that it was not necessarily the largest that led, 
as was the case of Hotel GH. However, in the case of the other large hotel, Hotel EF, it was 
pointed out that they invested in DT because the competition also did, and they realized 
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Table 3 shows that the business process management in all the hotels, regardless of 
their size, has improved in terms of the customer perception of the service characteristics; 
fewer errors in the processes, which range from registering guests, scheduling stays and 
forecasting room occupancy, among others; likewise, it improves the coordination of lo-
gistical and operational activities in relation to room cleaning, infrastructure maintenance, 
and compliance with safety and hygiene plans. With regard to managing the purchase of 
supplies for operations, it is striking that everyone states that there is a better purchase of 
supplies, even though only the large companies, Hotel EF and Hotel GH from large inter-
national hotel chains, manage to generate a better relationship with their suppliers. They 
point out that it is the size of their purchases that allows them to have an important bar-
gaining power, which small hotel companies do not report. Hence, the latter do not see 
significant improvements in their relationship with suppliers. 

Table 4 shows the impact of digitalization on the incorporation of technology as a 
hygienic factor in order to be competitive in the industry as stated in the interviews. 

Table 4. Digital transformation and competitiveness. 

 Hotel AB Hotel CD Hotel EF Hotel GH 
Leader or follower in DT of sector 

    

Takes years to invest in DT 
    

Investment in DT is higher than 
sector average     

The hotel is more competitive af-
ter investing in DT     

Black circles “ ”indicate a positive impact on the analyzed variable; White circles “ ”indicate a 
negative impact on the analyzed variable. 

The competitiveness of the company or hotel under analysis following their digital 
transformation was measured in several aspects. First, only two hotels claimed to be lead-
ers in their sector, and according to their size, they invested more than the competition in 
new technologies. It was interesting to see that it was not necessarily the largest that led, 
as was the case of Hotel GH. However, in the case of the other large hotel, Hotel EF, it was 
pointed out that they invested in DT because the competition also did, and they realized 

Investment in DT is higher than
sector average

Sustainability 2021, 13, x FOR PEER REVIEW 8 of 17 
 

 

that they could be left behind, that is, lagging behind, if they did nothing. Likewise, Hotel 
AB joined the trend in DT due to market pressures. The cases of Hotel CD and Hotel GH 
were different, as they led the way in their respective segments in terms of investment. Of 
course, the large companies did not take more than a year to invest in technology since 
there was a trend in DT. The same applies to Hotel CD. Naturally, smaller hotel companies 
invest much less than the industry average in DT. The relevance of the information con-
cerning this point is that in terms of competitiveness, DT is only seen as a distinguishing 
factor for smaller companies. Large companies, on the other hand, do not see it as a dis-
tinctive factor of competitiveness, but as an industry standard to be met. 

Table 5 shows the impact of digitalization on the problems that lodging companies 
encounter in the process of implementing new information in companies in the industry 
as stated in the interviews. 

Table 5. Barriers to digital transformation. 

 Hotel AB Hotel CD Hotel EF Hotel GH 
Investment cost limits greater DT 

    

Hotel staff was prepared for DT 
    

Resistance to change was high 
among employees     

Training was sufficient and key to 
align staff     

Black circles “ ”indicate a positive impact on the analyzed variable; White circles “ ”indicate a 
negative impact on the analyzed variable. 

Finally, Table 5 shows the obstacles that the companies under study had in their 
quests to incorporate technologies into their businesses. In the case of the largest compa-
nies, the greater investment in DT was not a major problem to be tackled. However, for 
smaller hotels it was different, even if opinions differed. Regarding Hotel CD, they con-
sidered it as an investment they were willing to develop and that they valued. The invest-
ment in Hotel AB affected the company’s cash flow, hence they were concerned about the 
investment. It is interesting to note that in all cases, the interviewees declared that the 
employees or staff at their hotels were not prepared for a digital transformation. Lack of 
technical knowledge in languages, in the use of new technological platforms, of commu-
nication and of social networks in general fostered great resistance to change on behalf of 
the employees. It was only in the case of the family business, Hotel CD, that there was not 
much resistance to change, since the very family nature of the company allowed for align-
ment on this investment. 

As stated by the interviewees, greater training and investment in human capital, es-
pecially in the development of skills, made it possible, at least in the cases of the CD, EF 
and GH hotels, for people to be aligned with the objectives of each hotel in terms of pro-
moting the use of new technologies to enable the digital transformation of the front- and 
back-office operations of each hotel. However, training was not sufficient for Hotel AB, 
and staff had to be replaced. 

Undoubtedly, the four cases analyzed are interesting and the results of each inter-
view are very useful to compare in order to generate recommendations for practitioners 
and researchers concerning the recommended developments in the hotel sector in devel-
oping countries in their challenge to incorporate new technologies and further digital 
transformation in their operations. 

5. Discussion 
It is possible to identify at least four proposals from the results of this multiple case 

study, which we intend to test in future research, ideally through statistical or econometric 
methodologies, in order to deepen the analysis of key variables of lodging firms. These 
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Finally, Table 5 shows the obstacles that the companies under study had in their 
quests to incorporate technologies into their businesses. In the case of the largest compa-
nies, the greater investment in DT was not a major problem to be tackled. However, for 
smaller hotels it was different, even if opinions differed. Regarding Hotel CD, they con-
sidered it as an investment they were willing to develop and that they valued. The invest-
ment in Hotel AB affected the company’s cash flow, hence they were concerned about the 
investment. It is interesting to note that in all cases, the interviewees declared that the 
employees or staff at their hotels were not prepared for a digital transformation. Lack of 
technical knowledge in languages, in the use of new technological platforms, of commu-
nication and of social networks in general fostered great resistance to change on behalf of 
the employees. It was only in the case of the family business, Hotel CD, that there was not 
much resistance to change, since the very family nature of the company allowed for align-
ment on this investment. 

As stated by the interviewees, greater training and investment in human capital, es-
pecially in the development of skills, made it possible, at least in the cases of the CD, EF 
and GH hotels, for people to be aligned with the objectives of each hotel in terms of pro-
moting the use of new technologies to enable the digital transformation of the front- and 
back-office operations of each hotel. However, training was not sufficient for Hotel AB, 
and staff had to be replaced. 

Undoubtedly, the four cases analyzed are interesting and the results of each inter-
view are very useful to compare in order to generate recommendations for practitioners 
and researchers concerning the recommended developments in the hotel sector in devel-
oping countries in their challenge to incorporate new technologies and further digital 
transformation in their operations. 

5. Discussion 
It is possible to identify at least four proposals from the results of this multiple case 

study, which we intend to test in future research, ideally through statistical or econometric 
methodologies, in order to deepen the analysis of key variables of lodging firms. These 
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able to observe as an important advantage in costs. In the case of the smaller hotels, the 
impact on one of them, Hotel AB, occurred over time, becoming positive after adjustments 
regarding personnel and the new technology used. In the case of Hotel CD, the family 
nature of the company prevented it from experiencing cost improvements due to the new 
technology. Finally, in all the case studies, it appears that there is greater visibility of each 
business and therefore a greater number of queries in the various communication chan-
nels. 

Table 3 shows the impact of digitalization on the management of both key front office 
and key back-office processes as stated in the companies interviewed. 

Table 3. Digital transformation and business process management. 

 Hotel AB Hotel CD Hotel EF Hotel GH 
Better customer perception 

    

Fewer mistakes in processes 
    

Improvements in purchased 
goods     

Better relationship with suppliers 
    

Black circles “ ”indicate a positive impact on the analyzed variable; White circles “ ”indicate a 
negative impact on the analyzed variable. 

Table 3 shows that the business process management in all the hotels, regardless of 
their size, has improved in terms of the customer perception of the service characteristics; 
fewer errors in the processes, which range from registering guests, scheduling stays and 
forecasting room occupancy, among others; likewise, it improves the coordination of lo-
gistical and operational activities in relation to room cleaning, infrastructure maintenance, 
and compliance with safety and hygiene plans. With regard to managing the purchase of 
supplies for operations, it is striking that everyone states that there is a better purchase of 
supplies, even though only the large companies, Hotel EF and Hotel GH from large inter-
national hotel chains, manage to generate a better relationship with their suppliers. They 
point out that it is the size of their purchases that allows them to have an important bar-
gaining power, which small hotel companies do not report. Hence, the latter do not see 
significant improvements in their relationship with suppliers. 

Table 4 shows the impact of digitalization on the incorporation of technology as a 
hygienic factor in order to be competitive in the industry as stated in the interviews. 

Table 4. Digital transformation and competitiveness. 

 Hotel AB Hotel CD Hotel EF Hotel GH 
Leader or follower in DT of sector 

    

Takes years to invest in DT 
    

Investment in DT is higher than 
sector average     

The hotel is more competitive af-
ter investing in DT     

Black circles “ ”indicate a positive impact on the analyzed variable; White circles “ ”indicate a 
negative impact on the analyzed variable. 

The competitiveness of the company or hotel under analysis following their digital 
transformation was measured in several aspects. First, only two hotels claimed to be lead-
ers in their sector, and according to their size, they invested more than the competition in 
new technologies. It was interesting to see that it was not necessarily the largest that led, 
as was the case of Hotel GH. However, in the case of the other large hotel, Hotel EF, it was 
pointed out that they invested in DT because the competition also did, and they realized 
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Table 3 shows that the business process management in all the hotels, regardless of 
their size, has improved in terms of the customer perception of the service characteristics; 
fewer errors in the processes, which range from registering guests, scheduling stays and 
forecasting room occupancy, among others; likewise, it improves the coordination of lo-
gistical and operational activities in relation to room cleaning, infrastructure maintenance, 
and compliance with safety and hygiene plans. With regard to managing the purchase of 
supplies for operations, it is striking that everyone states that there is a better purchase of 
supplies, even though only the large companies, Hotel EF and Hotel GH from large inter-
national hotel chains, manage to generate a better relationship with their suppliers. They 
point out that it is the size of their purchases that allows them to have an important bar-
gaining power, which small hotel companies do not report. Hence, the latter do not see 
significant improvements in their relationship with suppliers. 
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hygienic factor in order to be competitive in the industry as stated in the interviews. 

Table 4. Digital transformation and competitiveness. 

 Hotel AB Hotel CD Hotel EF Hotel GH 
Leader or follower in DT of sector 
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Investment in DT is higher than 
sector average     

The hotel is more competitive af-
ter investing in DT     

Black circles “ ”indicate a positive impact on the analyzed variable; White circles “ ”indicate a 
negative impact on the analyzed variable. 

The competitiveness of the company or hotel under analysis following their digital 
transformation was measured in several aspects. First, only two hotels claimed to be lead-
ers in their sector, and according to their size, they invested more than the competition in 
new technologies. It was interesting to see that it was not necessarily the largest that led, 
as was the case of Hotel GH. However, in the case of the other large hotel, Hotel EF, it was 
pointed out that they invested in DT because the competition also did, and they realized 

The hotel is more competitive after
investing in DT
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Table 3 shows that the business process management in all the hotels, regardless of 
their size, has improved in terms of the customer perception of the service characteristics; 
fewer errors in the processes, which range from registering guests, scheduling stays and 
forecasting room occupancy, among others; likewise, it improves the coordination of lo-
gistical and operational activities in relation to room cleaning, infrastructure maintenance, 
and compliance with safety and hygiene plans. With regard to managing the purchase of 
supplies for operations, it is striking that everyone states that there is a better purchase of 
supplies, even though only the large companies, Hotel EF and Hotel GH from large inter-
national hotel chains, manage to generate a better relationship with their suppliers. They 
point out that it is the size of their purchases that allows them to have an important bar-
gaining power, which small hotel companies do not report. Hence, the latter do not see 
significant improvements in their relationship with suppliers. 

Table 4 shows the impact of digitalization on the incorporation of technology as a 
hygienic factor in order to be competitive in the industry as stated in the interviews. 

Table 4. Digital transformation and competitiveness. 
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The competitiveness of the company or hotel under analysis following their digital 
transformation was measured in several aspects. First, only two hotels claimed to be lead-
ers in their sector, and according to their size, they invested more than the competition in 
new technologies. It was interesting to see that it was not necessarily the largest that led, 
as was the case of Hotel GH. However, in the case of the other large hotel, Hotel EF, it was 
pointed out that they invested in DT because the competition also did, and they realized 
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Table 3 shows that the business process management in all the hotels, regardless of 
their size, has improved in terms of the customer perception of the service characteristics; 
fewer errors in the processes, which range from registering guests, scheduling stays and 
forecasting room occupancy, among others; likewise, it improves the coordination of lo-
gistical and operational activities in relation to room cleaning, infrastructure maintenance, 
and compliance with safety and hygiene plans. With regard to managing the purchase of 
supplies for operations, it is striking that everyone states that there is a better purchase of 
supplies, even though only the large companies, Hotel EF and Hotel GH from large inter-
national hotel chains, manage to generate a better relationship with their suppliers. They 
point out that it is the size of their purchases that allows them to have an important bar-
gaining power, which small hotel companies do not report. Hence, the latter do not see 
significant improvements in their relationship with suppliers. 

Table 4 shows the impact of digitalization on the incorporation of technology as a 
hygienic factor in order to be competitive in the industry as stated in the interviews. 

Table 4. Digital transformation and competitiveness. 

 Hotel AB Hotel CD Hotel EF Hotel GH 
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ter investing in DT     
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The competitiveness of the company or hotel under analysis following their digital 
transformation was measured in several aspects. First, only two hotels claimed to be lead-
ers in their sector, and according to their size, they invested more than the competition in 
new technologies. It was interesting to see that it was not necessarily the largest that led, 
as was the case of Hotel GH. However, in the case of the other large hotel, Hotel EF, it was 
pointed out that they invested in DT because the competition also did, and they realized 
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that they could be left behind, that is, lagging behind, if they did nothing. Likewise, Hotel 
AB joined the trend in DT due to market pressures. The cases of Hotel CD and Hotel GH 
were different, as they led the way in their respective segments in terms of investment. Of 
course, the large companies did not take more than a year to invest in technology since 
there was a trend in DT. The same applies to Hotel CD. Naturally, smaller hotel companies 
invest much less than the industry average in DT. The relevance of the information con-
cerning this point is that in terms of competitiveness, DT is only seen as a distinguishing 
factor for smaller companies. Large companies, on the other hand, do not see it as a dis-
tinctive factor of competitiveness, but as an industry standard to be met. 

Table 5 shows the impact of digitalization on the problems that lodging companies 
encounter in the process of implementing new information in companies in the industry 
as stated in the interviews. 

Table 5. Barriers to digital transformation. 

 Hotel AB Hotel CD Hotel EF Hotel GH 
Investment cost limits greater DT 

    

Hotel staff was prepared for DT 
    

Resistance to change was high 
among employees     

Training was sufficient and key to 
align staff     
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Finally, Table 5 shows the obstacles that the companies under study had in their 
quests to incorporate technologies into their businesses. In the case of the largest compa-
nies, the greater investment in DT was not a major problem to be tackled. However, for 
smaller hotels it was different, even if opinions differed. Regarding Hotel CD, they con-
sidered it as an investment they were willing to develop and that they valued. The invest-
ment in Hotel AB affected the company’s cash flow, hence they were concerned about the 
investment. It is interesting to note that in all cases, the interviewees declared that the 
employees or staff at their hotels were not prepared for a digital transformation. Lack of 
technical knowledge in languages, in the use of new technological platforms, of commu-
nication and of social networks in general fostered great resistance to change on behalf of 
the employees. It was only in the case of the family business, Hotel CD, that there was not 
much resistance to change, since the very family nature of the company allowed for align-
ment on this investment. 

As stated by the interviewees, greater training and investment in human capital, es-
pecially in the development of skills, made it possible, at least in the cases of the CD, EF 
and GH hotels, for people to be aligned with the objectives of each hotel in terms of pro-
moting the use of new technologies to enable the digital transformation of the front- and 
back-office operations of each hotel. However, training was not sufficient for Hotel AB, 
and staff had to be replaced. 

Undoubtedly, the four cases analyzed are interesting and the results of each inter-
view are very useful to compare in order to generate recommendations for practitioners 
and researchers concerning the recommended developments in the hotel sector in devel-
oping countries in their challenge to incorporate new technologies and further digital 
transformation in their operations. 

5. Discussion 
It is possible to identify at least four proposals from the results of this multiple case 

study, which we intend to test in future research, ideally through statistical or econometric 
methodologies, in order to deepen the analysis of key variables of lodging firms. These 
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able to observe as an important advantage in costs. In the case of the smaller hotels, the 
impact on one of them, Hotel AB, occurred over time, becoming positive after adjustments 
regarding personnel and the new technology used. In the case of Hotel CD, the family 
nature of the company prevented it from experiencing cost improvements due to the new 
technology. Finally, in all the case studies, it appears that there is greater visibility of each 
business and therefore a greater number of queries in the various communication chan-
nels. 

Table 3 shows the impact of digitalization on the management of both key front office 
and key back-office processes as stated in the companies interviewed. 

Table 3. Digital transformation and business process management. 

 Hotel AB Hotel CD Hotel EF Hotel GH 
Better customer perception 

    

Fewer mistakes in processes 
    

Improvements in purchased 
goods     

Better relationship with suppliers 
    

Black circles “ ”indicate a positive impact on the analyzed variable; White circles “ ”indicate a 
negative impact on the analyzed variable. 

Table 3 shows that the business process management in all the hotels, regardless of 
their size, has improved in terms of the customer perception of the service characteristics; 
fewer errors in the processes, which range from registering guests, scheduling stays and 
forecasting room occupancy, among others; likewise, it improves the coordination of lo-
gistical and operational activities in relation to room cleaning, infrastructure maintenance, 
and compliance with safety and hygiene plans. With regard to managing the purchase of 
supplies for operations, it is striking that everyone states that there is a better purchase of 
supplies, even though only the large companies, Hotel EF and Hotel GH from large inter-
national hotel chains, manage to generate a better relationship with their suppliers. They 
point out that it is the size of their purchases that allows them to have an important bar-
gaining power, which small hotel companies do not report. Hence, the latter do not see 
significant improvements in their relationship with suppliers. 

Table 4 shows the impact of digitalization on the incorporation of technology as a 
hygienic factor in order to be competitive in the industry as stated in the interviews. 

Table 4. Digital transformation and competitiveness. 

 Hotel AB Hotel CD Hotel EF Hotel GH 
Leader or follower in DT of sector 

    

Takes years to invest in DT 
    

Investment in DT is higher than 
sector average     

The hotel is more competitive af-
ter investing in DT     

Black circles “ ”indicate a positive impact on the analyzed variable; White circles “ ”indicate a 
negative impact on the analyzed variable. 

The competitiveness of the company or hotel under analysis following their digital 
transformation was measured in several aspects. First, only two hotels claimed to be lead-
ers in their sector, and according to their size, they invested more than the competition in 
new technologies. It was interesting to see that it was not necessarily the largest that led, 
as was the case of Hotel GH. However, in the case of the other large hotel, Hotel EF, it was 
pointed out that they invested in DT because the competition also did, and they realized 
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able to observe as an important advantage in costs. In the case of the smaller hotels, the 
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Table 3 shows that the business process management in all the hotels, regardless of 
their size, has improved in terms of the customer perception of the service characteristics; 
fewer errors in the processes, which range from registering guests, scheduling stays and 
forecasting room occupancy, among others; likewise, it improves the coordination of lo-
gistical and operational activities in relation to room cleaning, infrastructure maintenance, 
and compliance with safety and hygiene plans. With regard to managing the purchase of 
supplies for operations, it is striking that everyone states that there is a better purchase of 
supplies, even though only the large companies, Hotel EF and Hotel GH from large inter-
national hotel chains, manage to generate a better relationship with their suppliers. They 
point out that it is the size of their purchases that allows them to have an important bar-
gaining power, which small hotel companies do not report. Hence, the latter do not see 
significant improvements in their relationship with suppliers. 

Table 4 shows the impact of digitalization on the incorporation of technology as a 
hygienic factor in order to be competitive in the industry as stated in the interviews. 

Table 4. Digital transformation and competitiveness. 

 Hotel AB Hotel CD Hotel EF Hotel GH 
Leader or follower in DT of sector 

    

Takes years to invest in DT 
    

Investment in DT is higher than 
sector average     

The hotel is more competitive af-
ter investing in DT     

Black circles “ ”indicate a positive impact on the analyzed variable; White circles “ ”indicate a 
negative impact on the analyzed variable. 

The competitiveness of the company or hotel under analysis following their digital 
transformation was measured in several aspects. First, only two hotels claimed to be lead-
ers in their sector, and according to their size, they invested more than the competition in 
new technologies. It was interesting to see that it was not necessarily the largest that led, 
as was the case of Hotel GH. However, in the case of the other large hotel, Hotel EF, it was 
pointed out that they invested in DT because the competition also did, and they realized 
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that they could be left behind, that is, lagging behind, if they did nothing. Likewise, Hotel 
AB joined the trend in DT due to market pressures. The cases of Hotel CD and Hotel GH 
were different, as they led the way in their respective segments in terms of investment. Of 
course, the large companies did not take more than a year to invest in technology since 
there was a trend in DT. The same applies to Hotel CD. Naturally, smaller hotel companies 
invest much less than the industry average in DT. The relevance of the information con-
cerning this point is that in terms of competitiveness, DT is only seen as a distinguishing 
factor for smaller companies. Large companies, on the other hand, do not see it as a dis-
tinctive factor of competitiveness, but as an industry standard to be met. 

Table 5 shows the impact of digitalization on the problems that lodging companies 
encounter in the process of implementing new information in companies in the industry 
as stated in the interviews. 
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Finally, Table 5 shows the obstacles that the companies under study had in their 
quests to incorporate technologies into their businesses. In the case of the largest compa-
nies, the greater investment in DT was not a major problem to be tackled. However, for 
smaller hotels it was different, even if opinions differed. Regarding Hotel CD, they con-
sidered it as an investment they were willing to develop and that they valued. The invest-
ment in Hotel AB affected the company’s cash flow, hence they were concerned about the 
investment. It is interesting to note that in all cases, the interviewees declared that the 
employees or staff at their hotels were not prepared for a digital transformation. Lack of 
technical knowledge in languages, in the use of new technological platforms, of commu-
nication and of social networks in general fostered great resistance to change on behalf of 
the employees. It was only in the case of the family business, Hotel CD, that there was not 
much resistance to change, since the very family nature of the company allowed for align-
ment on this investment. 

As stated by the interviewees, greater training and investment in human capital, es-
pecially in the development of skills, made it possible, at least in the cases of the CD, EF 
and GH hotels, for people to be aligned with the objectives of each hotel in terms of pro-
moting the use of new technologies to enable the digital transformation of the front- and 
back-office operations of each hotel. However, training was not sufficient for Hotel AB, 
and staff had to be replaced. 

Undoubtedly, the four cases analyzed are interesting and the results of each inter-
view are very useful to compare in order to generate recommendations for practitioners 
and researchers concerning the recommended developments in the hotel sector in devel-
oping countries in their challenge to incorporate new technologies and further digital 
transformation in their operations. 

5. Discussion 
It is possible to identify at least four proposals from the results of this multiple case 

study, which we intend to test in future research, ideally through statistical or econometric 
methodologies, in order to deepen the analysis of key variables of lodging firms. These 
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impact on the analyzed variable.

The competitiveness of the company or hotel under analysis following their digital
transformation was measured in several aspects. First, only two hotels claimed to be
leaders in their sector, and according to their size, they invested more than the competition
in new technologies. It was interesting to see that it was not necessarily the largest that
led, as was the case of Hotel GH. However, in the case of the other large hotel, Hotel
EF, it was pointed out that they invested in DT because the competition also did, and
they realized that they could be left behind, that is, lagging behind, if they did nothing.
Likewise, Hotel AB joined the trend in DT due to market pressures. The cases of Hotel CD
and Hotel GH were different, as they led the way in their respective segments in terms
of investment. Of course, the large companies did not take more than a year to invest in
technology since there was a trend in DT. The same applies to Hotel CD. Naturally, smaller
hotel companies invest much less than the industry average in DT. The relevance of the
information concerning this point is that in terms of competitiveness, DT is only seen as a
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distinguishing factor for smaller companies. Large companies, on the other hand, do not
see it as a distinctive factor of competitiveness, but as an industry standard to be met.

Table 5 shows the impact of digitalization on the problems that lodging companies
encounter in the process of implementing new information in companies in the industry as
stated in the interviews.

Table 5. Barriers to digital transformation.

Hotel AB Hotel CD Hotel EF Hotel GH

Investment cost limits greater DT
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new technologies. It was interesting to see that it was not necessarily the largest that led, 
as was the case of Hotel GH. However, in the case of the other large hotel, Hotel EF, it was 
pointed out that they invested in DT because the competition also did, and they realized 
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Finally, Table 5 shows the obstacles that the companies under study had in their 
quests to incorporate technologies into their businesses. In the case of the largest compa-
nies, the greater investment in DT was not a major problem to be tackled. However, for 
smaller hotels it was different, even if opinions differed. Regarding Hotel CD, they con-
sidered it as an investment they were willing to develop and that they valued. The invest-
ment in Hotel AB affected the company’s cash flow, hence they were concerned about the 
investment. It is interesting to note that in all cases, the interviewees declared that the 
employees or staff at their hotels were not prepared for a digital transformation. Lack of 
technical knowledge in languages, in the use of new technological platforms, of commu-
nication and of social networks in general fostered great resistance to change on behalf of 
the employees. It was only in the case of the family business, Hotel CD, that there was not 
much resistance to change, since the very family nature of the company allowed for align-
ment on this investment. 

As stated by the interviewees, greater training and investment in human capital, es-
pecially in the development of skills, made it possible, at least in the cases of the CD, EF 
and GH hotels, for people to be aligned with the objectives of each hotel in terms of pro-
moting the use of new technologies to enable the digital transformation of the front- and 
back-office operations of each hotel. However, training was not sufficient for Hotel AB, 
and staff had to be replaced. 

Undoubtedly, the four cases analyzed are interesting and the results of each inter-
view are very useful to compare in order to generate recommendations for practitioners 
and researchers concerning the recommended developments in the hotel sector in devel-
oping countries in their challenge to incorporate new technologies and further digital 
transformation in their operations. 

5. Discussion 
It is possible to identify at least four proposals from the results of this multiple case 

study, which we intend to test in future research, ideally through statistical or econometric 
methodologies, in order to deepen the analysis of key variables of lodging firms. These 
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The competitiveness of the company or hotel under analysis following their digital 
transformation was measured in several aspects. First, only two hotels claimed to be lead-
ers in their sector, and according to their size, they invested more than the competition in 
new technologies. It was interesting to see that it was not necessarily the largest that led, 
as was the case of Hotel GH. However, in the case of the other large hotel, Hotel EF, it was 
pointed out that they invested in DT because the competition also did, and they realized 
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that they could be left behind, that is, lagging behind, if they did nothing. Likewise, Hotel 
AB joined the trend in DT due to market pressures. The cases of Hotel CD and Hotel GH 
were different, as they led the way in their respective segments in terms of investment. Of 
course, the large companies did not take more than a year to invest in technology since 
there was a trend in DT. The same applies to Hotel CD. Naturally, smaller hotel companies 
invest much less than the industry average in DT. The relevance of the information con-
cerning this point is that in terms of competitiveness, DT is only seen as a distinguishing 
factor for smaller companies. Large companies, on the other hand, do not see it as a dis-
tinctive factor of competitiveness, but as an industry standard to be met. 

Table 5 shows the impact of digitalization on the problems that lodging companies 
encounter in the process of implementing new information in companies in the industry 
as stated in the interviews. 
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Finally, Table 5 shows the obstacles that the companies under study had in their 
quests to incorporate technologies into their businesses. In the case of the largest compa-
nies, the greater investment in DT was not a major problem to be tackled. However, for 
smaller hotels it was different, even if opinions differed. Regarding Hotel CD, they con-
sidered it as an investment they were willing to develop and that they valued. The invest-
ment in Hotel AB affected the company’s cash flow, hence they were concerned about the 
investment. It is interesting to note that in all cases, the interviewees declared that the 
employees or staff at their hotels were not prepared for a digital transformation. Lack of 
technical knowledge in languages, in the use of new technological platforms, of commu-
nication and of social networks in general fostered great resistance to change on behalf of 
the employees. It was only in the case of the family business, Hotel CD, that there was not 
much resistance to change, since the very family nature of the company allowed for align-
ment on this investment. 

As stated by the interviewees, greater training and investment in human capital, es-
pecially in the development of skills, made it possible, at least in the cases of the CD, EF 
and GH hotels, for people to be aligned with the objectives of each hotel in terms of pro-
moting the use of new technologies to enable the digital transformation of the front- and 
back-office operations of each hotel. However, training was not sufficient for Hotel AB, 
and staff had to be replaced. 

Undoubtedly, the four cases analyzed are interesting and the results of each inter-
view are very useful to compare in order to generate recommendations for practitioners 
and researchers concerning the recommended developments in the hotel sector in devel-
oping countries in their challenge to incorporate new technologies and further digital 
transformation in their operations. 

5. Discussion 
It is possible to identify at least four proposals from the results of this multiple case 

study, which we intend to test in future research, ideally through statistical or econometric 
methodologies, in order to deepen the analysis of key variables of lodging firms. These 
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able to observe as an important advantage in costs. In the case of the smaller hotels, the 
impact on one of them, Hotel AB, occurred over time, becoming positive after adjustments 
regarding personnel and the new technology used. In the case of Hotel CD, the family 
nature of the company prevented it from experiencing cost improvements due to the new 
technology. Finally, in all the case studies, it appears that there is greater visibility of each 
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nels. 

Table 3 shows the impact of digitalization on the management of both key front office 
and key back-office processes as stated in the companies interviewed. 
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Table 3 shows that the business process management in all the hotels, regardless of 
their size, has improved in terms of the customer perception of the service characteristics; 
fewer errors in the processes, which range from registering guests, scheduling stays and 
forecasting room occupancy, among others; likewise, it improves the coordination of lo-
gistical and operational activities in relation to room cleaning, infrastructure maintenance, 
and compliance with safety and hygiene plans. With regard to managing the purchase of 
supplies for operations, it is striking that everyone states that there is a better purchase of 
supplies, even though only the large companies, Hotel EF and Hotel GH from large inter-
national hotel chains, manage to generate a better relationship with their suppliers. They 
point out that it is the size of their purchases that allows them to have an important bar-
gaining power, which small hotel companies do not report. Hence, the latter do not see 
significant improvements in their relationship with suppliers. 

Table 4 shows the impact of digitalization on the incorporation of technology as a 
hygienic factor in order to be competitive in the industry as stated in the interviews. 

Table 4. Digital transformation and competitiveness. 
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The competitiveness of the company or hotel under analysis following their digital 
transformation was measured in several aspects. First, only two hotels claimed to be lead-
ers in their sector, and according to their size, they invested more than the competition in 
new technologies. It was interesting to see that it was not necessarily the largest that led, 
as was the case of Hotel GH. However, in the case of the other large hotel, Hotel EF, it was 
pointed out that they invested in DT because the competition also did, and they realized 
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The competitiveness of the company or hotel under analysis following their digital 
transformation was measured in several aspects. First, only two hotels claimed to be lead-
ers in their sector, and according to their size, they invested more than the competition in 
new technologies. It was interesting to see that it was not necessarily the largest that led, 
as was the case of Hotel GH. However, in the case of the other large hotel, Hotel EF, it was 
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ment in Hotel AB affected the company’s cash flow, hence they were concerned about the 
investment. It is interesting to note that in all cases, the interviewees declared that the 
employees or staff at their hotels were not prepared for a digital transformation. Lack of 
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nication and of social networks in general fostered great resistance to change on behalf of 
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back-office operations of each hotel. However, training was not sufficient for Hotel AB, 
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Undoubtedly, the four cases analyzed are interesting and the results of each inter-
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and researchers concerning the recommended developments in the hotel sector in devel-
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Finally, Table 5 shows the obstacles that the companies under study had in their quests
to incorporate technologies into their businesses. In the case of the largest companies, the
greater investment in DT was not a major problem to be tackled. However, for smaller
hotels it was different, even if opinions differed. Regarding Hotel CD, they considered it as
an investment they were willing to develop and that they valued. The investment in Hotel
AB affected the company’s cash flow, hence they were concerned about the investment.
It is interesting to note that in all cases, the interviewees declared that the employees
or staff at their hotels were not prepared for a digital transformation. Lack of technical
knowledge in languages, in the use of new technological platforms, of communication
and of social networks in general fostered great resistance to change on behalf of the
employees. It was only in the case of the family business, Hotel CD, that there was
not much resistance to change, since the very family nature of the company allowed for
alignment on this investment.

As stated by the interviewees, greater training and investment in human capital,
especially in the development of skills, made it possible, at least in the cases of the CD,
EF and GH hotels, for people to be aligned with the objectives of each hotel in terms of
promoting the use of new technologies to enable the digital transformation of the front-
and back-office operations of each hotel. However, training was not sufficient for Hotel AB,
and staff had to be replaced.

Undoubtedly, the four cases analyzed are interesting and the results of each inter-
view are very useful to compare in order to generate recommendations for practitioners
and researchers concerning the recommended developments in the hotel sector in devel-
oping countries in their challenge to incorporate new technologies and further digital
transformation in their operations.

5. Discussion

It is possible to identify at least four proposals from the results of this multiple case
study, which we intend to test in future research, ideally through statistical or econometric
methodologies, in order to deepen the analysis of key variables of lodging firms. These pro-
posals are: Digital transformation improves the performance of lodging firms by improving
both sales and service awareness; Digital transformation facilitates the management of
the business processes inherent to the lodging companies; Regarding competition, Digital
Transformation is imperative among lodging firms [42]; Digital Transformation in the
lodging sector must overcome a set of practical problems in order to obtain the stream of
benefits deriving from the new way of doing business.
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5.1. Digital Transformation, Sales and Awareness

In order to compete successfully, every company must define an engaging value
proposition for its customers [43,44] and, at the same time, create a business model that
allows it to obtain the necessary revenue in order to be profitable. The value proposition
must address customers’ needs in multiple areas within their experience, such as response
time, access to products and/or services offered by the company, price, omni-channel, etc.,
Ref. [45] and must work to differentiate itself from its competitors in at least one of these
aspects. However, even when the value proposition is appealing to the customer segment
to which it is directed, the income that the company can generate also depends on other
key factors; among them are the advertising required to inform the customer and promote
the products and services offered (awareness), access to the goods offered by the company,
the sales process itself and how the company provides customers with these goods and
how it builds a profitable relationship with the customer over time, among others.

In the lodging sector, technology has allowed the companies under analysis to use
different tools to highlight and promote the services they provide. Both the Internet and
social networks (social media) have become the preferred media for most of the clients
of the companies analysed, even considering that they represent the industry in general,
in order to know the different options offered [46]. If a client wants to travel to a certain
place, either for pleasure or for business, they simply need to enter a search engine and
find out about all the accommodation options offered by the market, thereby making the
company visible to millions of people around the world. At the same time, a good use of
the Internet and social networks allows the company to promote their service [46], thus
influencing the purchasing attitude of the customer segment to which its value proposal is
directed, at a lower cost. Internet promotion allows the company to show, at a low cost,
the services offered and the recommendations (ratings or scores) of the users regarding
these services. Something similar occurs with social networks where, in addition to the
advantages offered by the Internet, the company can encourage word of mouth among
those who have used the services and potential future customers [47].

A website with the appropriate usability can significantly improve customer access
to the services offered by the company. From the user’s point of view, having the possi-
bility of booking and paying for the service virtually improves their shopping experience
significantly, even more so if the company offers them different means of payment [48].
Meanwhile, for the company, the sales process is simplified and there are fewer mistakes,
which, in turn, reduces the customer’s uncertainty as to whether the accommodation will
be available upon arrival at their destination.

Technology can also facilitate the customer’s access to the accommodation service
itself. For instance, hotels provide users with a virtual access codes to the hotel and the
room they have booked, thus simplifying the check-in and check-out process. Another
example relates to the use of applications to open a door to the assigned room and to access
other services offered by the hotel [49]. In both cases, the company speeds up its processes
for the client and reduces the costs of the operation significantly. All of the above occurred
mainly in the two largest hotels analyzed in this paper.

Meeting the value attributes that the company has promised its customers makes it
more likely for them to use the accommodation whenever necessary. In other words, a
better hotel experience is more likely to generate greater customer loyalty, which is likely
to lead to a stable revenue level and therefore less uncertainty regarding the company’s
competitive position in the future. Customer loyalty, thus achieved, provides a valuable
opportunity to make the relationship profitable over time, using information technologies
that enable the monitoring of the user’s purchasing behaviour in order to customise the
offer of new services and, therefore, extract more revenue from already loyal customers [50].

5.2. Digital Transformation and Business Process Management

Providing an appealing value proposition is not sufficient; it also requires all hotels
to adequately implement the strategy supporting it. A good application of the strategy
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requires efficient and effective management of the business processes that allow the implicit
promise of the value proposal to be fulfilled in a profitable manner. In other words, the
management of each process must comply with the outputs for which it has been designed
and, at the same time, should do so with the least possible resource consumption [51].

For organizations to reap the full benefits of the digital transformation, they must
undergo various stages of development [52]. In the case of hotel companies, this is key.
In the first stage, incorporating technology aims at performing a task in a more agile
and efficient manner [53,54]; the application of standard information and communication
technologies (ICTs) available in the market is standard practice at this stage [55]. In a
second stage, in order to achieve a better economic performance, it is necessary to integrate
the different business processes that operate transversally in the organization, both from a
technical point of view (inter-operability) and from the interdependence of the different
functions that exchange information [56].

The benefits of digital technology are not fully achieved despite the fact that processes
are integrated across the board. To move forward, it is necessary to redesign processes in
line with changes in competitors’ business processes, especially those processes related to
new ways of doing business in those companies that successfully join the industry [57].
For this reason, many of the hotels analyzed required employee training in the use of the
new ICTs, and otherwise, hiring new personnel with previously acquired knowledge.

The next phase aims to redesign the organization’s business processes in relation to
those of other companies that constitute its operations network (for example, suppliers
and distributors of hotel inputs); the purpose here is not simply to share information, but
to integrate key processes that are part of the industry’s value chain, so that the economic
performance of the hotel companies in the network improves significantly [58]. Finally, a
full digital transformation for the type of company analyzed (with the associated economic
benefits) should ease the outsourcing of different processes (through joint ventures, al-
liances partnerships and the like), given that digital technology facilitates the coordination
and control of the processes performed by external companies [59].

Business processes for the lodging sector, and also for other sectors, can be classified
into those processes that the company carries out in front of the customer (front office) and
those that it carries out internally (back office) in order to be able to respond to the customer
when he needs it. Some typical procedures within the hospitality sector are the reservation
of accommodation, the sales process itself and the activities associated with check-in
and check-out, among others. In terms of internal processes, activities associated with
maintenance and housekeeping services, supplier management, processing and analysis of
business information, and marketing activities are key to good economic performance in
the medium and long term.

As previously discussed, key customer-facing processes are supported by information
technologies; currently, the focus is on moving towards the adoption of smart technolo-
gies [31]. Automated booking and sales through the company’s website or the application
(app) it has developed (application development applies mainly to large companies), check-
in, check-out, room entry using the telephone and monitoring any services in addition to
accommodation are managed on the basis of an information system containing customer
data and the services hired.

Concerning the internal processes, the lodging companies use standard software
available on the market to manage and control their own operations and integrated in-
formation systems to connect the business management with their suppliers and other
companies that offer complementary services to accommodation itself, such as tourism
agencies, restaurants and travel agencies.

5.3. Digital Transformation and Competitiveness

In order to maintain a solid competitive position over time, every company must
face two challenges with regard to the customer: (1) to be eligible and (2) to be chosen. In
the first case, in order to be eligible, the company must possess the resources and skills
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necessary to manage the business in such a way as to be able to offer a product and/or
service that meets the required standards within the strategic group in which it competes.
In the second case, to be chosen by the client, the company must not only comply with
industry standards, which is not enough, but the company must also develop skills that
allow it to deliver a differentiating value proposition, innovating constantly in order to
stay ahead of its competitors [60].

To qualify in the lodging sector today, as in any other industry, it is imperative for
companies to incorporate digital technology into business management because of the
impact it has on their economic performance [42,61]. On the one hand, digital technology
allows the company to reach more customers (awareness), reduce costs, manage the
relationship with its suppliers more smoothly and participate in networks with companies
that offer complementary services to accommodation [62]. On the other hand, it enables
the company to provide the client with a better standard of service [63], facilitating the
various transactions that clients must carry out when interacting with the company. In
an industry where accommodation alternatives are varied and abundant, the client is in
a position to demand compliance with the service standard provided by companies that
have incorporated digital technology into the management of their business, so that their
expectations are met [42].

A lodging company must go beyond standard compliance to be chosen. To overcome
this challenge, it is necessary for the company to use digital technology strategically,
creating and co-creating value for its customers in an innovative and sustained way [64],
while developing new business models that allow it to successfully deal with both the
traditional accommodation service offered and new ways of providing accommodation,
such as peer to peer accommodations, collaborative consumption and the like [32]. In this
scenario, the company must not only have incorporated digital technology into its business
management or have the skills to use it efficiently and effectively but must also develop
the skills to become a digital 4.0 company [65].

Despite the importance of incorporating digital technology for lodging companies,
its full implementation in small and medium enterprises has not been as fast as business
dictates. In this sense, and even though many of these companies have the technology
available on the web, its use is focused on managing the basic transactions that the oper-
ation of the accommodation service requires. Consequently, various governments have
developed digitalization programs for companies in the sector, so that they can take full
advantage of the benefits of digitalization and thus be competitive. However, even the
majority of large companies that have rapidly adopted the technology available on the
market have not been successful in developing competitive advantages that are sustainable
over time [66].

5.4. Barriers to Digital Transformation

As it is possible to see in [6] for their analysis of barriers related to capturing the value
of advanced services and digitisation in the road transport industry, in this study of the
lodging sector, it is interesting to analyze the barriers regarding digital transformation. As
with all transformation processes, the adoption and optimal use of digital technology in
the lodging sector must face barriers that will need to be overcome with the agility that the
competitive environment demands [42]. Within these challenges, two stand out: (1) the
process of cultural change, and (2) the acquisition and/or development of the competencies
or skills needed to achieve a digital transformation that will allow the company to maximize
the benefits derived from it [67].

Culture provides the members of an organization with a framework to represent their
behaviour. The people working in the organization understand which behaviours are
expected of them and which are not [68], deriving from a set of shared beliefs and values.
Therefore, culture defines the way in which tasks are carried out in the organization and
justifies, from a value point of view, the relevance of such behaviour [5,69]. From an instru-
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mental perspective, a strong culture aligns employee behavior towards the cost-effective
fulfilment of the value proposition that the organization provides to its customers [70].

While a strong culture is an important asset to facilitate the implementation of the
organization’s defined strategy, it is less so when it is imperative to change this strategy
to remain competitive in the industry. A change in digital strategy requires a change in
organizational culture [69]. However, the need for cultural change creates uncertainty
among employees, which causes resistance towards developing the behaviour that the
new reality demands [71]. On the one hand, the employees are not certain whether the
change that takes place will allow the company’s objectives to be achieved and, therefore,
its continuity over time. On the other hand, there is no certainty that, in the new scenario,
their skills will allow them to maintain their position within the organization. In short, the
change of paradigm puts their well-being at risk.

Ref. [72] proposes different mechanisms to carry out a process of dynamic cultural
change. The first of these relates to the role that the leader of the organization should play
by communicating to all employees the urgent need to change the way the business is
managed in order to ensure its continuity. As discussed above, in the case of the lodging
sector, the incorporation of digital technology is vital for companies to remain competitive.
Although this may seem obvious, the leader must communicate this time and again, and
through all means available to him or her.

The type of leadership is also important. Although the literature describes several
types of leadership, the distinction between transactional and visionary leadership becomes
especially relevant regarding cultural change. In short, transactional leadership focuses
on effectiveness and efficiency in the development of the tasks involved in the business
operation. The transactional leader focuses primarily on achieving the goals defined for a
given period. Visionary leadership, on the other hand, consists of looking ahead, promoting
an attractive and realistic vision of the organization in the future [73]. Without neglecting
the results of the business in a given period, the visionary leader is concerned with the
competitive position of the company in the medium and long term, developing the compe-
tencies that will be required in the future [70]. In addition to permanent communication
and visionary leadership, an effective cultural change requires incentives aligned with new
performance. It will be very difficult for employees to internalize new behaviors if old ones
are still being rewarded [74].

Another fundamental challenge for a successful digital transformation is the acqui-
sition and/or development of the competencies and skills required at each and every
hierarchical level of the organization. One of the main problems that managers have to
solve in this regard is related to the tension that arises from having to, on the one hand,
continue exploiting existing skills and, on the other hand, developing the digital skills
needed to compete successfully in the new environment [75,76].

In this scenario, managers must accurately identify the core competencies required
to fully realize the potential of the digital transformation [5]. At the same time, they must
discern whether these competencies can be developed internally or if the company can
attract talent from the labour market. Finally, they must identify the employees who are
willing to adjust to the new digital scenario and inspire others to integrate technology into
their work in a productive way [77].

This means that for a lodging company to truly become a digital company, it is
necessary to have appropriate technical, managerial and strategic competencies in order to
manage and develop the business processes that support a strong competitive position in
the future [78].

The future in the lodging sector is already here, as discussed above, so company
staff urgently require new skills. In the case of technical skills, acquiring them does not
seem particularly complex, either through recruitment or training. However, the new
profile of the employee does not only require technical skills but also learning new forms
of social interaction that using new technologies involves (embedded); at the same time,
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they must develop the ability to constantly learn in a scenario where technology upgrade
is continuous and hectic.

Regarding the managerial and strategic skills needed for a successful digital trans-
formation, it is necessary to develop transformational leaders, that is, the type of leader
who stimulates the development of his or her subordinates and their commitment to the
organization’s values, showing them how important they are as key actors in achieving the
organization’s objectives and aligning their behavior and performance around the achieve-
ment of those objectives [79]. The successful transformational leadership also requires
communicating frequently with subordinates and being in tune with the available digital
media [63], empowering employees in order to transform them into agents of change and
enabling them to develop the skills that the organisation will need in the future [65,69].

6. Conclusions

The academic literature on Product-Service Innovation (PSI) shows cases of innova-
tion in manufacturing companies that, through the incorporation of services, change the
way they compete in markets. This dynamic of innovation is an example not only for
manufacturing companies, but even service companies. This example of PSI in manufac-
turing invites other industries, such as hospitality, to evaluate innovation mechanisms for
their sector. In particular in the hotel industry, this mechanism has been through digital
innovations that allow transforming the front and back desk activities in each company. In
this article we have presented an industry case study with four successful hotel companies
that have implemented information and communication technologies to support their
operations, attract more clients and support a business strategy in accordance with their
respective value proposal. This digital transformation in the hotel industry has made
it possible to survive in times of pandemic, maintaining the sustainability of projects in
uncertain environments, collaborating with the employment of thousands of people and
allowing a production and logistics chain to keep businesses open in different cities of the
world. In this study and in the choice of the companies analyzed, it is interesting that,
regardless of their size (two were large hotels and two were medium-sized hotels), all
companies achieved business sustainability despite being threatened by market conditions
with the COVID-19 pandemic. Without a digital transformation, these firms would not
only have stopped operating, but also would have further decreased tourism in the cities
where they operate, the care of certain national parks that depend on the visit of tourists
and, of course, hiring workers who depend on this industry.

Several results and discussions for researchers and practitioners emerge from this
analysis that we believe are essential for further study.

6.1. Managerial Implications

Firstly, digital technology generates various opportunities for companies (including
lodging companies) to improve their performance and thus become more competitive,
in a rapidly changing environment. However, to fully obtain all the benefits derived
requires a transformation process that is complex and difficult to manage. For a digital
transformation to be successful, it must allow companies to not simply catch up with their
competitors but to improve performance in a sustained manner over time. In this article,
it was interesting to see how in the smaller hotels, although they decided to invest in
technology alongside the larger companies, the benefits of the digital transformation were
not only experienced by reaching an industry standard, but they went further, enhancing
their value proposition and improving their business performance in the long term. In
other words, for the smaller and medium-sized hotel companies in reality, the digital
transformation brought significant benefits.

Achieving a successful digital transformation has proven, in practice, to be a challenge
even for multinational companies that have the resources and experience to adapt their
strategies to the changing demands of the environment. In fact, according to studies by
the consulting firm McKinsey, less than 30% of companies that have initiated a digital
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transformation process have had sustained success over time [66]. Furthermore, the success
rate of technology companies (companies belonging to what are known as “digitally savvy
industries” (high tech, media, telecom, etc.) does not exceed 26%. Thus, in the case of
large hotel chains, the experience of digital incorporation is linked to reaching a standard
rather than being a distinguishing factor. The choice that clients make for these companies
depends on other factors, which range from the delivery of complementary services,
benefits for partners and companies and customer retention programs, among others.

The present work shows the importance of different factors involved in achieving
a successful digital transformation. It is precisely the above that arises from this work,
highlighting three key resources that must be incorporated to support digital transforma-
tion: transformational leadership committed to a strategic approach, a cultural change in
each company and the development of new skills required to compete in the digital age
(industry 4.0) [15]. Likewise, work must be done in four areas of action that allow the
digital transformation in the hotel sector. Firstly, the impact of digitization on sales and vis-
ibility of companies in the sector. Secondly, the effects on the management of key processes,
both in the back office and in the front office. Thirdly, the incorporation of technology as
a standard factor to be competitive in the industry. Finally, the problems or barriers that
hosting companies must face in the process of implementing new information technologies.

6.2. Limitations and Future Research Directions

Considering the exploratory nature of this research, and the limited number of cases
analyzed, we recommend not generalizing the present results, as it is necessary to carry
out confirmatory research that studies the real impact of digital transformation supporting
the competitiveness and business processes of companies in the hotel sector in develop-
ing countries and the world. Some of the objectives of this study are to encourage the
development of future research by researchers in hotel business management in order
to complement this case analysis with econometric frontier methodologies, which will
allow for the analysis of a larger sample of hotels and to compare the performance of
these companies in their journey towards the digital transformation. This will allow a
better understanding of whether there is a real impact of information and communication
technologies in supporting the competitiveness and development of the sector.
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