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RESEARCH

TECHNOLOGY INTEGRATION EFFECT ON WORKFORCE DIVERSITY AND
EMPLOYEE PERFORMANCE IN PUNE’S LUXURY HOTELS — “TOWARDS A
BETTER TOMORROW?”

Amar Vinod Chavan & Dr Sambhaji Sawant*

Abstract

In recent years, the hospitality industry has witnessed transformative advancements due 1o the
rapid integration of technology. This research explores the impact of these technological innovations
on workforce diversity and employee performance within the luxury hotel sector in Pune, a burgeoning
hub for premium accommodations in India. The study investigates how the implementation of modern
technological tools such as advanced property management systems, Al-driven customer service
solutions, and digital HR platforms influences the diversity of the workforce and overall employee
performance.

This research employs a mixed-methods approach, combining quantitative surveys and qualitative
interviews to gather data from employees, managers, and technology experts across several luxury
hotels in Pune. The findings reveal that technology integration facilitates more diverse hiring
practices by streamlining recruitment processes and eliminating biases inherent in traditional methods.
Furthermore, the study identifies that technology enhances employee performance through increased
efficiency, improved job satisfaction, and better work-life balance. However, challenges such as the
digital divide, resistance to change, and the need for continuous training also emerge as critical factors -
influencing the effectiveness of these technological implementations.

The research underscores that technology, when thoughtfully integrated, has the potential to foster
a more inclusive and high-performing workforce. By leveraging advancements in technology, luxury
hotels in Pune can not only improve operational efficiency but also create an environment that supports
diversity and enhances employee performance. The study concludes with recommendations for future
practices and policy adjustments aimed at harnessing the full potential of technology to build a better
tomorrow for the hospitality industry.

Introduction luxury hotel segment, in particular, stands at the
forefront of adopting cutting-edge technologies to
meet the sophisticated needs of its clientele and
The hospitality industry is one of the most dynam- maintain a competitive edge.

ic sectors globally, driven by a constant demand

for innovation and excellence. [n recent years, the  Pune, a prominent city in Maharashtra, India, has
integration of technology has emerged as a pivot-  become a significant player in the luxury hospi-
al force reshaping various facets of the industry, tality market. With a growing number of high-end
from guest services to internal operations. The  hotels catering to both domestic and international
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guests, the city presents an ideal context for ex-
ploring the cffects of technology integration.
These hotels are not only competing on service
quality but also on their ability to adapt to tech-
nological advancements to enhance operational
efficiency and employee satisfaction.

Technology Integration in the Hospitality
Sector

Technological advancements in the hospitality
sector encompass a broad range of innovations,
including but not limited to:

¢ Advanced Property Management Systems
(PMS): Modern PMS platforms streamline
various operations, including reservations,
guest check-ins/outs, and housekeeping
management, contributing to overall oper-
ational efficiency.

¢ Artificial Intelligence (AI) and Chatbots:
Al-powered solutions provide round-the-
clock customer service, handle routine in-
quiries, and support personalized guest ex-
periences.

¢ Digital Human Resource Management:
Digital HR tools facilitate recruitment,
training, performance evaluations, and em-
ployee management, aiming to reduce bias-
es and improve HR processes.

These technologies are not merely tools but have
the potential to redefine organizational practices
and employee experiences.

The Link Between Technology, Workforce
Diversity, and Employee Performance

The intersection of technology with workforce
diversity and employee performance is a
relatively under-explored area within the context
of luxury hotels. On one hand, technology of-
fers mechanisms for promoting diversity through
objective and streamlined recruitment pro-
cesses. On the other hand, the effectiveness of
technology in enhancing employee perfor-
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mance hinges on its implementation, user
acceptance, and the ability to address existing
challenges.

1. Workforce Diversity: Technology has the
potential to democratize the recruitment
process by offering platforms that reach a
broader audience and reduce bias. Auto-
mated systems can standardize evaluation
criteria, ensuring that hiring decisions are
based on merit rather than personal preju-
dices. Furthermore, digital platforms can
facilitate diverse job postings and attract
candidates from various backgrounds, con-
tributing to a more inclusive workforce.

2. Employee Performance: Technological in-
novations can improve employee perfor-
mance by automating routine tasks, pro-
viding tools for better communication, and
offering platforms for continuous learning
and development. For instance, Al- driven
analytics can identify performance trends
and training needs, while digital tools can
enhance collaboration and efficiency.

However, the successful implementation of
technology also depends on overcoming
certain challenges. Issues such as the digital
divide, where not all employees have equal access
to technology, and resistance to change among
staff can impact the overall effectiveness of
technological solutions.

Purpose and Objectives of the Study

This research aims to provide a comprehensive
understanding of how technology integration
affects workforce diversity and cmployee
performance in the luxury hotel sector in Pune.
The primary objectives of the study are:

1. To Analyze the Impact of Technology on
Workforce Diversity: Investigate how tech-
nological tools and platforms influence the

recruitment process and contribute to creat-
ing a diverse workforce.
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To Assess the Effects of Technology on
Employee Performance: Examine how
technological innovations affect various as-
pects of employee performance, including
efficiency, job satisfaction, and work-lifc
balance.

To Identify Challenges and Recommenda-
tions: Highlight the challenges associated
with technology integration and provide
actionable recommendations for luxury
hotels to enhance their technological stratc-
gies for better outcomes.

Literature Review

1.

Technology and Workforce Diversity

Huang, J., & Reddy, M. S. (2022). “The Role
of Technology in Workforce Diversity and
Inclusion: A Systematic Review.” Journal of
Business Research, 135, 158-170.

» This study explores how technological
advancements can promote workforce
diversity through more inclusive recruit-
ment practices and unbiased screening
processes. It highlights that technology
helps remove biascs and creates oppor-
tunities for a diverse range of candidates.

Saxena, A., & Elman, C. (2021). “Technol-

ogy-Enabled Diversity and Inclusion: A Re-

view of Research and Practice.” Human Re-

source Management Review, 31(4), 100765.

»  This article reviews the role of HR tech-
nologies in fostering workplace diversi-
ty. It discusses various technologies like
applicant tracking systems and Al in re-
cruitment that can support diverse hiring
practices.

Ng, E. S. W., & Burke, R. J. (2020). “Multi-

culturalism and Technology in the Workplace:

The Influence of Technological Advance-

ments on Diversity Management,” Interna-

tional Journal of Human Resource Manage-

ment, 31(15), 1947- 1964.

+  The authors explore how tcchnology in-
fluences diversity management strategies
and the creation of a multicultural work-
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place environment.

Liao, C., & Liu, H. (2021). “Exploring the

Relationship Between Technology Use and

Workforce Diversity: A Theoretical Frame-

work.” Information Systems Journal, 31(3),

401-425.

« This paper presents a theoretical frame-
work for understanding the impact of
technology on workforce diversity, fo-
cusing on how digital tools can facilitate
more inclusive workplace practices.

Jain, A., & Singh, R. (2022). “The Impact of

Technology on Diversity in the Indian Work-

force.” Indian Journal of Industrial Relations,

57(2), 225-238.

« This study specifically addresses how
technological advancements have influ-
enced workforce diversity in India, ex-
amining the Indian context to understand
broader implications.

Technology and Employee Performance

O’Neill, T. A., & Arora, R. (2023). “Tech-

nology and Employee Performance: A Me-

ta-Analysis.” Journal of Organizational Be-

havior, 44(2), 182-198.

« A comprehensive meta-analysis examin-
ing the relationship between technology
use and employee performance. It finds
that technology generally has a positive
impact on performance through increased
efficiency and job satisfaction.

Wang, Z., & Wang, X. (2021). “How Infor-

mation Technology Improves Employee Per-

formance: A Review of the Literature.” Com-

puters in Human Behavior, 115, 106634.

+ This review article summarizes how dif-
ferent IT solutions contribute to improved
employee performance, including perfor-
mance management systems and produc-
tivity-enhancing tools.

Meyer, R. D, & Smith, A. D. (2022). “The In-

fluence of Digital Tools on Employee Perfor-

mance in the Hospitality Industry.” Tourism

Management Perspectives, 42, 100929,

*  The study explores the impact of digital
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tools on performance metrics within the
hospitality industry, highlighting tools
that enhance both efficiency and employ-
ee satisfaction.

Hodgkinson, G. P, & Healey, M. P. (2020).

“Technological Innovations and Their Impact

on Employee Performance: A Systematic Re-

view.” Journal of Business and Psychology,

35(3), 373-390.

» This review investigates various techno-
logical innovations and their effects on
employee performance, including tools
for communication, training, and perfor-
mance evaluation.

Lee, M., & Lee, J. (2023). “The Impact of

Technology on Job Performance: Evidence

from the Service Sector.” Service Industrics

Journal, 43(1), 75-93.

» The paper discusses how technology in-
fluences job performance in the service
sector, with a focus on performance en-
hancement and efficiency gains.

Technology Integration in the Hospitality
Sector

Kwortnik, R. J., & Thompson, G. M. (2021).

“Unifying Service Marketing and Operations
with Service Experience Management.” Jour-
nal of Service Research, 23(2), 158-174.

» This article unifies service marketing and
operations perspectives, emphasizing
how technology enhances the scrvice ex-
perience in the hospitality industry.

Tuzunkan, D., & Erdem, M. (2022). “Tech-

nology Adoption and Its Impact on Luxury

Hotels: A Case Study.” International Journal

of Hospitality Management, 94, 102857.

o The study explores how luxury hotels
adopt new technologies and the subse-
quent impacts on service quality and op-
erational efficiency.

Gretzel, U., & Yoo, K. H. (2022). “Social Me-

dia and Mobile Technology in the Hospitality

Industry: The Impact of Digital Innovations.”

Tourism Management, 89, 104445.

«  This paper examines the impact of social
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media and mobile technologies on the
hospitality industry, including guest in-
teractions and service delivery improve-
ments.

Sigala, M. (2021). “Social Media and Tech-

nology Trends in the Hospitality Sector.” Tour-

ism Management, 80, 104101.

. Sigala discusses how social media and
technology trends are transforming the
hospitality sector, focusing on digital
marketing, customer engagement, and
service efficiency.

Chen, C. F., & Kerstetter, D. L. (2020). “Ex-

ploring the Role of Technology in Enhanc-

ing Hotel Guests’ Experience.” International

Journal of Contemporary Hospitality Man-

agement, 32(5), 1702-1722.

» The article explores how technology en-
hances the guest experience in hotels,
focusing on innovations such as online
Fooking systems and virtual concierge
services.

Challenges of Technology Integration

Bresciani, S., & Eppler, M. J. (2021). “Over-

coming the Digital Divide in the Workplace:

Challenges and Opportunities.” European

Management Journal, 39(4), 493-504.

» This paper discusses the digital divide in
the workplace, emphasizing challenges
such as unequal access to technology and
the need for inclusive training programs.

Cascio, W. F., & Montealegre, R. (2021).

“How Technology is Changing Work and

Organizations.” Annual Review of Organiza-

tional Psychology and Organizational Behav-
ior, 8, 81-105.

* The authors examine how technological
changes are reshaping work environments
and organizational structures, including
issues related to technology adoption and
employee adaptation.

Drucker, P. F. (2020). “The Future of Work
and the Role of Technology.” Harvard Busi-
ness Review, 98(5), 88-95.

* Drucker explores how technological
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advancements are influencing the future
of work, including challenges related to
technology integration and its effects on
the workforce.

¢ Zhao, Y, & Hu, Q. (2022). “Resistance to

Technological Change in the Workplace: An

Empirical Study.” Journal of Applied Behav-

ioral Science, 58(1), 45-65.

* This study investigates resistance to tech-
nological change among employees and
offers insights into overcoming these
challenges for successful technology in-
tegration.

¢ Venkatesh, V., & Davis, F. D. (2020). “A

Technology Acceptance Model for e- Learn-

ing.” International Journal of Human-Com-

puter Studies, 95, 11-28.

* The Technology Acceptance Model
(TAM) is used to understand factors in-
fluencing the acceptance of new technolo-
gies, including issues relevant to e- learn-
ing and training programs.

S. Indian Context and Technological
Advancements

¢ Basu, S. (2021). “Technological Advance-
ments and Their Impact on Indian Luxury

Hotels.” Indian Journal of Marketing, 51(3),

15-28.

* Basu analyzes the role of technological
advancements in the Indian luxury hotel
sector, focusing on innovations and their
effects on service delivery and operation-
al efficiency.

¢ Ravi, A, & Nair, P. R. (2023). “Technology

in Indian Hospitality: Trends and Future Di-

rections.” Journal of Tourism and Hospitality

Management, 11(2), 85-100.

» The authors discuss current technology
trends in the Indian hospitality industry
and explore future directions for technol-
ogy adoption in luxury hotels.

¢ Prasad, K., & Kumar, P. (2022). “Digital
Transformation in Indian Luxury Hotels:
A Study of Current Practices,” Asia Pacific
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Journal of Tourism Research, 27(1), 47- 63.

* This study examines digital transforma-
tion efforts in Indian luxury hotels, eval-
uating current practices and their impact
on scrvice quality and guest satisfaction.

¢ Sharma, G., & Gupta, R. (2021), “The Role of

Digital Technologies in Shaping the Future of

Indian Luxury Hotels.” Tourism Economics,

27(4), 769-788.

* Sharma and Gupta explore how digital
technologies are shaping the future of
luxury hotels in India, focusing on trends,
challenges, and opportunities for the sec-
tor.

¢ Reddy, M., & Rao, P. (2023). “Adoption of

Technology in Indian Hotels: A Comparative

Study.” Journal of Hospitality and Tourism

Technology, 14(2), 210-226.

* This comparative study investigates tech-
nology adoption in Indian hotels, includ-
ing luxury establishments, and compares
it with global trends.

Research Design and Methodology

1. Rescarch Design

The research adopts a mixed-methods approach,
combining quantitative and qualitative methods to
explore the impact of technology integration on
workforce diversity and employee performance in
luxury hotels in Pune. This approach allows for a
comprehensive analysis of both statistical trends
and deeper, contextual insights.

Quantitative Component: This involves a
structured  survey  designed to  collect
numerical data on technology usage, workforce
diversity, and employee performance.

Qualitative ~ Component:  This

involves
semi-structured  interviews

with  managers,
employees, and technology experts to gather
in-depth perspectives on the implications of
technology integration.
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2. Data Collection Methods
a. Quantitative Data Collection

Survey Instrument: A  self-administered
questionnaire was developed based on a thorough
review of existing literature. The survey includes
questions related to technology integration,
diversity metrics, and performance indicators.
The survey was divided into three main sections:

1. Technology Integration: Questions on the
types of technologies used (e.g., Property
Management Systems, Al-driven custom-
er service, HR digital tools), the extent of
technology adoption, and the perceived ef-
fectiveness of these technologies.

2. Workforce Diversity: Questions assess-

ing demographic diversity (age, gender,
ethnicity, educational background), hiring
practices, and the impact of technology on
creating a diverse workforce.

3. Employee Performance: Questions mea-
suring performance outcomes such as job
satisfaction, productivity, and work-life
balance, as well as the perceived impact of
technology on these outcomes.

Sample: A  stratified random sampling
technique was used to select participants from five
luxury hotels in Pune. The sample included 150
employees and 30 managers.

Data Analysis: Descriptive statistics, correlation
analysis, and regression analysis were performed
using SPSS software. These analyses aimed
to identify relationships between technology
integration, workforce diversity, and employee
performance.

b. Qualitative Data Collection
Interview Instrument: Semi-structured
interview guides were developed for manag-

ers, employees, and technology experts. The
interviews explored:

A Peer Reviewed Research Journal

1. Experiences with Technology Integration:
How new technologies have been imple-
mented and received within the hotels.

2. Perceptions of Technology’s Impact on Di-
versity: How technology has affected hir-
ing practices and created a more inclusive
work environment.

3. Perceptions of Technology’s Impact on
Performance: How technology has influ-
enced employee productivity, job satisfac-
tion, and work-life balance.

Sample: Purposive sampling was used to select
10 managers, 10 employees, and 5 technology ex-
perts from the five hotels. Each interview lasted
approximately 45 minutes and was recorded for
transcription and analysis.

Data Analysis: Thematic analysis was used to
identify key themes and patterns from the inter-
view transcripts. NVivo software was employed
to assist with coding and categorizing qualitative
data.

3. Statistical Data Analysis
a. Descriptive Statistics

Descriptive statistics provided an overview of the
survey data. The results indicated:

1. Technology Integration: The majority
of hotels utilized Property Management
Systems (85%), Al-driven customer ser-
vice solutions (70%), and digital HR tools
(65%).

2. Workforce Diversity: The workforce com-
prised 55% females and 45% males. Ethnic
diversity was moderate, with 40% from dif-
ferent regional backgrounds.

3. Employee Performance: 70% of employees
reported high job satisfaction, 65% indicat-
ed improved productivity, and 60% expe-
rienced a better work-life balance due to
technological advancements.

-
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b. Correlation Analysis

Pearson correlation coefficients were calculated
to explore the relationships between technology
integration, workforce diversity, and employcc
performance:

1. Technology Integration and Workforce Di-
versity: A positive correlation (r=045,p
< 0.01) was found, indicating that greater
technology integration is associated with
improved workforce diversity.

2. Technology Integration and Employee Per-
formance: A significant positive correlation
(r=0.55,p<0.01) was observed, suggest-
ing that more advanced technology leads to
better employee performance.

3. Workforce Diversity.and Employee Perfor-
mance: A moderate positive correlation (r
= 0.40, p < 0.05) was found, implying that
increased diversity contributes to improved
performance outcomes,

c. Regression Analysis

Multiple regression analysis was conducted to
assess the impact of technology integration on
workforce diversity and employee performance:

1. Dependent Variable: Employee Perfor-
mance.

2. Independent Variables: Technology Inte-
gration, Workforce Diversity.

The regression model showed that technology
integration significantly predicted employee
performance (B = 0.62, p < 0.01). Workforce
diversity also had a positive impact on employ-
ee performance (f = 0.27, p < 0.05). The model
explained 55% of the variance in employee
performance (R? = 0.55).
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4. Results

a. Impact of Technology on Workforce
Diversity

The data revealed that technology has a

substantial effect on workforce diversity.
The use of advanced recruitment tools and
automated applicant tracking systems was
associated with more diverse hiring practic-
es. These technologies helped eliminate biases
and broadened the candidate pool, Icading to a
workforce  that  better reflects  various
demographic groups.

Key Findings:

1. Recruitment Efficiency: Digital recruit-
ment platforms enabled the hotels to reach
a wider audience, resulting in a more di-
verse pool of applicants.

2. Bias Reduction: Al-driven tools helped
minimize biases in the hiring process, con-
tributing to a more inclusive work environ-
ment.

3. Diverse Hiring Outcomes: The integration
of these technologies led to an increase in
the recruitment of candidates from diverse
backgrounds, including women and ethnic
minorities,

b. Impact of Technology on
Performance

Employee

Technological advancements were found to

positively influence employee performance in
several ways:

Key Findings:

1. Increased Efficiency: Automation of rou-
tine tasks such as reservations and check-
ins allowed employces to focus on more
complex tasks, improving overal] produc-

tivity.
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2. Enhanced Job Satisfaction: Technologies
that streamline processes and reduce man-
ual work contributed to higher job satisfac-
tion among employees.

3. Improved Work-Life Balance: Flexible
work schedules and remote work options
enabled by technology helped employees
achieve a better work-life balance.

Challenges Identified:

¢ Digital Divide: Not all employees had
equal access to technology, which some-
times led to feelings of exclusion among
less tech-savvy staff,

¢ Resistance to Change: Some employees
and managers were resistant to adopting
new technologies, affecting their effective-
ness.

5. Discussion

The findings from this study hiAghlight the sig-
nificant role of technology in shaping workforce
diversity and employee performance in luxury
hotels in Pune. The results align with existing lit-
erature on the positive impacts of technology in
the hospitality sector but also uncover specific
challenges faced in the Indian context.

a. Technology’s Role in Workforce Diversity

The study supports previous research indicat-
ing that technology can enhance workforce
diversity by making recruitment processes more
objective and inclusive. The use of advanced
recruitment tools aligns with Huang and Reddy’s
(2022) findings that technology facilitates diverse
hiring practices. However, the study also iden-
tified the need for ongoing efforts to ensure that
technological solutions are accessible to all
employees, cchoing the concerns raised by
Bresciani and Eppler (2021).
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b. Technology’s
Performance

Impact on  Employee

The positive impact of technology on employee
performance observed in this study is consistent
with the results of Wang and Wang (2021), who
found that technology improves efficiency and job
satisfaction. The study adds to the understanding
of how specific technological innovations, such as
Al and digital HR tools, directly influence perfor-
mance outcomes in the hospitality industry.

Contradictions: While the study found a
general positive impact of technology on
performance, it also highlighted challenges
such as the digital divide and resistance to
change, which were less emphasized in previous
research (Drucker, 2020).

¢. Implications for the Hospitality Industry

For luxury hotels in Pune, the integration of
technology presents both opportunities and
challenges. The study underscores the impor-
tance of strategic implementation to maximize the
benefits of technology while addressing potential
issues. The findings suggest that hotels should
invest in employee training and support to
overcome resistance and ensure equitable
access to technological resources.

6. Findings

1. Technology
Diversity:

Integration and Workforce

¢ Technology significantly enhances work-
force diversity through efficient, unbiased
recruitment processcs.

¢ Digital tools and Al contribute to a more in-
clusive and representative workforce.

2. Technology Integration and Employee Per-
formance:

¢ Technology improves employee

per-
formance by Increasing efficiency,

Job
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satisfaction, and work-life balance.
¢ While technology provides numerous ben-
efits, challenges such as the digital divide

and resistance to change must be managed
effectively.

3. Correlation between Workforce Diversity and
Employee Performance:

¢ Apositive correlation exists between work-
force diversity and employee performance,
suggesting that a diverse workforce en-
hances overall performance outcomes.

7. Conclusion

This research demonstrates that technology in-
tegration in luxury hotels in Pune has a notable
impact on both workforce diversity and employee
performance. The study finds that advanced tech-
nological tools foster a more diverse and effective
workforce by streamlining recruitment processes
and improving operational efficiencies.

Summary of Key Conclusions:

¢ Technology promotes workforce diversi-
ty: Digital recruitment tools and Al appli-
cations help create a more inclusive work
environment by reducing biases and broad-
ening candidate pools.

¢ Technology enhances employee perfor-
mance: Automation and digital tools lead to
increased efficiency, higher job satisfaction,
and better work-life balance for employecs.

¢ Challenges must be addressed: Ensuring
equitable access to technology and over-
coming resistance to change are crucial for
maximizing the benefits of technological
innovations.

8. Future Research

Future research should explore several avenues to
build on the findings of this study:
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I.

Longitudinal Studies:

¢ Conducting longitudinal studies to examine

2.

3.

¢

4.

L4

the long-term effects of technology integra-
tion on workforce diversity and employee
performance. This would provide insights
into the sustainability of the observed im-
pacts over time.

Comparative Studies:

Expanding research to include a compar-
ative analysis between luxury hotels in
different regions of India or internation-
ally. This could reveal how geographical
and cultural factors influence the effects of
technology on diversity and performance.

Deep Dive into Specific Technologies:

Investigating the impact of specific tech-
nologies, such as Al-driven recruitment
tools or advanced performance manage-
ment systems, on various aspects of work-
force diversity and performance.

Employee Perspectives:

Further exploring employee perspectives
through detailed case studies or focus
groups to understand their experiences with
technology and its impact on their work en-
vironment and performance.

5. Technology Adoption Models:

6.

Developing and testing new models for
technology adoption in the hospitality
sector, focusing on strategies to overcome
resistance and enhance technology accep-
tance among employees.

Intersectional Analysis:

Exploring how different aspects of diver-
sity (e.g., gender, ethnicity, age) intersect
and influence the effects of technology on

workforce diversity and employee perfor-
mance.
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