Chapter 10
Enhancing Guest
Experience and Data

Security in Hospitality:
The Role of Blockchain
Technology

Ankit Dambhare
https://orcid.org/0000-0002-8455-4128

Institute of Hotel Management, Lucknow, India

Varinder Singh Rana
City University, Ajman, UAE

ABSTRACT

This chapter examines how blockchain technology has a significant impact on data
security and visitor experience in the hospitality industry. Blockchain provides a
transparent and decentralized solution in a time when data security and trust are
critical. This chapter clarifies blockchain's significance in transforming visitor
interactions and protecting private data by going over its fundamental ideas and
features. An unchangeable ledger system in blockchain technology serves as a basis
for open and unhackable guest management systems. Hospitality businesses may
increase operational efficiency and client happiness by using smart contracts to
automate tasks like reservation and feedback gathering. Additionally, guest data
security and privacy are guaranteed by blockchain's cryptographic algorithms,
which reduce the possibility of breaches and unauthorized access. This chapter
demonstrates the benefits and practical implications of blockchain implementation
in hospitality environments using case studies and real-world experiences.
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1. INTRODUCTION

The hospitality sector is going through a digital revolution as technology be-
comes more and more essential to improving the visitor experience and protecting
data. Blockchain has drawn a lot of interest for its potential uses outside of finance
since it was first created as the foundational technology for cryptocurrencies like
Bitcoin (Nakamoto, 2008). Fundamentally, blockchain is a distributed ledger tech-
nology that makes it possible to maintain records over a network of computers in a
transparent and safe manner (Swan, 2015). Participants' trust and transparency are
increased by the immutability and cryptographic security of transactions recorded
on a blockchain (Tapscott & Tapscott, 2016). Blockchain offers a compelling option
to overcome the trust deficit that exists in traditional hospitality systems, where
intermediaries frequently manage and modify visitor data, because of its intrinsic
trustworthiness (Filimonau & Naumova, 2020). Blockchain technology offers the
ability to decentralize data storage and management, giving guests more control over
their personal information and improving operational efficiency for hotel operators
(Catalini & Gans, 2016).

Enhancing the visitor experience is one of the main areas where blockchain may
have a big impact on the hospitality sector. Hospitality businesses can expedite a
number of operations, such as check-ins, reservations, and personalized services,
by implementing blockchain-based systems (Bellos, 2024). Deployed on blockchain
networks, smart contracts are programmable self-executing agreements that simplify
repetitive operations and enable smooth interactions between service providers and
visitors (Szabo, 1997). Blockchain technology offers the ability to deliver a friction-
less guest experience that is customized to each guest's preferences and demands
by eliminating middlemen and lowering transactional friction (de Koning Gans &
De Vries, 2018). Furthermore, blockchain reduces the possibility of data breaches
and unauthorized access, which improves data security in the hospitality industry
(Buterin & Griffith, 2017). According to Christidis and Devetsikiotis (2016), tra-
ditional centralized databases are susceptible to manipulation and hacking, which
exposes private guest information to security risks. On the other hand, the decen-
tralized architecture of blockchain disperses data over numerous nodes, rendering
it intrinsically impervious to manipulation and unapproved modifications (Gervais
etal., 2016).

Furthermore, the confidentiality and integrity of data kept on the blockchain are
guaranteed by cryptographic techniques including hashing and encryption (Bon-
neau et al., 2015). Hospitality providers can strengthen their cybersecurity posture
and give guests peace of mind about the security of their personal data by utilizing
these security measures (Ekblaw et al., 2016). Blockchain technology adoption in
the hospitality industry is not without its difficulties. To fully utilize blockchain
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