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Abstract

The aim of this study was to assess hoteliers' impressions of Web3, which includes blockchain,
cryptocurrencies, smart contracts, NFTs, and the metaverse. The study comprises an analysis
of prior research on Web3 and its uses in the hotel industry, followed by interviews with
hoteliers. The key conclusions include what hoteliers don't expect to happen because of Web3,

as well as what will. resulting in suggestions for Web3 companies and other research topics.

Keywords
Hotels, Tourism, Hospitality, Web3, Cryptocurrencies, Blockchain, Smart Contracts, NFT,

Metaverse & Technology.

This work used infrastructure and resources funded by Fundacdo para a Ciéncia e a
Tecnologia (UID/ECO/00124/2013, UID/ECO/00124/2019 and Social Sciences DatalLab,
Project 22209), POR Lisboa (LISBOA-01-0145-FEDER-007722 and Social Sciences

Datalab, Project 22209) and POR Norte (Social Sciences Datal ab, Project 22209).



Table of Content

QoY LT o o 4
LT 1T = == 7
AV =11 0 To e o T -V P 17
Data analysis and FrESUILS ......cceuiiiiieiiiiiiiiiiierie e reneeesreneseesesnssssseenssssssensssssennsssssesnssssssnnssssesnnssssnennes 19
LY o 1 LT o ) o 22
Conclusion, future research & lIMITatioN ......cccieciieeiiiieiiiiiiiiiirre e reeeereneersnesressssenessenessessssesssssnssssnns 25
REFEIENCES «.euuiiiiiiiiieieieiiiiieteeenenessse st teeeennassssssessseeeenanssssssssssseeessnnssssssssssesessnnsssssssssssssessnnnsssssssssssanennnn 27

2 0T o =T 4T T o7 40



Introduction

This is the final individual dissertation of Vincent Somsen, a student at NOVA SBE, carried
out as a Directed Research Internship (DRI) at Winding Tree. This company was the first that
built Web3 solutions for the travel industry and had an initial public coin offering in 2017. The
supervisor at the company is Maksim Izmaylov (CEO) and has approved this research to be
carried out. The outcome of this research will provide Winding Tree a better indication of how

to build its products and services for hoteliers.
Problem

Hotels have been known for many years for their lack of technology adoption, as compared to
businesses in other industries. According to Leung (2019), the attitude toward new technologies
does differ among stakeholders. Leung claims that hotel owners anticipate that the adoption of
new technology would improve their hotel's reputation and brand image, which should lead to
improved financial performance. Hotel managers, on the other hand, believe that using the new
technology would enhance their operational performance, decrease burden, save labour and
costs, and generate revenue. Because the sector is practical and "hands-on," invention and
innovation are easily transferable and, as a result, should be quickly accepted when proven to

be beneficial (Muller, 2010).

With the “Web3 industry” expected to reach $81.5 billion in market size by Emergen Research
(2022), hotels must know how what Web3 is and, more importantly, what it means for their
business. Therefore, it is important to review some of the most relevant topics to the hotel sector,

which can be found in App. 1.



Relevance of Web3

After reviewing the abovementioned topics in App.1, one should understand why Web3 gives

us an indication that it could benefit hotels.

First, the definition of Web3 must be understood, which can be described along the lines of:

A blockchain-based decentralized online environment. platforms and apps created on Web3
fundamentals that will be owned by users, who will earn their ownership interest by

contributing to the development and maintenance of such services (Edelman, 2021).

The paper by Bambacht and Pouwelse (2022) provides a comprehensive summary of the main

motivations for the development of Weba3:

There is a growing global movement in favour of a more open and decentralized internet. The
privacy of online identities and data is a growing worry for people. The internet is always
evolving. Web2 focused on companies that provide services in exchange for personally
identifiable user information. Web3 is dedicated to user-centricity through the implementation
of zero-server and decentralized systems. To enable individuals and recover authority, the
contemporary digital culture needs a global transformation. For the storage of personal data
and for-profit digital identity, citizens are held captive by big technology. Data security has
shown to be essential, particularly in light of the rise in home internet traffic during the COVID
pandemic. Restoring power to citizens and users is the overarching issue and goal of Web3.
The examples in App. 2 are practical changes on the web that Web3 features and illustrate the

general shift from Web1 to Web2, and eventually to Web3 (Educative, 2022).

Goals of this research

Despite the short-lived excitements around Web3 in various industries, a complete evaluation

of perceptions of Web3 by hoteliers is absent. This research paper aims to provide a clear



evaluation of the perceptions that can be used by academics, Winding Tree, or other Web3
businesses to have a better idea of what hoteliers think about Web3. The result is thought to

assist Winding Tree when developing products and services for hoteliers.
Added value to the field

Much has been published on hotel technologies and their implications, like Kasavana (2011),
some regarding Web3 for tourism by Albaom, et al. (2021), and Blockchain for tourism by
Treiblmaier & Onder (2018). However, none of them have addressed the Web3 perceptions by
specifically hoteliers. As a result, the added value of this research is to provide additional

insights for that specific stakeholder in the hotel sector.

Furthermore, academic researchers Treiblmaier and Onder (2019), who examined DMO
perceptions of Web3, and Abdullah et al. (2022), who examined tourist intentions to utilize
Web3, strongly advocate for additional research in Web3 technologies in hospitality and
therefore the hotel sector. This again justifies the researcher's study of a stakeholder in the

hospitality industry: hoteliers.



Literature review

Web3 characteristics

The third generation of the Web, or Web3, is intended to provide users more control over their
data without requiring them to put their trust in outside entities like Meta or Twitter, according
to Wang et al. (2022). This includes authority over ownership, identities, and tokens rather than
having those centralized as it did in Webl and Web2. In Web3, developers can create
blockchain-based applications and services with a focus on decentralization, which frees data
from this centralized control. Web3 developers would prefer not to have to write software that
executes on a single server or database to handle business logic (storing user data). Web3 apps
are instead developed on distributed networks, including blockchain platforms or analogous

P2P servers-hosted distributed systems (ibid).

Web3 is not completely defined by well-known applications like blockchain, cryptocurrency,
or NFTs. Web3 is fundamentally based on the three characteristics of decentralization,
permissionless, and transparency, according to Gavin Wood, the computer scientist who
came up with the term (Wood, 2022). A comprehensive breakdown of these three

characteristics can be found in App. 3.

Web3 applications

Now that the principles of Web3 have been outlined, it is crucial to explain how Web3 is
currently used. As a reader, it might be too confusing how these principles could be carried out
in actual useful applications, therefore it is vital to be aware of the full potential of the third

iteration of the web.



1. Blockchain

Web3 applications are primarily supported by blockchains (Gilbert, 2022). That is why this
section elaborates more on blockchains than other applications due to their significance of them.
The blockchain is an immutable digital database of economic transactions that can be
configured to record nearly anything of value in addition to financial transactions (Bhandarkar,

2019).

Blockchains are a type of decentralized recordkeeping that has gained popularity as a result of
cryptocurrencies. In 2009, the first blockchain was launched alongside the cryptocurrency
Bitcoin. Since then, blockchain technology has been used to create new cryptocurrencies as
well as other applications. Blockchains are peer-to-peer networks. Nodes are computers that
connect to a network. Nodes are in charge of verifying data alterations. These changes are
referred to as transactions. When a transaction is verified, it is turned into a block and
permanently tied to the chain's terminus (Biscontini, 2020). The validating system depends on
the blockchain used and is further explained by Gan, et al. (2022) in Appendix 4. The
blockchain is the collective record of all transactions. Because previous blocks on the
blockchain are often unmodifiable, the blockchain itself acts as a permanent record of all

information changed on a blockchain network (Biscontini, 2020).

1.1 Blockchain Advantages

Blockchains' increased security, transparency, and fast traceability are the cornerstones of their
growing reputation for reliability. Beyond trust building, blockchain offers additional
commercial advantages like cost savings through increased speed, efficiency, and automation.
Blockchain drastically reduces errors and paperwork, as well as the requirement for
intermediaries or third parties to authenticate transactions, which significantly lowers overhead

and transaction costs (IBM, 2022).



1.2 Blockchain Disadvantages

The main disadvantage of (some) blockchains is firstly the high energy consumption that is
generated by transactions occurring. This is due to validating the transactions and keeping a
real-time ledger and therefore a single source of truth/consensus among all ‘nodes’ (Strebko,
2018). This makes transactions rather costly on some blockchains but ensures security and
transparency as well. Secondly, certain blockchains have limited scalability. It is affected by a
variety of parameters, including transaction throughput, node count, storage, block size, high
connectivity, latency, cost, and the verification process. The most debated element among them
is transaction throughput, which is tightly tied to the unique consensus method of a given

blockchain (Khan, 2021).

1.3 Blockchain use-cases

Major organizations and companies are currently using blockchain technology in a variety of
practical applications. The applications range from boosting government communications to
improving manufacturing processes, supply chains, remote patient monitoring, and the issuance
of digital currency. The use-cases, which can be found in App. 5, come in a variety of scopes

and types of industries.

2. Smart contracts

A smart contract is an electronic transaction system that carries out the terms of a contract. The
primary objectives of smart-contract design are to limit malicious and inadvertent exceptions,
do away with the need for trusted intermediates, and meet standard contractual requirements
(such as payment periods, liens, secrecy, and even enforcement). All of these associated
economic objectives—reduced fraud loss, arbitration and enforcement costs, and other

transaction costs—could be achieved (Szabo, 1994).



2.1 Smart contract use-cases

Several applications have been launched where smart contracts are used. One clear use-case is
legally binding agreements. Take the State of California which allows marriage, birth, and death
certificates to be issued through a smart contract and therefore be stored on a blockchain
(Gemini, 2021). This would allow for not only a faster, cheaper, and more efficient distribution
mechanism that saves Californians both time and money, but it is also considerably more secure
because it is practically impossible to hack (Hamilton, 2022). Insurance goods are another
example. Consider Arbol, a start-up that collects raw meteorological data from reliable sources,
analyses it, and pays out automatically. All of this occurs via a smart contract in which the
agreements between the insurer (Arbol) and farmers are written in stone. Farmers across the
world can retain their livelihoods without fear of financial ruin from a single terrible weather

season because they have hedged against unpredictable weather circumstances (Arbol, 2022).

3. Cryptocurrencies

A peer-to-peer digital exchange system called cryptocurrency uses encryption to create and
distribute currency units (Farell, 2015). In other words, it stands for a decentralized means of
exchange that carries out financial transactions using cryptographic techniques (Doran, 2015).
There are now over 21.000 crypto ‘tokens’ (Coin Market Cap, 2022), which can be divided into

the following categories:

The first is Stablecoins which are backed by traditional assets (e.g. gold or the US dollar) and
those which are backed by cryptocurrencies (e.g. Bitcoin or Ether). The second is Non-
stablecoins which cryptocurrencies, NFTs, and dApp tokens are classified under. Of these two
categories, cryptocurrencies are the largest sub-category in terms of usage which can be
primarily differentiated by values, transaction speeds, utility, and volatility characteristics

(Makarov & Schoar, 2022).



3.1 Cryptocurrency use-cases

The two most popular cryptocurrencies are Bitcoin and Ether. A decentralized payment system
called Bitcoin first surfaced in 2009. The first cryptocurrency that was not under the authority
of a single entity was BTC, the native coin. Its goal is to serve as a peer-to-peer payment system
with a cap of 21 million bitcoins (Nakamoto, 2009). Ether is the currency used on the Ethereum
blockchain (ETH). Similar to BTC, it is fully digital and can be sent "instantly” to anyone on
the planet. Additionally, no government or company has any control over the availability of
ETH; it is completely decentralized and transparent (Ethereum Foundation, 2022).
What value it can offer to businesses and people, though, is the actual issue. By using
cryptocurrencies, they may experience lower transaction costs, increased efficiency, increased
security and privacy, significant benefits from diversification, alternative finance solutions, and

financial inclusion (Rejeb et al., 2021) (Bunjaku et al., 2017).

4. NFTs

Digital assets known as NFTs (non-fungible tokens) represent tangible or intangible forms of
creative labor or intellectual property, such as music, digital art, games, gifs, video clips, and
more. The word "nonfungible™ in NFT refers to the notion that each token is a unique object
representing a single distinct thing and cannot be swapped for another token. These tokens are
composed of digital media (music, video, and photos) that can have a monetary value expressed
in cryptocurrency. The NFTs are primarily a component of the Ethereum blockchain, but they
are distinct from Ethereum currencies, which can be swapped for equivalent assets thanks to
fungibility (Mani, 2021). Fungible items can be traded for other items of the same kind,
including money, commaodities, and common shares. Sports cards, real estate, and other non-
fungible items, on the other hand, cannot be traded for equivalent goods due to their higher
value than their actual material value (Ante, 2022). Since each NFT is distinct and undividable,

the word "non-fungible” implies that there could possibly be an infinite variety of NFT types



(Bao & Roubaud, 2022). According to their most popular uses, Dowling (2022) puts NFTs into

six main categories: art, collectibles, gaming, metaverse, other, and utility.

4.1 NFT use-cases

Digital art and collectibles may now be sold as NFTs, offering a new revenue stream for artists
and creators, especially with minimal entry barriers because everything is done online from
creation to sale. The artist earns a commission when his or her NFT is resold. The NFT
developer can determine how high the commission should be on the platform/dapp where it is
sold (e.g., OpenSea). The NFT 'Everyday: ‘The First 5000 Days," for example, was sold for
$69.3 million, the largest NFT transaction to date (Patrickson, 2021). Or consider Crypto Punks,
which includes 10,000 unique digital art artifacts stored on the Ethereum blockchain

(Gonserkewitz et al., 2022).

NFTs are now employed in gaming for extra perks and avatars, which are then recorded on a
blockchain. These can then be resold to other players for a profit or used to start a new game
with the NFTs purchased (Park et al., 2022). The obvious distinction here is that the NFT and
its reward to the user do not belong to the game's author (as in Web2 games), but to the person

who purchased it, although the creator may receive a commission as previously indicated.

Many projects have yet to see product-market fit due to the novelty of NFTs. As a result, many

projects are only ideas that are unsure to succeed (Gonserkewitz et al., 2022).

5. Metaverse

The metaverse is a virtual world created by computers that has an independent economic system
and a shared set of moral principles. It combines the suffix "verse™ and the prefix "meta,” which
both mean transcendence (shorthand for the universe). Most people think of the metaverse as a
fully immersive, extremely spatiotemporal, and self-sustaining shared virtual environment that

combines the physical, human, and digital worlds (Ning et al., 2021). The metaverse is regarded



as an emerging paradigm of the next-generation internet (Web3), which comes after the web
and mobile internet revolutions, in which users can live as digital natives and have an alternate

existence in virtuality (Wang et al., 2022).

All of the goods you own or produce are unique and unreplicable because the metaverse is built
on blockchain technology. Similar to art, blockchain technology makes sure that each digital
item sold in the metaverse is unique. Additionally, cryptocurrency powers the metaverse, where

everything is traded and purchased using different kinds of cryptocurrencies (Laeeq, 2022).

5.1 Metaverse use-cases

The metaverse is expressed in different domains or applications.

The primary application in the metaverse is games. This is where the real world can be
overlapped by the digital world where entertainment or education could be used to add value to
users. Examples of these incredibly popular Web3 games are Fortnite, Roblox, and Sandbox

(Dwivedi et al., 2022).

Another use of the metaverse is a representation of a business. This is where companies have a
virtual office where users can interact with the brand as they would do in ‘real life’. Think of
brands like Nike, Louis Vuitton, Gucci, and EY that have already marked their spot in the
metaverse where users can see the latest products or services in a more intuitive way they

haven’t experienced before (ibid).

When it comes to education, the use of the metaverse can increase educational opportunities to
explore places that were previously impractical due to constraints on location, time, and money,
ultimately resolving real-world issues in virtual worlds (Tlili, 2022). A better student
connection, increased motivation and engagement, and the extension of traditional learning

through the provision of experiences that would otherwise be unachievable are all made



possible by the metaverse's greater customization, greater creativity, and reduced risk (Erturk

& Reynolds, 2020).

Current applications of Web3 in Hotels

Several projects have been launched in recent years to add value to hotels using Web3
technologies. Even though these projects have gained a lot of attention in the media, little
academic research has been conducted to determine their feasibility or relevance to hotels. The

following overview has been created to shed some light on the current applications.
Distribution efficiencies

Companies like Winding Tree, the current employer of the researcher, has been building Web3
solutions since 2017. The main activity is focused on disintermediating the distribution
landscape of hotels, from finding suitable accommodation to the actual payment. Using Web3
technologies blockchains, smart contracts and cryptocurrencies, Winding Tree seeks to be more
open, secure, fast, and cheaper than Web2 distribution platforms. The distribution landscape is
currently extremely controlled by large players like Booking.com and Expedia Group and is
deemed to be too expensive, controlling, and brand/price diluting for hotels. Hotels can join the
decentralized marketplace and benefit from the previously mentioned advantages (Winding
Tree, 2022). Decentralization of travel marketplaces has been named one of the main benefits

of Web3 technologies in the hospitality industry (Treiblmaier, 2020).
Automation through smart contracts

Smart contracts are defined as having programmability and automated execution that is
independent of human intervention, and they offer several benefits to hotels by lowering the
effort necessary for the execution of the contract, satisfaction monitoring, reconciling billing,

and settlements (Goudarzi & Martin, 2018). This can aid in the discovery of efficiency during



check-in, cleaning, or even access activities where no human intervention is required.
Furthermore, a smart-contract-based system for integrated reservations and hotel services
makes it easier for customers to receive all types of services safely, while also eliminating part

of the intermediary commission fees (Demirel et al., 2021).

Tokenization

A token can be created on a blockchain to represent a (tradable) asset. Creating tokens is a
process known as tokenization. Owners can exchange these tokens for rewards (such in travel
loyalty programs) or transfer ownership of the underlying assets. A project may alternatively
be funded via the creation of tokens that grant the token owner a claim on the project's income
or some other advantage, like a discount on the project's products (Barkel et al., 2021).
Big hotel brands like Marriott are experimenting with NFTs. They issued a collection created
by digital artists and were purchased by three individuals who were awarded 200 000 points on
the main loyalty program. This form of tokenization could improve their efforts in marketing,

branding, and customer retention (Walia, 2022).

Furthermore, the tokenization of room nights has been claimed to be beneficiary for both
accommodation providers and guests. The room nights become effectively NFTs which are
tradable and offer personalization opportunities. When a guest can’t stay during their originally
planned dates, the NFT can be sold again which could be profited from. Additionally, the hotel

can also get a limited percentage on the resell (Europe Chain, 2021).

Metaverse

Applications from the metaverse will undoubtedly become more prevalent in the hospitality
sector, enhancing marketing, customer interactions, communication, customer decision-
making, and visitor experiences. Therefore, hotel-metaverse experiences might be the next

disruptive force in the market (Gursoy, et al., 2022). These interactions might take the form of



enhanced digital representations of buildings, services, or goods, perhaps enhancing the

aforementioned customer journey components.

CitizenM, for example, has established an NFT collection to fund digital land in the Sandbox
metaverse. The limited-edition of 2000 pieces will grant owners the right to real-life stays,
voting rights to determine a new site for a property, and, of course, any profit from the sale of
the NFT (and its rights). CitizenM will be able to buy land in the Sandbox metaverse and direct

revenues to their new real-life property using the proceeds from the sale (Escobar, 2022).

Transferable reputation

Just like users can transfer their reputation, avatars, or identity to another platform in Web3,
businesses will be able to do this as well. There’s no need for additional permission, this process
is all embedded in public code that lives on the blockchain (Bambacht & Pouwelse, 2021).
Hotels and other lodging establishments can now move their online reputation to another Web3
platform after collecting a large number of customer reviews, photos, and suggestions on one
platform. This is especially useful for hotels that no longer agree with the fees or policies offered
by the current platform. Although this “carrying of identity” or "interoperability"” is
acknowledged as a key component of Web3, hotels or the intermediaries involved have yet to

successfully implement it (Stelzner, 2022).

Conclusion

Many academics write about projects that use Web3 for various goals, ranging from automation
to customer journeys, funding new ventures, and disintermediation. Because Web3 is rather
new, there is a lack of evidence-based studies proving that the applications are perceived useful

to hoteliers on the long-term. The discussed research raises intriguing new research directions.



Methodology

Research purpose

The purpose of this study is to gain a better understanding of how hoteliers view Web3. As
previously said, the researcher is convinced it is essential to evaluate hoteliers' present opinions
of Web3 because of its novelty and recent hypes that may have confused hoteliers as to what
Web3 stands for according to academics and current use-cases in other industries.

Research questions

Understanding hoteliers' impressions of the impact of Web3 on the customer journey led to the
development of the first research question. The researcher feels that comprehending this is
essential to answering the primary research question and achieving the goal of the study. This
choice is based on the growing popularity of the focus on customer journeys in the hotel sector.
Additionally, when researching the implications of the metaverse in hospitality, academic
scholars Buhalis et al. (2022) proposed studies in customer journeys as a direction for future
research.

RQ1: How will Web3 technologies impact the customer journey for guests?

The second research question is designed to clarify the potential organizational effects of Web3
from the viewpoint of hoteliers. As the hotel industry is founded on legacy systems that are
supposed to slow down operations, which Web3 is thought to typically fix, the researcher
believes it is vital to provide a response to this question. It is essential to comprehend how
hoteliers see this. Academic research by Hasan et al. (2020) also supports further investigation
into the operational efficacy of Web3-based technologies.

RQ2: What operational efficiencies can Web3 bring for hotels?



Data collection

Semi-structured interviews

Using semi-structured interviews for data collection is especially applicable when gathering
insights like the researcher does in this study from personal experiences, attitudes, opinions,
and beliefs about the issue of interest. Semi-structured interviews can be used the researcher to
get first-hand, exploratory data on a study subject or to triangulate existing data sources

(Lincoln & Guba, 1985) (DeJonckheere & Vaughn, 2019).

Number of Interviews: 6

Date range: 4 November — 14 November 2022

Interviewees: Henrique Tiago de Castro (General Manager), Anonymous (Hotel Owner),
Simone Puorto (Hotel Consultant), Luca de Giglio (Hotel Consultant), Yanki Tepe (Central

Reservations Specialist) & Goncgalo Rebelo Almeida (CEO / Hotel Chain).

Population

In research, a population is a group of individuals, often known as the target population, to
whom the study's findings would be extrapolated. The interviewees are described as hotel
industry professionals with extensive expertise. Experts in the hotel sector, including owners,
line managers, marketing managers, finance managers, general managers, consultants, and
corporate directors, who work in hotels or have a close link to the sector (Garg, 2016).
Interview Questions

Please see App. 6 for the interview questions.

Sampling methods

To achieve a varied and diverse sample, a non-probability purposive sampling approach was

assumed. This allowed the researcher to select interviewees with different professional



backgrounds in the hotel sector and therefore get a more holistic view on the matter at hand
(Shadish et al., 2002).

Analytical framework

The analytical framework (App. 7) has been developed as a tool that is relevant to the problem
studied. Treiblmaier and Onder (2019) utilized variations of this model in earlier research to
examine how DMOs perceived Web3. Using the same four theories that are frequently used in
the social sciences, namely Agency Theory, Transaction Cost Theory, Resource Based View of
the Firm, and Actor Network Theory, we expand this model by looking at social and
organizational Web3-specific themes in the hotel sector. This is the result of examining earlier
studies, which suggested that this was appropriate. More particularly, it helps the researcher
understand agency-related difficulties mitigation, coordination of transferred disposal rights,
reciprocal contact between parties, and coordination of relational assets with other companies,

all of which are supported by Leiblein (2003).

Data analysis and results

The four theories that were used to examine the data are briefly explained in the chapter that
follows, and then their applicability to the hotel sector is discussed. The results are then
presented, and they are enhanced by a classified table seen in the appendices where the reader
may obtain appropriate examples of expert interviewees' claims. Rather than providing
interpretation, which will be covered in the "discussion™ part of the following chapter, the

researcher describes the data collection’s findings in this section.
Agency Theory

The agency theory (AT) refers primarily to describing and understanding distinctions between
agents (e.g. firm management) and principles (e.g., shareholders). It was initially developed by

Alchian and Demsetz (1972) and has been used to illustrate disparities in earlier studies. Past



studies, particularly the hospitality industry, have focused on the AT regarding the employee
workplace by Freedman and Kosova (2010) and the distinctions between management and
apartment owners by Warnken et al. (2005).

A clear differentiation within the theory is provided by the categorization of the assertions
connected to AT in the table in App. 8. The interviewees primarily note that there is no need
for further transparency, and one respondent even claims that they need data that is now being
provided. However, one respondent believes that one of the issues that can be solved by the
decentralized structure of Web3 is rate leakage. When addressing relationships between
intermediaries, respondents typically state that they think Web3 will place them in a better
position than they are now in. One respondent talks about the possibility of losing all of his
online ratings and reputation when he leaves an OTA in addition to other reputations he built
up. He ends by stating that, in his opinion, "blockchain™ may resolve this. In the last category,
trust, respondents note that Web3 offers more privacy and the potential to transfer the trust that
OTAs presently feature to the "internet,” which should lead to an increase in direct bookings.
Transaction Cost Theory

The study of a wide range of organizational and strategic issues of substantial relevance to
businesses has increasingly relied on the application of transaction cost theory (TCT),
particularly the version developed by Williamson (1975). This theory has previously been
applied to studies in the hospitality industry to assess the outsourcing choices made by
hospitality organizations (Chen and Hsieh, 2013). The researcher concludes that because Web3
technology has the potential to significantly alter transaction costs, it is also relevant to study
Web3 perspectives.

The table in App. 9 was made after the findings of the interviews were analysed. Because of
outdated systems and the fact that disintermediation is already occurring in Web2, interviewees

state that they do not anticipate it emerging any time soon. However, Web3 is thought to have



a favorable impact on transactional costs in the hotel industry. Although one claims that there
isn't a critical problem that has to be resolved, Web3 is seen as an enabler that makes systems
in the industry faster, cheaper, and shorter.

Resource-Based View of the Firm

Businesses may gain a competitive advantage by utilizing internal resources that are valuable,
distinctive, and built for value extraction, according to the Resource-Based View (RBV), a
strategic theory. Rather of focusing on the competitive environment, organizations employ
internal resources creatively to exploit external resources and build competitive advantage
(Gordon, 2022). In their investigation of corporate brand and hotel performance, Silva et al.
(2017) showed how well this theory also serves as a framework for issues pertaining to hotels.
The researcher concludes that the study is appropriate for analyzing the data in this Web3 study.
After all, Web3 technologies may provide hotels with a competitive edge.

The theory is used to classify the statements in App. 10. Before any meaningful changes in the
sector can occur, the majority of interviewees noted the need for organizational education. One
even said that while the technology and user interface are ready, education is still missing. The
viewpoint of those who were interviewed state that with regard to internal processes there could
be improvements in revenue management, supplier communication, and stock management.
Another respondent claims that Web3 will cause all internal procedures to shift substantially.
Actor Network Theory

Theorists of actor-network theory believe that all networks in the natural and social worlds are
always evolving. It claims that everything is connected to such ties (Murdoch, 1998).
Furthermore, Johannesson (2005) goes into great detail about why this theory is appropriate for
studying hotel-related issues due to two factors: first, it's capacity to address the relational

materiality of the social world, which is inherent in the idea of translation and emphasizes the



network practices of various actors; and second, its openness to multiple relational orderings,
which allows for the inclusion of a variety of spatial analyses of hotel related issues.

Another table was made that contains statements and the categories under which they fall,
concluding the reporting of the data (App. 11). Starting with relationships, it is suggested that
a benefit of Web3 is the potential for DMOs to evolve into DAOs. One further claims that Web3
will be able to provide the same booking experience as the existing OTAs. Regarding trust, one
respondent claims that Web3 code that is open-source and automated might replace
governmental entities, restoring public confidence in the government. Another respondent
mentions that because blockchains are secure, security will rise. In addition, one claims that the
term "cryptocurrencies” makes him think of the distant future and is worrisome. He also
believes that because they are volatile, it is impossible to know how much they are worth.
Finally, the metaverse is primarily brought up when one interviewee says that visitors want to
see a real space and not a fake one. This brings up the topic of digital representation. Concluding
by stating that digital representation in the metaverse of his hotel may be useful for brand
promotion and possibly cultivating connections with potential customers.

The summarized versions of the interviews can be found in App. 12.

Discussion

Main results

The purpose of this study was to evaluate the perceptions of hoteliers on Web3. Supported by
the research questions “RQ1: How will Web3 technologies impact the customer journey for
guests” and “RQ2: What operational efficiencies can Web3 bring for hotels?”. The data
analysis discussed in this study examines four theories and their applicability to the hotel sector.
The theories are the agency theory, transaction cost theory, resource-based view of the firm,

and the actor network theory.



The agency theory is used to understand the distinctions between agents and principles in the
hotel industry. The study finds that there is no need for additional transparency in the industry,
only one respondent believes that Web3 technology could help solve issues related to rate
leakage. In terms of trust, the respondents believe that Web3 offers more privacy and could
potentially transfer trust from intermediaries to the "internet,” leading to an increase in direct

bookings.

The transaction cost theory is used to assess the define any issues related to businesses and costs
involved. The study finds that Web3 technology has the potential to significantly alter
transaction costs in the hotel industry. While some respondents do not see disintermediation
occurring soon, they do see Web3 as an enabler that can make systems in the industry faster,

cheaper, and more efficient.

The resource-based view of the firm is used to understand how hotels can gain a competitive
edge by exploiting internal resources. The study finds that Web3 technologies may provide
hotels with a competitive advantage through education, supplier efficiencies and stock

management.

Finally, the actor network theory is used to understand how value is created and captured in the
hotel industry as everything is interconnected. The study finds that Web3 technology has the
potential to significantly change the evolution of DMOs into DAOs and the potential for
improved trust and security. The mention of the metaverse also raises the idea of digital
representation and its potential uses for brand promotion and cultivating connections with

customers.

Prior research comparison

In line with previous studies of Treiblmaier & Onder (2019), respondents mostly agreed that

Web3 could impact transaction costs positively. However, contrary to the findings of that study



we did not find transparency is an important factor for hoteliers when considering Web3
technologies. In addition, Rana et al. (2022), suggests among other things that review systems
will be impacted significantly. However, in line with the results of this study it can be concluded
that hoteliers do not relate Web3 technologies with improved review systems. Lastly, the results
show that there is a lack of knowledge of Web3 technologies. This result ties well with previous
studies wherein Lustenberger et al. (2021) show that knowledge is key in the adoption rate of

industry professionals.

Implications for business

This study reveals that hoteliers in Web3 believe that transparency is not a problem. It implies
that companies who develop hotel solutions should either reevaluate changing their product so
that transparency is not one of the key value propositions or start intensively teaching hoteliers
on the importance of transparency and how it benefits their business. According to the
researcher, too many Web3 businesses now list "transparency” as one of their key
characteristics, even though this study demonstrates that this is not at all recommended by the
data. Second, hoteliers appear to believe that Web3 can improve direct bookings by shifting
OTA trust to blockchains and smart contracts. The business implication is that there appears to
be proof that hoteliers are aware of the intention but lack a distinct ROI. Many hoteliers would
be more likely to choose Web3 technologies, the researcher is confident, if Web3 enterprises
could provide a clear anticipated ROI when specific solutions are adopted. However, there were
indications from highly skilled practitioners that they do not regard Web3 as a miracle cure to
their issues. The researcher acknowledges that this suggests there may be some hotelier
characteristics who are less likely to adopt Web3 and possibly more technologies. The study
advises careful characterization of early adopters. To avoid wasting the business's or the

hotelier's time, this should be executed. When technology advances, it will be possible to



persuade late adopters that are now skeptical. The study merely makes it clear that, like with
any breakthrough, not all hoteliers are content to wait for Web3 to resolve their issues. The
findings also demonstrate that hoteliers do not perceive disintermediation as a clear path
forward or benefit. Therefore, the study advises enterprises to construct bridges to Web2, as
opposed to solely developing on Web3 and hoping hoteliers will jump over. Businesses should
be aware that the hotel industry is built on legacy technology and that transitioning to peer-to-
peer networks is not simple for hoteliers. Time and careful coordination with the current legacy
systems will be needed to transform the sector. Finally, the findings indicate that there are large
knowledge gaps between hotels' perceptions of Web3 fundamentals and what they genuinely
are. This suggests to the researcher that more education is required. This can be carried out by
non-profit industry players like DMOs, who have a strong preference for Web3, according to
prior studies mentioned. The format can take the place in interactive Metaverse seminars with
hands-on activities like creating a wallet or purchasing an NFT. The researcher is certain that
when entry hurdles to Web3 are lifted, hesitant or confused hoteliers will begin to recognize its

potential.

Conclusion, future research & limitation

Conclusion

The researcher found that hoteliers do not see the need for additional transparency in the
industry and believe that Web3 offers more privacy and could potentially transfer trust from
intermediaries to the "internet.” Hoteliers also believe that Web3 has the potential to improve
direct bookings and alter transaction costs in the industry. However, there is a lack of
knowledge about Web3 technologies among hoteliers, and the researcher suggests that more

education is needed to help hoteliers understand the potential benefits of Web3. The study also



advises companies to carefully consider the adoption profiles of Web3 technologies and to build

bridges to Web2 to facilitate the transition to peer-to-peer networks.

Limitations

The first limitation of this study is that the researcher works for a Web3 company in the travel
industry and could therefore be exposed to confirmation bias. Additionally, it is possible that
certain hoteliers have more knowledge of Web3 than others, which might influence their
perceptions. Further, the number of interviewees is limited, which might affect the validity of
the findings and calls for more participants in future studies on this subject. Moreover, there is
a lack of literature and models to build on, making it difficult for the researcher to draw any
conclusions from established studies. Lastly, in hindsight, the interview questions could have
been more catered to the two research questions rather than the theoretical models. This could

have provided more significant results for the customer journey and operational efficiencies.

Future research

Several future research directions are possible. Investigating the profiles of early adopters
among hotels could be one of the directions. As observed in this study, results may differ among
hoteliers from various backgrounds. It may be advantageous for Web3 companies to tailor their
offerings to early adopters rather than late users of the technology. This could be accomplished
by quantitative research identifying demographic and psychographic variables and attempting
to find a correlation of hesitant hoteliers. In addition, future study could strive to replicate our
findings with a significantly bigger sample of hoteliers in order to strengthen the data. Finally,
it would be useful to investigate perceptions regarding specific Web3 technologies such as
metaverses or smart contracts. This could provide a more accurate view of hoteliers rather than

a general perception on all Web3 technologies that were showed in this study.



References

Abdullah, Saddam, Cauwenberge Philippe Van, Bauwhede Heidi Vander, and Peter
O’Connor. 2022. ‘The Indirect Distribution Dilemma: Assessing the Financial Impact of
Participation in Booking.Com for Hotels’. Tourism Review 77 (4): 1024—42.

Https://doi.org/10.1108/TR-03-2020-0101.

Albaom, Mohammed, Fatimah Sidi, Marzanah Jabar, Rusli Abdullah, Iskandar Ishak, Nur
Yunikawati, Magistyo Priambodo, Jati Husen, Ossama Issac, and Abdo Al-Harasi. 2021. ‘The
impact of tourist’s intention to use web 3.0: a conceptual integrated model based on tam &

dmism’. Journal of Theoretical and Applied Information Technology 99 (December): 24.

Alchian, Armen A., and Harold Demsetz. 1972. ‘Production, Information Costs, and Economic

Organization’. The American Economic Review 62 (5): 777-95.

Ante, Lennart. 2022. ‘The Non-Fungible Token (NFT) Market and Its Relationship with Bitcoin

and Ethereum’. Fintech 1 (3): 216—-24. Https://doi.org/10.3390/fintech1030017.
Arbol. 2022. ‘Agriculture — Arbol’. 2022. Https://www.arbolmarket.com/agriculture.

Bambacht, Joost, and Johan Pouwelse. 2022. ‘Web3: A Decentralized Societal Infrastructure

for Identity, Trust, Money, and Data’. Arxiv. Http://arxiv.org/abs/2203.00398.

Bao, Hong, and David Roubaud. 2022. ‘Recent Development in Fintech: Non-Fungible Token’.

Fintech 1 (1): 44-46. Https://doi.org/10.3390/fintech1010003.

Barkel et al. 2021. Hospitality and Tourism Information Technology. USF M3 Publishing, LLC.

Https://doi.org/10.5038/9781732127593.



Barker. 2021. ‘How Digital-First Can Address Hospitality Labor Shortages | phocuswire’.
2021. Https://www.phocuswire.com/how-a-digital-first-approach-can-address-hospitality-

labor-shortages.

BCG. 2022. ‘Consumers Want Privacy. Marketers Can Deliver.” BCG Global. 12 January 2022.
Https://www.bcg.com/publications/2022/consumers-want-data-privacy-and-marketers-can-

deliver.

Bhandarkar, Vinith V., Akshay A. Bhandarkar, and Aditya Shiva. 2019. ‘digital stocks using
blockchain technology the possible future of stocks?’ international journal of management
10 (3).
https://www.academia.edu/40127717/digital_stocks_using_blockchain_technology_the_po

ssible_future_of stocks_.

Biscontini, Tyler. 2020. ‘Blockchain (Technology).” In Salem Press Encyclopedia of Science.

Salem Press.

Buhalis, Dimitrios, Michael S. Lin, and Daniel Leung. 2022. ‘Metaverse as a Driver for
Customer Experience and Value Co-Creation: Implications for Hospitality and Tourism
Management and Marketing’. International Journal of Contemporary Hospitality
Management ahead-of-print (ahead-of-print). Https://doi.org/10.1108/1JCHM-05-2022-

0631.

Bunjaku, Flamur, Olivera Gorgieva-Trajkovska, and Emilija Miteva-Kacarski. 2017.
‘Cryptocurrencies — Advantages and Disadvantages’. Journal of Economics 2 (1).

Http://js.ugd.edu.mk/index.php/JE/index.



Cachon, Gérard, Tolga Dizdarer, and Gerry Tsoukalas. 2022. Pricing Control and Regulation

on Online Service Platforms.

Chen, Han-Shen, and Tsuifang Hsieh. 2013. ‘Using Transaction Cost Theory to Evaluate
Outsourcing Decision-Making in the Tourist Hotel Industry’. In, 267—71. Atlantis Press.

Https://doi.org/10.2991/iaw-sc.2013.57.

Coin Market Cap. 2022. ‘Cryptocurrency Prices, Charts And Market Capitalizations’.

Coinmarketcap. 2022. Https://coinmarketcap.com/.

Consensys. 2020. ‘Reserve Bank of Australia Partners with Commonwealth Bank, National
Australia Bank, consensys & Perpetual on Wholesale CBDC Project’. Consensys. 2020.
Https://consensys.net/blog/press-release/reserve-bank-of-australia-partners-with-
commonwealth-bank-national-australia-bank-consensys-perpetual-on-wholesale-cbdc-

project/.

Corbyn, Zoé. 2018. ‘Decentralisation: The next Big Step for the World Wide Web’. The
Observer, 8 September 2018, sec. Technology.
Https://www.theguardian.com/technology/2018/sep/08/decentralisation-next-big-step-for-

the-world-wide-web-dweb-data-internet-censorship-brewster-kahle.

D-edge. 2019. ‘how online hotel distribution is changing in europe’. D-edge. 4 October 2019.

Https://www.d-edge.com/how-online-hotel-distribution-is-changing-in-europe/.

Dejonckheere, Melissa, and Lisa M Vaughn. 2019. ‘Semistructured Interviewing in Primary
Care Research: A Balance of Relationship and Rigour’. Family Medicine and Community

Health 7 (2): e000057. Https://doi.org/10.1136/fmch-2018-000057.



Demirel, Engin, Seda Karagdz Zeren, and Kemal Hakan. 2022. ‘Smart Contracts in Tourism
Industry: A Model with Blockchain Integration for Post Pandemic Economy’. Current Issues in

Tourism 25 (12): 1895-1909. Https://doi.org/10.1080/13683500.2021.1960280.

Doran, Michael, and Richard Carbone. 2015. ‘A Forensic Look at Bitcoin Cryptocurrency’, 35.

Dowling, Michael. 2022. ‘Is Non-Fungible Token Pricing Driven by Cryptocurrencies?’ Finance

Research Letters 44 (January): 102097. Https://doi.org/10.1016/].frl.2021.102097.

Dwivedi, Yogesh K., Laurie Hughes, Abdullah M. Baabdullah, Samuel Ribeiro-Navarrete,
Mihalis Giannakis, Mutaz M. Al-Debei, Denis Dennehy, et al. 2022. ‘Metaverse beyond the
Hype: Multidisciplinary Perspectives on Emerging Challenges, Opportunities, and Agenda for
Research, Practice and Policy’. International Journal of Information Management 66

(October): 102542. Https://doi.org/10.1016/j.ijinfomgt.2022.102542.

Edelman, Gilad. 2021. ‘The Father of Web3 Wants You to Trust Less’. Wired, 2021.

Https://www.wired.com/story/web3-gavin-wood-interview/.

Educative. 2022. ‘What Are Web1, Web2, and Web3 Concepts in internet Technology?’
Educative: Interactive Courses for Software Developers. 2022.
Https://www.educative.io/answers/what-are-web1-web2-and-web3-concepts-in-internet-

technology.

Emergen Research, Emergen Research. 2022. ‘Web3 Industry Share | Web 3.0 Market
Forecast by 2030’. 2022. Https://www.emergenresearch.com/industry-report/web-3-

market.

Erturk, Emre, and Gabrielle-Bakker Reynolds. 2020. ‘The expanding role of immersive media

in education’, 4.



Ethereum. 2022. ‘What Is Ethereum?’ Ethereum.Org. 2022. Https://ethereum.org.

Europe Chain. 2021. ‘nfts For The Hospitality Industry - Hotels | Europechain’. 14 August

2021. Https://europechain.io/nft/nfts-hospitality-industry-hotels/.

Faten Adel Alabdulwahhab. 2018. “Web 3.0: The Decentralized Web Blockchain Networks
and Protocol Innovation’. In 2018 1st International Conference on Computer Applications &

Information Security (ICCAIS), 1-4. Https://doi.org/10.1109/CAIS.2018.8441990.

Fox. 2022. ‘Mayo Clinic to Use Blockchain for Hypertension Clinical Trial’. Healthcare IT
News. 7 September 2022. Https://www.healthcareitnews.com/news/mayo-clinic-use-

blockchain-hypertension-clinical-trial.

Freedman, Matthew, and Renata Kosova. 2010. ‘Agency and Compensation: Evidence from

the Hotel Industry’, 53.

Gad, Ahmed G., Diana T. Mosa, Laith Abualigah, and Amr A. Abohany. 2022. ‘Emerging
Trends in Blockchain Technology and Applications: A Review and Outlook’. Journal of King

Saud University - Computer and Information Sciences, March.

Https://doi.org/10.1016/j.jksuci.2022.03.007.

Garg, Rakesh. 2016. ‘Methodology for Research I'. Indian Journal of Anaesthesia 60 (9): 640—

45, Https://doi.org/10.4103/0019-5049.190619.

Gemini. 2021. ‘Are Smart Contracts Legally Binding?’ Gemini. 2021.

Https://www.gemini.com/cryptopedia/smart-contracts-legally-binding.

Gilbert. 2022. ‘Crypto, Web3 and the Metaverse’. Bennett Institute for Public Policy.

Https://www.bennettinstitute.cam.ac.uk/publications/crypto-web3-metaverse/.



Goel, Amit Kumar, Rahul Bakshi, and Krishna Kant Agrawal. 2022. ‘Web 3.0 and
Decentralized Applications’. Materials Proceedings 10 (1): 8.

Https://doi.org/10.3390/materproc2022010008.

Gonserkewitz, Phil, Erik Karger, and Marvin Jagals. 2022. ‘Non-Fungible Tokens: Use Cases of
nfts and Future Research Agenda’. Risk Governance and Control: Financial Markets and

Institutions 12 (September): 8—18. Https://doi.org/10.22495/rgcv12i3p1.

Gordon. 2022. ‘Resource Based View (Strategy) - Explained’. The Business Professor, LLC.
2022. Https://thebusinessprofessor.com/business-management-amp-operations-strategy-

entrepreneurship-amp-innovation/resource-based-view-strategy-explained.

Gursoy, Dogan, Suresh Malodia, and Amandeep Dhir. 2022. ‘The Metaverse in the
Hospitality and Tourism Industry: An Overview of Current Trends and Future Research
Directions’. Journal of Hospitality Marketing & Management 31 (5): 527-34.

Https://doi.org/10.1080/19368623.2022.2072504.

Hamilton, Jesse. 2022. ‘California Moves Forward to Allow Vital Records to Be Issued on
Blockchain’. 29 September 2022. Https://www.coindesk.com/policy/2022/09/29/california-

moves-forward-to-allow-vital-records-to-be-issued-on-blockchain/.

Hasan, Mohammad Raihanul, Deng Shiming, Mollah Aminul Islam, and Muhammed Zakir
Hossain. 2020. ‘Operational Efficiency Effects of Blockchain Technology Implementation in
Firms: Evidence from China’. Review of International Business and Strategy 30 (2): 163—-81.

Https://doi.org/10.1108/RIBS-05-2019-0069.



Ibanez, Luis-Daniel, Elena Simperl, Fabien Gandon, and Henry Story. 2017. ‘Redecentralizing
the Web with Distributed Ledgers’. IEEE Intelligent Systems 32 (1): 92-95.

Https://doi.org/10.1109/MIS.2017.18.

IBM. 2022. ‘Benefits of Blockchain - IBM Blockchain | IBM’. 2022.

Https://www.ibm.com/topics/benefits-of-blockchain.

Institute of Tourism, HES-SO, Roland. 2020. ‘European Hotel Distribution Study 2020’, 67.

Jéhannesson, G. 2005. ‘Tourism Translations: Actor-Network Theory and Tourism Research’.

Tourist Studies 5 (August): 133-50. Https://doi.org/10.1177/1468797605066924.

Kasavana, Michael L., and John J. Cahill. 2011. Managing Technology in the Hospitality

Industry. American Hotel & Lodging Association, Education Institute.

Khan, Dodo, Low Tang Jung, and Manzoor Ahmed Hashmani. 2021. ‘Systematic Literature
Review of Challenges in Blockchain Scalability’. Applied Sciences 11 (20): 9372.

Https://doi.org/10.3390/app11209372.

Laeeq, Kashif. 2022. Metaverse: Why, How and What.

Leiblein, Michael. 2003. “The Choice of Organizational Governance Form and Performance:
Predictions from Transaction Cost, Resource-Based, and Real Options Theories’. Journal of
Management - ] MANAGE 29 (December): 937-61. Https://doi.org/10.1016/50149-

2063(03)00085-0.

Leung, Rosanna. 2019. ‘Smart Hospitality: Taiwan Hotel Stakeholder Perspectives’. Tourism

Review 74 (1): 50-62. Https://doi.org/10.1108/TR-09-2017-0149.

Lincoln, Yvonna S., and Egon G. Guba. 1985. Naturalistic Inquiry. SAGE.



Lopes, Erica. 2022. ‘Discover How the Pestana Hotel Group Is Digitizing the Guest Journey!’
Nonius (blog). 10 February 2022. Https://noniussolutions.com/2022/02/10/discover-how-

the-pestana-hotel-group-is-digitizing-the-guest-journey/.

Lopez, Pedro Garcia, Alberto Montresor, and Anwitaman Datta. 2019. ‘Please, Do Not
Decentralize the internet with (Permissionless) Blockchains!” arxiv.

Http://arxiv.org/abs/1904.13093.

Lustenberger, Michael, Sasa Malesevi¢, and Florian Spychiger. 2021. ‘Ecosystem Readiness:
Blockchain Adoption Is Driven Externally’. Frontiers in Blockchain 4.

Https://www.frontiersin.org/articles/10.3389/fbloc.2021.720454.

Makarov, Igor, and Antoinette Schoar. 2022. ‘Cryptocurrencies and Decentralized Finance
(defi)’, April. Https://policycommons.net/artifacts/2392628/cryptocurrencies-and-

decentralized-finance-defi/3414053/.

Mani, Aadarsh. 2021. ‘A Comprehensive Study of nfts’. International Journal for Research in
Applied Science and Engineering Technology 9 (4): 1656—60.

Https://doi.org/10.22214/ijraset.2021.34017.

Moorhead, Patrick. 2022. ‘Rhode Island Wants To Make It Easier To Do Business Using
Blockchain Technology’. Forbes. 2022.
Https://www.forbes.com/sites/patrickmoorhead/2022/10/05/rhode-island-wants-to-make-

it-easier-to-do-business-using-blockchain-technology/.

Muller, Christopher. 2010. ‘Hospitality Technology: A Review and Reflection’. Edited by
Robin B. Dipietro and Youcheng ‘Raymond’ Wang. Worldwide Hospitality and Tourism

Themes 2 (1): 9-19. Https://doi.org/10.1108/17554211011012568.



Murdoch, Jonathan. 1998. ‘The Spaces of Actor-Network Theory’. Geoforum 29 (4): 357-74.

Https://doi.org/10.1016/S0016-7185(98)00011-6.

Nabben, Kelsie, and Michael Zargham. 2022. ‘Permissionlessness’. internet Policy Review 11

(2). Https://doi.org/10.14763/2022.2.1656.

Nakamoto, Satoshi. 2009. ‘Bitcoin: A Peer-to-Peer Electronic Cash System’, 9.

Ning, Huansheng, Hang Wang, Yujia Lin, Wenxi Wang, Sahraoui Dhelim, Fadi Farha, Jianguo
Ding, and Mahmoud Daneshmand. 2021. ‘A Survey on Metaverse: The State-of-the-Art,
Technologies, Applications, and Challenges’. Arxiv.

Https://doi.org/10.48550/arxiv.2111.09673.

Park, Andrew, Jan Kietzmann, Leyland Pitt, and Amir Dabirian. 2022. ‘The Evolution of
Nonfungible Tokens: Complexity and Novelty of NFT Use-Cases’. IT Professional 24 (January):

9-14. Https://doi.org/10.1109/MITP.2021.3136055.

Patrickson, Bronwin. 2021. ‘What Do Blockchain Technologies Imply for Digital Creative
Industries?’ Creativity and Innovation Management 30 (September): 585-95.

Https://doi.org/10.1111/caim.12456.

Prieto, Mauricio. 2022. ‘Travel Tech Essentialist #79: 10x Better’. Substack newsletter. Travel
Tech Essentialist (blog). 13 April 2022. Https://traveltechessentialist.substack.com/p/travel-

tech-essentialist-79-10x-better.

Punzon, Jonathan Gomez. 2021. ‘Digital Customer Journey in the Luxury Hotel Experience: A
Case Study Approach’. Chapter. Advanced Digital Marketing Strategies in a Data-Driven Era.

IGI Global. 2021. Https://doi.org/10.4018/978-1-7998-8003-5.ch014.



Rana, Roberto Leonardo, Nino Adamashvili, and Caterina Tricase. 2022. ‘The Impact of
Blockchain Technology Adoption on Tourism Industry: A Systematic Literature Review’.

Sustainability 14 (12): 7383. Https://doi.org/10.3390/su14127383.

Raymond, Eric. 2000. ‘The Cathedral and the Bazaar’. 2000.

Http://www.catb.org/esr/writings/homesteading/cathedral-bazaar/.

Rejeb, Abderahman, Karim Rejeb, and John G. Keogh. 2021. ‘Cryptocurrencies in Modern
Finance: A Literature Review’. ETIKONOMI 20 (1): 93-118.

Https://doi.org/10.15408/etk.v20i1.16911.

Renault Group. 2021. ‘A New Blockchain Solution for the Certification of Vehicle Compliance
at European Level Will Be Implemented - Renault Group’. 2021.
Https://www.renaultgroup.com/en/news-on-air/news/xceed-a-new-blockchain-solution-for-

renault-plants-in-europe/.

Sharma, Toshendra Kumar. 2019. ‘Permissioned and Permissionless Blockchains: A
Comprehensive Guide’. 12 November 2019. Https://www.blockchain-
council.org/blockchain/permissioned-and-permissionless-blockchains-a-comprehensive-

guide/.

Shiji Group. 2021. ‘Report: The Current State of Technology in Hotels and The Way Forward’.
Shiji Insights and Publications. 20 May 2021. Https://insights.shijigroup.com/current-state-

of-technology-in-hotels-way-forward-teaser/.

Silva, Rosario, Oksana Gerwe, and Manuel Becerra. 2017. ‘Corporate Brand and Hotel
Performance: A Resource-Based Perspective’. Journal of Business Research 79 (October): 23—

30. Https://doi.org/10.1016/j.jbusres.2017.05.019.



Statista. 2022. ‘Travel & Tourism - Worldwide | Statista Market Forecast’. Statista. 2022.
Https://www-statista-com.eul.proxy.openathens.net/outlook/mmo/travel-

tourism/worldwide.

Stelzner. 2022. ‘Digital Identity: Why It Matters in Web3’. Social Media Examiner (blog).

2022. Https://www.socialmediaexaminer.com/digital-identity-why-it-matters-in-web3/.

Strebko, Julija, and Andrejs Romanovs. 2018. The Advantages and Disadvantages of the

Blockchain Technology. Https://doi.org/10.1109/AIEEE.2018.8592253.

Szabo. 1994. ‘Smart Contracts’. internet Policy Review. 1994,

Https://policyreview.info/open-abstracts/smart-contracts.

Thees, Hannes, Greta Erschbamer, and Harald Pechlaner. 2020. ‘The Application of
Blockchain in Tourism: Use Cases in the Tourism Value System’. European Journal of Tourism

Research 26 (August): 2602. Https://doi.org/10.54055/ejtr.v26i.1933.

Tlili, Ahmed, Ronghuai Huang, Boulus Shehata, Dejian Liu, Jialu Zhao, Ahmed Hosny Saleh
Metwally, Huanhuan Wang, et al. 2022. ‘Is Metaverse in Education a Blessing or a Curse: A
Combined Content and Bibliometric Analysis’. Smart Learning Environments 9 (1): 24.

Https://doi.org/10.1186/s40561-022-00205-x.

Treiblmaier, Horst. 2022. ‘Blockchain and Tourism’. In, 475-95.

Treiblmaier, Horst, and Irem Onder. 2019. ‘The Impact of Blockchain on the Tourism
Industry: A Theory-Based Research Framework’. In Business Transformation through
Blockchain: Volume I, edited by Horst Treiblmaier and Roman Beck, 3—21. Cham: Springer

International Publishing. Https://doi.org/10.1007/978-3-319-99058-3 1.



Vitasek, Kate, John Bayliss, Loudon Owen, and Neeraj Srivastava. 2022. ‘How Walmart
Canada Uses Blockchain to Solve Supply-Chain Challenges’. Harvard Business Review, 5
January 2022. Https://hbr.org/2022/01/how-walmart-canada-uses-blockchain-to-solve-

supply-chain-challenges.

Walia. 2022. ‘Non-Fungible Tokens (nfts) and the Metaverse: Opportunities for Hospitality
within the Next Tech-Revolution | Articles & Publications | News | PKF Hospitality Group’.
2022. Https://www.pkfhospitality.com/news/articles-publications/non-fungible-tokens-nfts-

and-the-metaverse-opportunities-for-hospitality-within-the-next-tech-revolution/.

Wang, Qin, Rujia Li, Qi Wang, Shiping Chen, Mark Ryan, and Thomas Hardjono. 2022.

‘Exploring Web3 From the View of Blockchain’. Arxiv. Http://arxiv.org/abs/2206.08821.

Wang, Yuntao, Zhou Su, Ning Zhang, Rui Xing, Dongxiao Liu, Tom H. Luan, and Xuemin Shen.
2022. ‘A Survey on Metaverse: Fundamentals, Security, and Privacy’. IEEE Communications

Surveys & Tutorials, 1-1. Https://doi.org/10.1109/COMST.2022.3202047.

Warnken, Jan, Allan Ardill, and Liz Fredline. 2005. ‘An Agency Theory Perspective on the
Owner/Manager Relationship in Tourism-Based Condominiums’. Tourism Management 26

(3): 409.

Williamson, Oliver E. 1975. ‘Markets and Hierarchies: Analysis and Antitrust Implications: A
Study in the Economics of Internal Organization’. SSRN Scholarly Paper. Rochester, NY.

Https://papers.ssrn.com/abstract=1496220.

Winding Tree. (2021) 2022. ‘Winding Tree Decentralized Travel Marketplace 2.0 White

Paper’. Makefile. Winding Tree. Https://github.com/windingtree/white-paper-v2.

Wood. 2022. ‘About | Web3 Foundation’. 2022. Https://web3.foundation/about/.



Zavcer. 2022. ‘Digital Sovereignty: Reclaiming Your Private Data in Web3’. Cointelegraph.

2022. Https://cointelegraph.com/news/digital-sovereignty-reclaiming-your-private-data-in-

web3.

Zypsy. 2022. ‘Web3 Design Principle: Data Transparency’. 2022.

Https://mirror.xyz/0x4a07bbe7826fbcf3d34fc4b0879831bcd1da5d93.



Appendices
Appendix 1: Relevant topics in the hotel sector

Rising power of intermediaries

The share of online revenue of the global travel and tourism market is only expected to increase
the coming years, as opposed to offline revenue (Statista, 2022). This while there are only few
leading online travel companies (Airbnb, Booking.com, Expedia and Trip.com) that truly
dominate the distribution landscape (Mauricio Prieto, 2021). Although hotels have their own
websites and direct channels to receive bookings on, according to the distribution, they highly
rely on online travel agencies and their platform. In fact, according to HOTREC's (2020)
distribution analysis, OTA market shares in the European hotel industry climbed substantially
between 2013 and 2019, rising from 19.7% in 2013 to 29.9% in 2019. At the same time, the
share of direct reservations in Europe has fallen by more than ten percentage points, from 57.6%
in 2013 to 45.5% in 2019. Making it evident that if this trend continues, hotels might be in a

position that the majority of bookings are received from these platforms.

Aside from the apparent cost disadvantages of 15-30%, there is also brand hijacking, rate parity
difficulties, and inability to differentiate from other hotels through OTA’s (Ling, 2015),.
Nevertheless, Abdullah, et al. (2021) states with their study that, from a transaction cost
perspective, the benefits of participation in OTAs outweigh the costs, resulting in substantially
higher profitability. However, this finding is based on the current condition of the distribution
environment, one can easily predict what will happen if the previously indicated trend of OTAs

gaining an absolute majority share of overall bookings continues.



The need for digitalisation of the customer journey

Digitalization is one of the key developments in our fast-paced environment. In fact, improving
the customer journey is the primary reason that hoteliers implement new technologies (Shiji
Group, 2021). There are numerous digital developments in various industries that are
influencing the hospitality business. Given that travel and tourism are all about combining a
variety of experiences and on-site benefits, digitalization in this industry is absolutely necessary
(Punzon, 2021). Hotels are picking up on this, e.g., the Portuguese hotel group Pestana does
this through services like ‘online check-in’, ‘mobile room key’ and ‘online room service
requests’ (Nonius Solutions, 2022). One of the reasons hotels do this as well is due to huge
labour shortage and therefore digitalize certain processes. With 60% of job seekers not
interested in hospitality jobs, finding talent is the new crisis (Barker, 2021). The impact of this

could be reduced by implementing new technologies.

Growing data and privacy concerns

Consumers are increasingly concerned about their online data and privacy. The vast majority
(66%) of internet users is worried that their identity will be stolen (Statista, 2022). And BCG
states that Travel and Transport, which hotels is labelled under in their survey, is among the
lowest trusted industries when it comes to data and privacy treatment (Boston Consulting
Group, 2022). In addition to this, Johnson, et al. (2018), found evidence of a significant negative
stock price effect from the average data breach in the hotel and restaurant industry. Their
research also states that over the past years, major brands such as Marriott (in 2005, 2011 &
2022), Wyndham (in 2009 & 2010) Starwood (in 2010) have experienced huge data breaches

that led to regulatory fines.



Appendix 2: Shift from Web1 to Web2 to Web3

Web1l Web?2 Web3

Read-only Read & write Read, write & own
Forms Applications Smart applications
Directories Tagging User behaviour
Page views Cost per click User engagement
Banner Ads Interactive Ads Behavioral Ads

Appendix 3: Breakdown of Web3 characteristics

Decentralization

The concept of "decentralization” in the context of the World Wide Web refers to the idea that
the web is governed by a large number of people. Decentralization is required to avoid a few
firms and governments from gaining worldwide control of the internet and to preserve it a
public resource that is healthy and accessible to all of us. Web3 developers do not create apps
that run on a single server or store data in a single database. These apps are built on
decentralized P2P (peer-to-peer) networks, blockchains, or a hybrid of the two (Goel, et al.,
2022). With the current Web2, there is a risk of data hacking due to the concentration of user
data in the hands of a select few. Additionally, it makes it simpler for governments to enforce
censorship and conduct surveillance. Next to that, any data and connections are lost if any of
these centralized entities goes offline. Then there are privacy issues brought on by many
organizations' business strategies, which exploit the personal data we voluntarily submit to

target us with advertisements (Corbyn, 2018).



Tim Berners-initial Lee's HTTP network architecture for the Web was intended to have a
decentralized system (lbanez, ., 2017). However, the internet has evolved into a centralized
infrastructure throughout the course of its existence. The decentralized network option is
gaining popularity because it emphasizes creating new protocols and supporting technologies
using peer-to-peer (P2P) technology for an architecture that uses shared data layers
(Alabdulwahhab, 2018). A decentralized internet would be able to provide data security

resilience, providing users with incentives to collaborate and grow.

The ideal decentralized internet can now be achieved with two different types of decentralized

networks (Zarrin, et al., 2021):

The first approach uses a network that is entirely decentralized and controlled by anonymous
individuals (Lopez, et al., 2019). These "trust" mechanisms guarantee that controls come from
each individual user rather than from a single location. However, this approach has the issue of
necessitating network system uniformity. Due to the differences in operating systems and how
networks are set up in the upcoming years, this could be an issue. Utilizing a fully decentralized
network carries the danger of losing the benefits of Web 2.0-era internet services that were

created using centralization technologies (Zarrin, et al., 2021).

Making use of a distributed network is the second kind of decentralization technique. Every
participating computer is interconnected and dependent on each other thanks to the distributed
network. Due to the interconnectedness of computers, centralized systems from the past could
operate ‘pseudo-decentralized’ within the network. With its current rate of network expansion,
it would be extremely difficult to turn the current Web2 internet into something completely
decentralized and autonomous. However, this distributed network approach would be effective
in decentralizing already-existing webs and enabling legacy centralized networks to continue

to operate (ibid).



Permissionless

A network on the Web is considered permissionless if it is possible to take part in using,
developing, and governing that system or infrastructure without needing approval from a higher

authority, as long as you follow publicly posted guidelines (Nabben & Zargham, 2022).

With permissionless networks, people are no longer restricted to local intranets on private
networks and are now free to read, write, and share digital information across interactive links
without needing approval from a central authority or gatekeeper (ibid). Innovation and
permissionless protocols were made possible by a culture of open-source software
development, in which anybody may examine or alter the underlying codebase (Raymond,

2000).

A permissionless network's defining characteristics include full openness, open-source
development, mostly anonymous users, and privacy that is constrained by available technology.
And lastly, digital assets are not under the control of any authority. This differs from a
permission-based network, which has highly regulated transparency, is a development by

private entities, is not anonymous, and may or may not contain digital assets (Sharma, 2022).

Concluding that the permissionless Web allows any user to operate without having to ask
permission from a central authority and reap the full benefits of whatever application it is using,
as long as it respects the pre-programmed guidelines. These pre-programmed guidelines or rules

are public and are aimed to prevent misuse of the network.

Transparency

Transparency is a key component of web3, as how we provide data influences how consumers
interpret the data. As a result, Web3 users must be able to comprehend and distinguish where
the data or content is coming from. To be more specific, data provenance transparency is an

essential aspect in establishing trust between parties and developing good relationships with



audiences, communities, and stakeholders. Transparency ensures that every transaction on a
Web3 network is accessible to all network participants and can be inspected at any moment by
anybody. Because there are no secret acts or events taking place behind closed doors, true Web3

networks are extremely safe (Zypsy, 2022).

Web3 is centered on the principle of employing noncustodial/decentralized solutions, as
opposed to data monopolies, where users are bound behind closed interfaces. Users will be able
to access the same set of their private data from different platforms (also known as BYOD) and

move it freely between storage and apps by using keys (Zavcer, 2022).

In practice, this means that whatever data you write or produce, can be taken from a Web3

b

'website’ and plug it in another Web3 ‘website’. This can be done partly because of the

transparent nature of data produced in Weba3.

Appendix 4: Consensus methods

Comparison of Blockchain common consensus algorithms.

Algorithm Description Practical Pros Cons
example
Proof-of- A random value ‘Nonce' is used by miners to form the Bitcoin and o Very safe as it is less prone to « High energy consumption
Work block header for resolving a mathematical problem in the Ethereum Sybil attacks. e Driven by dedicated rewards
(PoW) hope of obtaining the block header’s hash value which « 51% computing power for solving the hash, it may
should not exceed the previous value or a predefined e Miners can get Bitcoins as a run into problems as the
value. Thus, it is unpredictable to know who will generate reward rewards diminish
the next block in the network. o Prevents illegal chain fraud
Proof-of- Blockchain adopts the randomization concept to predict Peercoin « Potentially faster than PoW « Encourages miners to stick to
Stake (PoS) the next generator in the network. The single richest protocol their stakes rather than con-
person can dominate the network as that person is less « Low energy consumption verting them into the currency
likely to attack the network. The underlying idea of PoS is e Less potential for hardware « Economic penalties for fraudu-
that it is easier to acquire computing equipment than to centralization lent attempts
acquire a digital currency. « Reduced possibility of a selfish
mining attack
Practical A new round block will be determined based on the Hyperledger o Fast and efficient e The exact participation of
Byzantine  following rules. The entire PBFT process is divided into Fabric « Handles one-third of the faulty groups must be approved by
Fault three phases, which are pre-prepared, prepared, and or adversarial nodes parties
Tolerance commit. At least two nodes’ vote is required in favor of a « Small groups can keep a strong « Comes at the cost of anonymity
(PBFT) node entering the next node. The node sends a request to organization because trust is
all other nodes in the network. decoupled from resource
ownership

(Gad, et al., 2022)



Appendix 5: Blockchain use-cases

exchange of information among the

state agency and citizens.

Purpose Goal Industry Company | Source
Issuing digital | Building fundamentals of the next | Banking Reserve Consensys
central currency | generation of financial market Bank of | (2020)
infrastructure. Australia
Manufacturing | Certification of vehicle compliance | Automotive | Renault Renault
optimisation at European level. Group (2021)
Supply  chain | Automate system for managing | Retail Walmart | HBR (2022)
management invoices from and payments to its
70 third-party freight carriers.
Remote patient | Enabling patients to participate in | Healthcare | Mayo Fox (2022)
monitoring the clinical trial from home. Clinic
Governmental An identity blockchain network | Government | Rhode Moorhead
communications | that digitizes and automates Island (2022)
workflows enabling the secure State




Appendix 6: Interview questions

Introduction

Please introduce yourself briefly, including your organization and job title.
How do you believe Web3 will effect the hotel industry?

What do you believe the potentials of Web3 are for the hotel sector?
What do you believe the challenges of Web3 are to the hotel sector?

Main questions

AT

Web3 is intended to encourage transparency. Do you agree this will happen in the Hotel
sector?
- Explain how this may affect the relationships between the various stakeholders
in the hotel sector.

TCT

Web3 may impact the transaction costs between businesses. Do you agree with this will
happen in the hotel sector? And how may this affect the hotel industry?

Who will be the most affected?

Is there a possibility of disintermediation?

Which firms will profit, and which will incur any consequences?

RBV

NT

What are the primary organizational assets (e.g. financial, psychical, people,
operational) in the hotel sector that Web3 may have a significant impact on?

One of Web3's goals is to eliminate the requirement for trust. How will this effect the
hotel sector?
Which business relationships in the hotel sector rely largely on trust?



Appendix 7: Analytical framework
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Appendix 8: Agency Theory Results

Categories

Interview statements

Transparency

“Rate leakage is a big problem in hotels, a
decentralized ledger where you can send a rate could
offer more transparent rates among all channels and

prevent discrepancies.”




“There has to be a different way of getting the data

from the guest in Web3.”

“I don't think hotels feel a need for transparency, I
would prefer that without transparency if | could keep
the trust but it seems like a necessary evil.”
“The market is quite transparent nowadays because
everything that happens on a hotel it's made basically

public via social network.”

Relationships

“If an OTA wants to ban my hotel, they now can and
with Web3 I expect that won’t be possible.”
“(In Web3) We're not a hostage of stakeholders like
Google. Facebook, and all those key players.”
“The power could be with the people and then they

have the power of choice whether you go left, or you

go right.”

Reputation

“When I choose not to go on Airbnb as a rental, I lose
all my reviews and reputation. That for me is insane,

5

it needs to change and could be through blockchain.’

Trust

“I think Web3 will be especially better because it
offers a lot more privacy.”
“Today travellers trust OTAs, in the future I think they
will trust internet enabled by Web3, removing the need
of OTAs.”
“If you can replace the trust in the OTA with Web3

tech to the Hotel, it will drive more direct bookings.”




Appendix 9: Transaction Cost Theory Results

Categories

Interview statements

Disintermediation

“Having a completely decentralized system with your
suppliers running on a blockchain amazing. Again, |
don't see this coming very soon because of legacy
systems.”

“I expect that there will be many Web3 services to be
bought but are still centralised and closed, which
worries me.”
“I don't see how some of these technologies may help

to accelerate disintermediating distribution, it is

already happening now.”

Reduce costs

“Even a direct booking now costs 35-40% because of
the centralised parties; booking engine, payment
provider & promotion on Google. So a decentralised
system could lower costs I think.”
“For big chains it is ok to pay 9-10% but for
independents it is not cause they have to pay like 20%,
so we need to fix distribution.”
“If we can reduce fees, we will be able to reduce rates
with crypto for guests as well and invest in
sustainability.”

“I use revolute to buy crypto but I don't know how

much the fees (are) but it's probably lower than the

normal bank fee.”

“I used to pay tons of money to call international, that
has changed and so will fees for intermediaries with

Web3.”




“Crpyto needs to be cheaper than normal
transactions, otherwise it will not succeed no matter
what.”

“Building content in the metaverse is probably
expensive and I'm not sure if it will have a positive

RO, versus just filming in my hotels.”

Systems

“Communication systems will be much shorter, much
faster and less cost involved.”
“I only see Web3 changing payment infrastructure
and systems, if at all, but there’s no pressing issue now
regarding that.”
“Crypto could solve the system limitations we have
accepting all kinds of worldwide currencies.”
“If these technologies can offer a cheaper and faster
solution than all separate integrations we have, it

would be something to consider.”

Appendix 10: RBV Results

Categories

Interview statements

Education

“So, it's educational. Like I don't see there's
complexity there. Even in terms of in terms of user

s

interfaces of wallets, which are super simple.’

“Web3 won’t change the status quo by building tech
alone, you need to educate users like hotels on why it

is better.’

“I think tech wise, Web3 tech pretty much ready to




make changes in hotels. But from, from an educational

or understanding point of view, the sector is not.”

Internal processes

“In terms of stock management and supplier
communication we’re going to see a lot of benefits
using blockchains.”
“Revenue Management will change; reservations will

be re-sellable in Web3, and the market will outperform

the RM manager.”

“Web3 is changing the soil under the hotel, the basic

>

(internal) processes will change in the sector.’

Appendix 11: Actor Network Theory

Categories

Interview statements

Relationships

“DMOs manage top-down, it needs to be bottom-up.
A local DAO could solve this by including
entrepreneurs, travellers and governments and
increase democratic policies.”
“Hotels in Web3 will be able to offer the same

experiences in booking as an OTA.”

Trust

“You take the government out, cryptographic code in.
I see this happening soon and is already in France.
This will bring trust in government back to the hotel
sector.”

“In terms of data security, it's going to be much harder
and more expensive to cheat.”

“The name, cryptocurrencies, it seems something from

the  future which is quite scary.”




“With crypto it's difficult you never know what is the

value what you have in your pocket.”

Digital representation “Guests don’t want to see a fake room in the
metaverse, they want to experience the real deal, and
if they will want it in the future it will be a problem
cause that is not our core business.”
“If we can get a metaverse-representation, we could
potentially promote our brand there and build

relationships with new customers.”

Appendix 12: Summary of interviews

Interviews: 6
Date ranges: 4 November — 14 November 2022

Interviewees: Henrique Tiago de Castro (General Manager), Anonymous (Hotel Owner),
Simone Puorto (Hotel Consultant), Luca de Giglio (Hotel Consultant), Yanki Tepe (Central

Reservations Specialist) & Gongalo Rebelo Almeida (CEO / Hotel Chain).

Interview Summaries

Interview number: 1

Date: 4 November 2022

Interviewee: Henrique Tiago de Castro
Profession: General Manager

Experience in hotel sector: 16 years



Summary

The interviewee believes that Web3 can help hotels achieve a democratic internet where hotels
and customers are not held captive by powerful middlemen. Potential use-cases mentioned by
interviewees include fee reduction and payment options. He points out that hotels require a
return on their investment, and it's unclear if Web3 will provide that. Mentions that while direct
bookings are rising as well, it could potentially influence distribution in general. Gives a few
more instances of disruptions before explaining how the platform economy have impacted
sectors like transportation that are now controlled by strong intermediaries. Generally, thinks
there needs to be more education before hotels can see the full benefits and challenges in the

hotel sector.

Interview number: 2

Date: 4 November 2022

Interviewee: Anonymous (on request)
Profession: Hotel (co)owner

Experience in hotel sector: 35 years

Summary

The interviewee discusses intermediary commissions and generally feels that Web3 will have
the most influence on distribution. Continues by stating that because of high costs, hotels can
invest in sustainability or green energy. cites the hotel industry's lack of creativity and openness
to trying new things as the primary obstacle to Web3 technology. Afterward, elaborates on
transparency and makes the case that Web3 will result in significantly shorter communication

channels. Transaction costs might also be reduced, which would immediately boost



profitability. The discussion then shifts to the eventual redundancy of intermediaries in Web3,
which would consume a lot of time. The interviewee continues by saying that large hotel chains
would benefit the most since they have the funding to adopt new technology. The respondent
sees the inability of Web3 to disclose customer information as it does with direct reservations
as a possible drawback. The interviewee claims that the elimination of trust in Web3 will have

the most positive impact on the connection between travellers and hotels.
Interview number: 3

Date: 8 November 2022

Interviewee: Simone Puorto

Profession: Hotel Consultant

Experience in hotel sector: 24 years

Summary

The interviewee discusses the necessity for decentralization and the various problems that
independent properties and chains now face. He goes on to say that there is a general lack of
technology in the hotel industry and that it could take some time before Web3 is adopted there.
He argues that improvements to products should come after education. Also continues by
claiming that hotel firms and Web3 enterprises have different levels of understanding. He
makes a statement by claiming that rate leakage is caused by a general lack of openness in the
hotel industry. He gives real-world instances of the sector's leakage issues. Continues with
describing the origins of Web2 businesses and the fundamental demand/supply problem for
marketplaces. Argues that hoteliers need to understand the significance of Web 3. The necessity
for bridges across older systems is then discussed. argues that the present Web3 apps are

excessively geared toward power users and not the public. The article continues by outlining



the function of technology in smaller hotels, emphasizing that it is limited to the fundamentals
and that Web3 may be necessary, but that it differs from chain hotels. Then discusses the price
of direct reservations and how Web3 can lower those prices. And then discusses the industry's
need for SSI while citing a few instances on Instagram. Concludes by stating that there is a use-

case for DMOs as well but recommending the creation of a DAO in the community.
Interview number: 4

Date: 11 November 2022

Interviewee: Luca de Giglio

Profession: Hotel Consultant

Experience in hotel sector: 31 years

Summary

The interviewee begins by outlining how OTA's function is dwindling and how consumers are
growing more trust in companies. Says there is a compelling use-case for smart contracts to
take the place of promises and conventional agreements. Then discusses the drive for hoteliers
to enter Web3 and how they cannot wait to act as they did in Web1 and Web2. The interviewee
goes on to explain that when customers are involved, there is no further need for transparency
in the hotel industry. Additionally, the interviewee claims that NFTs and loyalty programs will
benefit the industry and perhaps open up new markets. The interviewee continues by claiming
that blockchain allows the elimination of trust and relates this to review sites like Tripadvisor.
The price of the booking is then described, along with the fact that it will soon disappear as
phone charges did. Then makes the case that revenue management will evolve and be powered

by Al. Continues by giving examples of how Web3 might affect hotels from an organizational



standpoint. Concludes by drawing a comparison between the foundation upon which hotels are

built and how Web3 is reshaping that foundation and radically altering how hotels will operate.
Interview number: 5

Date: 11 November 2022

Interviewee: Yanki Tepe

Profession: Central Reservations Specialist

Experience in hotel sector: 12 years

Summary

The interviewee starts off by saying that Web3 will have the biggest effects on reservations and
identity management. In addition, hotels will be able to further improve the personalization of
their services. Continues by saying that hotels' biggest problem is their ignorance of Web3 and
its effects. The author continues by stating that there is a fantastic opportunity to improve
openness in the area of distribution, particularly with regard to the data sharing between hotels
and GDS/OTA systems. Continues by stating that there is a need for transparency about
rankings for travelers on travel websites. It continues by adding that customers want to pay the
least amount possible, therefore if Web3 can assist reduce expenses, it would be beneficial as
prices might drop. Continues by saying that changes to the backend will be more obvious than
to external operations or the front end. The interviewee then continues by arguing that in order
to avoid disparities, the industry needs to embrace a single reality. The interviewee ends the
interview by suggesting that Web3 has a possibility to stop rate leakage, which would otherwise

result in unhappy customers.
Interview number: 6

Date: 14 November 2022



Interviewee: Gongalo Rebelo Almeida
Profession: CEO / Hotel Chain

Experience in hotel sector: 35 years
Summary

The interviewee says that the current methods of payment for travelers and hotels are effective
and do not require replacement. The interviewee continues by noting that since customers don't
want to sleep in an improvised/fake room, the metaverse has no actual application in hotels.
Then goes on to explain that the costs seem excessive, similar to how they were in the past
when they attempted to adopt “Second Life." The interviewee continues by saying that because
different markets are served by travelers, cryptocurrency may one day be preferred for secure
payments. The interviewee goes on to talk about how transparent the hotel industry is now and
how she doesn't anticipate Web3 making a bigger difference in that regard. He uses examples
like Google Reviews and TripAdvisors to illustrate his point. The interviewee continues by
saying that any technology that is more affordable and useful would find a market. He says
further that direct bookings are already well under way, particularly for brands like their own.
Then it indicates that although there aren't any significant issues, Web3 might help internal
operations. He continues by saying that it is incorrect for the general public to consider
cryptocurrency use as primarily criminal activity. The interview concludes by stating that,
similar to any investment in the hotel industry, any Web3 implementation should result in

increased profitability and return on investment.
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