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Abstract: This paper aims to find out impact of Traditional Human Touch Services (THTS) and Technology 

Based Self Service (TBSS) on Guest satisfaction. The other objective it to find out the activities which can 

be performed by replacing Traditional Human Touch Services (THTS) with Technology Based Self Service 

(TBSS) or vice versa. the study shows that Guests are welcoming the replacement of Technology with 

Traditional Human touch as they are techno savvy and technology is saving their time but at the same time 

they do not want technology to completely replace people. All hotels, small or big are creating their own 

Websites to help them reach a larger population of potential guest. Guests are positively impacted by the 

replacement of Human touch with Technology and want hotels to adopt innovative technology trends 
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