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Abstract

The ongoing extensive integration of digital technologies into the tourism industry
workplace has given rise to divergent perspectives. On one hand, some assert that
technology implementation serves as a great catalyst, enabling enhanced safety,
operational ease, and increased comfort for employees. On the other hand, concerns
have surfaced, suggesting that technology adoption may make jobs less satisfying for
the workforce, with concerns about job displacement and unemployment.

This study aims to delve into the multifaceted and complex factors determining the
impact of digital technology implementation on employees” well-being within the
tourism industry. Through a novel human-centered approach, the research
categorizes various dimensions of employee welfare to foster a nuanced
comprehension of the dynamic interplay between workers and technology. The aim
is to empower and optimize "good work" practices in this evolving landscape,
ensuring social sustainability for workers, who are a crucial component of the
tourism industry.

A structured framework is subsequently developed to facilitate the systemic
assessment of technology’s impacts across these diverse various dimensions. This
framework also functions as a visual representation tool, aiding in better
understanding and interpretation of the findings, while also revealing nuanced
insights, previously unforeseen, into the socio-technical systems interactions.

The framework’s viability and effectiveness are then validated by a focused
ethnography study, offering real-world insights into its practical application and
utility.

In conclusion, this research contributes valuable notions to the “good work”
discourse in the tourism industry. By providing managerial insights and practical
tools, underpinned by the developed framework, it guides efforts to enhance
employee well-being and foster optimal work practices amidst the era of
digitalization, to finally present directions for future research.

Key-words: good work, digital technologies, social impact, employee well-being,
tourism industry, social sustainability.



Abstract in lingua italiana

La crescente integrazione estensiva delle tecnologie digitali nel luogo di lavoro
dell'industria turistica ha dato origine a prospettive divergenti. Da un lato, alcuni
sostengono che lI'implementazione della tecnologia funga da grande catalizzatore,
consentendo una maggiore sicurezza, facilita operativa e comfort aumentato per i
dipendenti. Dall'altro lato, sono emerse preoccupazioni, suggerendo che 1'adozione
della tecnologia possa rendere i lavori meno soddisfacenti per i lavoratori, con
preoccupazioni riguardanti la perdita di lavoro e la disoccupazione.

Questo studio mira ad approfondire i molteplici e complessi fattori che determinano
l'impatto dell'implementazione delle tecnologie digitali sul benessere dei dipendenti
all'interno dell'industria turistica. Attraverso un nuovo approccio centrato sull'essere
umano, la ricerca categorizza varie dimensioni del benessere dei dipendenti per
favorire una comprensione variegata dell'interazione dinamica tra lavoratori e
tecnologia. L'obiettivo e quello di potenziare e ottimizzare le pratiche di "buon
lavoro" in questo panorama in evoluzione, garantendo la sostenibilita sociale per i
lavoratori, che sono un componente cruciale dell'industria turistica.

Successivamente viene sviluppato un quadro strutturato per agevolare la valutazione
sistemica degli impatti della tecnologia su queste diverse dimensioni. Questo quadro
funge anche da strumento di rappresentazione visiva, aiutando una migliore
comprensione e interpretazione dei risultati, rivelando al contempo intuizioni ricche
di sfumature precedentemente non previste, sulle interazioni dei sistemi socio-
tecnici.

La validita ed efficacia del quadro viene poi convalidata da uno studio etnografico
focalizzato, offrendo spunti reali per la sua applicazione pratica e la sua utilita.

In conclusione, questa ricerca fornisce concetti preziosi nel dibattito sul "buon lavoro"
nell'industria turistica. Fornendo spunti manageriali e strumenti pratici, supportati
dal quadro sviluppato, dirige gli sforzi per migliorare il benessere dei dipendenti e
favorire pratiche lavorative ottimali nell'era della digitalizzazione, per fornire, infine,
direzioni per la ricerca futura.

Parole chiave: buon lavoro, tecnologie digitali, impatto sociale, benessere dei
dipendenti, industria del turismo, sostenibilita sociale.
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1 . Introduction

In this first chapter, an introduction to the topics addressed during this thesis will be
provided. It is composed of three sections: the first provides an overview of the
tourism industry and the digital technologies implementation in this industry; the
second defines and examines the concept of “good work”; and the third presents the
research question that this thesis aims at.

1.1 Tourism Industry and Digital Technologies

Tourism is a vast industry that spans many sectors, including accommodation,
transport, attractions, and more. It stands as one of the most important industries
globally, contributing to approximately 7.7 trillion U.S. dollars in 2022, representing a
7.6 percent share of the total global GDP (Statista, 2022).

It is also one of the most complex industries. First, it is difficult to define the exact
boundaries of the tourism industry, as there is not one clear product or family of
related products as with most other industries. Tourism is, in its broadest sense, and
as defined by the World Tourism Organization, when people travel and stay in
places outside of their usual environment for leisure, business, health, or other
reasons. Tourism hence encompasses a diverse range of activities, and directly
interacts with numerous other industries (McDonald, 2008). Second, it has, “by virtue
of its activity, implications in the social, political, cultural and economic areas of
activity.” (Bunghez, 2016). Its impact extends across various dimensions, and is
hence difficult to measure, keep track, or control.

On the economic dimension, tourism plays a pivotal role in generating revenue and
fostering economic growth. Many developing countries — the fact that they are
developing countries gives it an extra layer of sustainable development additionality
and magnify its impact — have “exploited the tourism industry for economic
stimulation”, as noted by Marzuki (2009). Furthermore, it provides employment
opportunities, addressing issues of unemployment and poverty in various regions.



The World Travel and Tourism Council data indicates that the tourism industry's
contribution to GDP and employment in many developing countries surpasses the
global average (WTTC, 2022).

On the social dimension, tourism allows fostering connections among people of
diverse backgrounds. It provides a platform for people from diverse backgrounds to
interact, share experiences, and build a global community. This social interaction
contributes to fostering a sense of global openness and exchange. The quality of life
of both the tourists and the residents is generally improved by this sector’s activities.
However, alongside these positive aspects, challenges arise. The surge in tourism can
sometimes strain local communities, affecting social dynamics and leading to issues
like overcrowding or changes in the traditional way of life (Ramkissoon, 2020;
Streimikiene et al., 2020).

Environmental considerations also play a crucial role in the tourism impact. While its
activity can contribute to the conservation of natural wonders by channeling funds
into their preservation, it can also pose threats such as environmental degradation
and increased waste generation when not managed responsibly (Sunlu, 2003).

Recognizing these multidimensional impacts of tourism, academics have been
increasingly studying and advancing the concept of sustainable tourism over more
than 30 years, with the goal of, along with scientists and policymakers, ensuring that
the positive impacts are maximized while mitigating the negative ones.

Although many initiatives, efforts, and guidelines, have been conducted in
sustainable development of the tourism industry, the attention given to the three
pillars of sustainability has not been equally divided. Nugraheni et al. (2019) argue
that the social dimension has been receiving the least attention among the other two.
More precisely, the social aspect related to the employees” wellbeing and their “good
work” practices have been even more ignored, as the social dimension of sustainable
tourism has been usually tackled from the perspective of the tourists/customers
(Hongmin et al., 2022).

This study discusses the social aspect of Tourism by looking at the wellbeing of
workers, and more specifically as digital technologies, the emerging phenomenon,
are implemented in the workplace.

Digital technologies’ extensive implementation in the global economy, including the
tourism industry, has indeed been an emerging phenomenon. In fact, there has been
over the years a substantial increase in 'digitalization' (Ritter and Pedersen, 2020).
This entails leveraging digital technologies to transform business models, enhancing
efficiency, profitability, and creating additional value-generating possibilities.
Notably, the shift toward digitalization has redefined how companies analyze
market information, execute their delivery processes, and engage with their
customers (Youssef et al., 2021; Kohtamaki et al., 2020).



In the tourism industry particularly, numerous entities are embracing this
phenomenon. Destinations, travel agencies, tour operators, hospitality
establishments, theme parks, museums, event planners, and other businesses
intertwined with tourism are increasingly integrating digital technologies into their
operations, and this process has been rapidly accelerated by the outbreak of COVID —
19 (Hongmin et al., 2022). This strategic shift aims to streamline processes, enhance
market interactions, reinforce competitiveness, and augment revenues (Capriello and
Riboldazzi, 2020; Lam and Law, 2019). Technologies are frequently deployed in the
goal of enriching the overall customer experience, given that value creation in
tourism is complexly tied to memorable experiences (Ahn and Back, 2019). Advances
in (digital) technologies are “among the top trends that will cause long-lasting
changes”, as described by Aladag et al. (2020). Some examples include integrating
sensors and augmented reality displays in museums (Kirova, 2021; Loureiro et al.,
2020), incorporating artificial intelligence and service robots within hotel operations
(Lu et al., 2021; Christou et al., 2020), utilizing big data to study the market and
predict the customer’s behavior ( Saqib et al., 2021), and using social media networks
“to engage in real-time and personalized communication with younger customers”
(Hadjielias et al., 2021).

In many of these examples, concerns about workers' well-being have arisen. First,
there is apprehension that the use of robots and reliance on digital technologies
might displace the demand for human labor (Tussyadiah et al., 2021). Additionally,
cases of employees dealing with anxiety, frustration, or stress have started to emerge.

In order to understand what exactly determines the impact of digital technologies on
employees” wellbeing, we need to look into actually matters for employees, within
their perceptions of “good work”.

1.2 Concept of “Good Work”

In the dynamic activities of the tourism industry, even with the recent digital
technologies implementation, human labor still stands as a central component,
developing and delivering the complex set of experiences that shape a traveler's
journey. Tfailey (2018) even states that employees in this industry are “being an
integral part of the product that visitors request and pay”. Acknowledging the
pivotal role of employees in touristic organizations, the concept of "good work" is a
crucial one, involving the holistic well-being of individuals and the cultivation of
positive work practices (Koo et al.,, 2020). Fostering employees' well-being aligns
with principles of sustainable development, as emphasized by the United Nation’s
Sustainable Development Goal 8 (SDG8: Promote inclusive and sustainable economic
growth, employment and decent work for all), the World Health Organization



(WHO), the World Economic Forum (WEF), and other organizations. In particular,
SDG 8 addresses employees” wellbeing in its eighth target: “Protect labour rights and
promote safe and secure working environments for all workers, including migrant
workers, in particular women migrants, and those in precarious employment”
(United Nations, 2015); as well as in its nineth target, where its addresses specifically
sustainable tourism: “By 2030, devise and implement policies to promote sustainable
tourism that creates jobs and promotes local culture and products” (United Nations,
2015). Although the United Nations presented the concept of “good work” as
“decent work” in the mentioned goal, and therefore focusing more on the employees’
safety than wellbeing, it can be still considered as a good step towards workplace
welfare, raising awareness and building momentum for taking collective action. This
aspect of SDG8 has been criticized by Kreinin and Aigner in their article (2021), in
which they present a new framework for that goal, replacing “decent work” with
“sustainable work”. WHO and WEEF, on the other hand, do tackle the wellbeing of
employees.

Moreover, fostering employees' well-being in the tourism sector also leads to a better
value offering and thus to higher customer satisfaction. Happy and engaged
employees contribute not only to a positive workplace atmosphere but also enhance
the overall experience for tourists. Yet, achieving this objective proved to be
challenging, as this industry demands a significant labor force and is characterized
by substantial workloads, extended working hours, time limitations, conflicts with
guests, occurrences of workplace bullying and harassment, disruptions to sleep
patterns, and job-induced stress (Knani, 2022). Employment within these service-
oriented fields has been linked to heightened stress levels, frequent employee
turnover, non-traditional work schedules, and comparatively lower compensation
(Zhang et al., 2020).

And what makes the matter more challenging is the fact that the concept of “good
work” is not a universal one across the industry and the different employees. It is
nuanced and subjective, mirroring the idiosyncrasies of each individual within the
workforce. The study of Dabirian et al. (2017), where online surveys displaying
individual workers’ opinions on their workplace were collected and analyzed,
confirms these individual idiosyncrasies: “Employees cared about different values
when they commented on the highest and lowest ranked places to work, and
emphasized different value propositions when they praised or complained about
them”.

Moreover, the implementation of digital technologies into the industry has
introduced new dimensions to the well-being of employees. While these technologies
promise operational efficiency and improved customer experiences, their
implementation may also pose challenges to the workforce. Issues such as increased
workload, adapting to new technologies, and potential job displacement are factors
that need careful consideration.



1.3 Research Question

Given the discussion thus far, the primary objective of this study is to delve into the
challenges associated with the well-being and “good work” practices of employees in
the tourism industry, as digital technologies are being implemented. Specifically, the
research aims to respond to the following research questions:

What are the key factors that determine “good work” practices for employees,
and how should these factors be considered when implementing digital
technologies in the tourism industry workplace?

To address the research question posed, the study begins with a literature review,
where we examine the current landscape of digital technologies in the tourism
industry, identify key issues discussed, and explore relevant theories and concepts
used in literature to tackle this topic. This helps establish a foundation for our
theoretical framework. We subsequently investigate the impact of digital
technologies on employees” “good work” perceptions and develop a conceptual
framework, capturing the study’s emerged insights, and serving as a novel tool for
addressing this subject. The validity and applicability of this framework are then
evaluated through a focused ethnography section, which also offers real-world
insights and bridges theoretical constructs with practical implications. Finally, the
study synthesizes its findings in the conclusion, providing suggestions of future
research directions in the domain of this research question.
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2 . Literature Review

In this next section, we explore the literature review that was done in the beginning
as a base of knowledge to our study. It follows a three components structure:
objective — process — results.

2.1. Objective

The main objective of conducting a literature review was to gain insights, if any, on
the current technological implementation state in the tourism industry, and an
understanding of its impact, good or bad, on the employees.

Specifically, conducting the literature review had several aims. First, one goal was to
identify the previously studied digital technology related obstacles faced by
employees in this sector and detect the most discussed ones. Additionally, the review
aims to uncover the underlying theoretical frameworks utilized by researchers in this
field. By shedding light on these theories, the review adds to our comprehension of
the fundamental principles that shape discussions surrounding technology and well-
being within the tourism workforce, and can allow us to get insights on the possible
factors that play a role in this topic by studying these theories. Finally, one last sub
target was to identify also which digital technologies were the most used by tourism
companies and were discussed the most in literature.



2.2. Process

Having mentioned the objectives that were the drivers of the literature review, now
we will tackle the process part.

The steps for conducting the literature review were adopted from Durach et al.
article “A New Paradigm for Systematic Literature Reviews in Supply Chain
Management” (2017). This study offers a six-step guideline for an SLR study, while
paying attention for the ontological and epistemological idiosyncrasies of research in
supply chain management, and this was the main reason of adopting this study’s
guidelines and framework: our topic is a study from the supply chain side
perspective, and is therefore an idiosyncratic study by itself.

The above mentioned six steps are: (1) defining the research question, (2)
determining the required characteristics of primary studies, (3) retrieving a sample of
potentially relevant literature, (4) selecting the pertinent literature, (5) synthesizing
the literature, and (6) reporting the results (Durach et al., 2017).

Starting by the first step, the research question is, as already mentioned in the
introduction part above, “What are the key factors for a successful implementation of
digital technologies that enhance” good work” practices in the tourism industry?”.
Defining the research question had the task of defining clear boundaries for the next
steps. We defined it as such, setting limits of the study to the successful
implementation only, of the digital technologies only, and its impact on the
employees of the tourism industry. However, we recognize that the boundaries are
still too wide, as digital technologies include many technologies, and the tourism
industry encompass many sectors, ranging from the accommodation sector to the
transportation one, to the attraction sector and the food & beverage one as well
among others (Camilleri, 2018). Furthermore, what can be considered even more
vague is the “good work” term. As described in the introduction, the reason for this
term’s vagueness is its subjectivity, reflecting the present idiosyncrasies among
companies and workers in the tourism industry. But ultimately, it was found better
to keep the research question and the boundaries of the study as they are, as it would
be beneficial to try to capture a common ground that encloses the present
idiosyncrasies, and help dealing with them.

The second step was to determine the required characteristic of the studies, to set
some kind of filter for the collected articles by developing criteria for determining
whether a publication can provide valuable information regarding our study. To
start, and as dictated by the research question, the limits of the review were around
the implementation of digital technologies, in the tourism industry, and with a focus
on their relationship with worker’s perception of “good work”. No date limit was set
in the beginning, as it was acknowledged that if a certain article tackles the



implementation of digital technologies in the workplace, then the found article
would naturally be recent enough, and its content would therefore be relevant to the
current situation. The oldest retrieved article was indeed published in 2016, and a
significant 83% of the collected articles were published since 2019.

The third step was the collection of academic articles, using certain search strings. To
start doing so, the first search string was "tourism good work artificial intelligence”
and was deployed on ScienceDirect. The rationale behind this search string was to
get a general idea of what published studies are there related to our topic, and what
are they stating. The first search string resulted in lots of articles which were not
related to the topic, and we had to find and select the not much abundant related
articles. 51 selected articles were retrieved. The selection criteria included relevance
to the thesis topic and demonstrated potential for valuable content, which were
assessed by the title, the keywords, and the abstract if necessary.

As for the second string, it was "workers well-being OR good work AND tourism
industry AND successful implementation AND digital technologies". The idea here
was to get a bit more in focus on our research question, as the first search string
resulted in articles spanning along a wide spectrum of literature subjects and wasn't
precisely aimed to what is needed, and as we got more knowledgeable of the general
concept of "good work" in the tourism sector and its relationship with the digital
technologies implementation. For this second search string, the looked in academic
articles were both ScienceDirect and Google Scholar. The latter was used with this
search string with the aim of expanding the scope, since not many articles were
found with the latter with the first search string. Google Scholar plus is a library that
offers a broad search interface when compared with other libraries. 23 articles were
collected from this search string. 88% of them where from 2020 on (the number of
articles in each year from 2020 till now is nearly constant for each of these 4 years). In
this second search string, articles aiming at the thesis topic and at answering the
research question were more abundant in the results than during the first search, but
it was still lacking precise boundaries limiting the scope of the search sting results.
Much articles gotten in this search string were either in another industry, or aiming
at the wellbeing of the customers and their technology acceptance rather than the one
of employees, or aiming at the ability of the workers to use well these technologies
and the availability of such skills needed for a tourism company to adapt to the
technological implementation and enhance its value proposition, but not their actual
wellbeing and the "good work" concept at a workplace. That was the case even
though the search string specifically included the terms "workers wellbeing OR good
work", "tourism industry", and "digital technologies".

Upon observing that a limited number of articles precisely addressed the targeted
keywords within the search string, an apparent gap or deficiency in literature
concerning the specific topic tackled is becoming apparent. Specifically, while articles
from various searches provided insights into related aspects, such as technological



skills, customer well-being, customer technology acceptance, or workplace physical
safety, a shortage of literature directly addressing the research question was
apparent. Consequently, a strategic decision was made to conduct a supplementary
search, denoted as the third search string. This search string, denoted as
"(ergonomics OR occupational health) AND successful implementation AND digital
technologies AND service industry", involved the substitution of "tourism industry"
with "service industry" for a more inclusive scope, encompassing the tourism sector
and other related sectors. Furthermore, the phrase "workers wellbeing OR good
work" was replaced with "ergonomics OR occupational health." The rationale behind
this adjustment was to explore literature in broader sectors and more general impact
on employees, to subsequently adapt relevant findings to the specific context of the
tourism industry and the concept of “good work”. This nuanced approach aimed to
leverage insights from adjacent fields that share similarities with the tourism sector.
The search yielded 18 articles, and the criteria for article selection was the same also
here across all three search strings remained consistent, focusing on relevance to the
research topic and the potential for substantial content.

Concluding the third step, focused on gathering relevant literature, a total of 92
articles were collected. Transitioning to the 4th and 5th steps—selecting pertinent
literature and synthesizing it—marks a crucial phase in analyzing the collected
articles. The selection process involved coding articles by their unit of analysis from
one side, and specifically if they were aiming their study at the “good work” concept
- which emphasize aspects like worker’'s well-being, satisfaction, or work
environment — and by the type(s) of digital technology, if any, tackled. The unit of
analysis was a well guiding characteristic, playing a role in determining the study's
scope and focus (Sauer and Seuring, 2023). Additional characteristics were extracted
from the articles, distinct from those used in the selection process, and for other
purposes. These characteristics were deployed to aid in the identification of
prevalent theories during the subsequent analysis, and to provide a means of
characterizing the articles comprehensively, eliminating the need to revisit the entire
articles later. The additional characteristics were the technological framework,
research method, research question, key findings, and the strengths and limitations.
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Following the classification of the collected articles based on the above-mentioned
characteristics, it was determined that out of the 92 academic articles, 50 articles
(54%) addressed the concept of "good work", and 69 articles (75%) tackled the
implementation of digital technologies in the tourism industry workplace by
specifically discussing the impact generated by one, or more. Notably, only 38 (41%)
examined both, and these 38 articles were the selected ones for further analysis. More
specifically, these were 13 articles from the first search string, accounting for 28% of
the articles collected from that string, 12 articles from the second search string,
accounting for 60% of the articles collected from that string, and 13 articles from the
third search string, accounting for 72% of the articles collected from that string. These
numbers are visually represented in the accompanying figure.

Search String 1: tourism good work artificial intelligence
Search String 2: workers well-being OR good work AND tourism industry AND successful implementation AND digital technologies
Search String 3: "(ergonomics OR occupational health) AND successful implementation AND digital technologies AND service industry

51

Search String 1
collected articles

Search Sting 1
13

Search Sting 2 Search Sting 3
23 18
Articles tackling “good work™ & digital
technologies impl i
Search String 3
Search String 2 collected articles

collected articles

Figure 1: Literature Articles collected
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Reporting the results of the synthesis and analysis of the selected 38 relevant articles,
this marks the sixth step in the literature review framework as presented by Durach
et al. (2017).

2.3. Results

Our exploration into the academic and theoretical dimension generated some
interesting insights.

In the landscape of digital technologies within the tourism industry workplace, the
preeminence of Artificial Intelligence (AI) is apparent, with 39% of the articles
exclusively focusing on Al The most tackled application of Al technology is the
Service Robot, or Cobot, as defined in some papers. The latter is an innovative device
developed based on the former, which in its turn enables it to have a higher level of
intelligence and perform intuitive functions (Yan et al., 2022). Al and Service Robots
can be considered part of the same technology to some extent, especially when
studying its impact, as stated by Li et al. (2019). The prominence of Al in the
literature reflects a substantial contemporary interest and implementation within
tourism companies, particularly evident in discussed real-world examples, such as
Al powered reception bots or hotel service robots (Koo et al., 2020; Kim et al., 2021).
The notability of the current Al implementation trend and specifically in the robotics
application has also been identified and discussed by Knani et al, in their
bibliometric analysis study conducted in 2020. Additionally, other technologies were
included, such as the Internet of Things (IoT), digital twin, Cyber-Physical
Production Systems (CPPS), big data, Augmented/Virtual Reality (AR/VR), and
social networks. The redundancy of each digital technology discussion in the
collected literature is shown in the figure below.
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Figure 2: Digital technologies tackled in the Literature sample

21% of the collected articles took a generalized approach, not examining and
discussing individual technologies” impact, but instead the impact of technology in
general. While this perspective might have risked overlooking digital idiosyncrasies
and characteristics of individual technologies, these studies still where capable of
deriving meaningful general findings. This observation led us to acknowledge the
importance of keeping a balance between understanding the nuances of different
technologies and maintaining a comprehensive perspective. One effective way
would be by having a classification of digital technologies.

On the other hand, exploring the theoretical foundations of the chosen articles
reveals a diverse range of theories. Notably, the Socio-Technical Systems Theory
stands out, appearing in 27% of the articles, highlighting the need to understand how
social and technical aspects interact. Role theory is found in 9% of the articles,
followed by the Job Demands-Resources (JD-R) model at 6%, and Human Factors at
15%. An interesting observation is the prevalence of theories aligned with a Human-
Centered approach, making up 42% of articles addressing both "good work" and the
impact of digital technologies. This underscores the advantages of employing a
human-centered approach in this context, a viewpoint affirmed by numerous articles
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addressing its application in the discussed topic. (Gualtieri et al., 2023; Forero
Velasco et al., 2023; Guest et al., 2022; Stankov and Gretzel, 2020)

Another adopted concept is the holistic perspective, embraced by 48% of the
analyzed articles. This key point of view emphasizes the comprehensive exploration
of interconnected elements, providing a holistic understanding of the intricate
relationship between digital technologies and the tourism industry workplace. The
adoption of this perspective underscores the significance of considering the broader
context and interdependencies within the realm of technological impact on work
practices.

The recurrence of these relevant theories and concepts in our collected literature
sample is shown in the figure below.

Theories and concepts used in the Literature sample  Concepts
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Figure 3: Theories and concepts used in the Literature sample
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The analysis of the literature sample yielded significant insights into key theories and
essential concepts utilized in academic articles addressing our topic of interest.
Specifically, the socio-technical systems theory highlights the dynamic interplay
between social and technical elements within organizations. This theory challenges
the notion of technological determinism by advocating for the optimization of both
social and technical systems to achieve the best outcomes, rather than prioritizing
one over the other. Through approaches like action research and the implementation
of autonomous work groups, socio-technical systems theory aims to enhance the
quality of working life by empowering employees and fostering adaptability (Guest
et al., 2022).

Human-centered design (HCD) places a strong emphasis on understanding and
addressing the needs, preferences, and capabilities of individuals who interact with
technology in the workplace. By considering human factors such as psychological,
social, physical, and biological characteristics, HCD aims to create solutions that
enhance productivity, well-being, safety, and job satisfaction. This approach involves
active collaboration with end-users throughout the design process to ensure that
technology aligns with their goals and aspirations, ultimately leading to improved
usability and overall user experience (Velasco et al., 2022).

Finally, adopting a holistic perspective involves taking into account the
interconnected nature of various factors that influence employee well-being. This
approach acknowledges that well-being is shaped by a multitude of factors,
including social relationships, work environment, organizational culture, and
individual experiences. By considering these factors holistically, organizations can
gain a deeper understanding of the complex dynamics at play and develop more
effective strategies for promoting employee well-being in the digital age.

In our impact assessment of digital technologies on employee well-being, we
integrate these three concepts and theories to guide our analysis. By examining the
socio-technical systems within organizations, applying principles of human-centered
design to assess usability and user experience, and adopting a holistic perspective to
consider the broader context and implications, we aim to provide a comprehensive
evaluation of the impact of digital technologies on employee well-being.
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3. Digital Technologies impacts on
“Good Work”

Building up on the Socio-Technical Systems theory, which recognize the
interdependencies between human employees, the social component, and digital
technologies, the technical component, and trying to resolve the disequilibrium
caused by the imbalance between these two systems (Yan et al., 2022), we try to look
at the linkage between digital technologies and “good work” by decomposing and
classifying each of these components.

In this section, the methodology of this process will be explored in depth first, to then
discuss and assess the diverse impacts of different digital technologies groups on
“good work” aspects. Finally, the results and findings will be presented in a
framework.

But before dwelling in the impact assessment section, it is important to note that the
word “impact” is not to be confounded here with the Social Impact notion, which
revolves around social enterprises’ intentional pursuit of a purpose, solving certain
issue(s) in the society and community as a whole (Bengo et al., 2015). The term
“impact” designates, in this thesis study and in this section specifically, the effects,
consequences, or externalities produced by a digital technology’s implementation in
a workplace, on the employees. Nevertheless, the framework proposed presenting
the diverse effects produced on employees” well-being has indeed a great potential to
indeed generate a social impact to the society as a whole, by intentionally using it in
the goal of enhancing “good work” practices.
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3.1. Methodology

3.1.1. Digital Technologies classification

The methodology for assessing the impact of digital technologies on the "good work"
aspect for employees in the tourism industry involved several key steps, including
the classification of different digital technologies into groups. This classification
process aimed to organize the diverse range of technologies and facilitate a
systematic analysis of their impact on employee well-being.

To begin, a comprehensive list of digital technologies was compiled from various
sources, including literature reviews, reports, and online articles. These technologies
were selected based on their relevance to the tourism industry and their potential to
influence employee well-being.

The classification process involved studying the common aspects and differences
among the identified technologies. One notable decision was to differentiate between
augmented reality (AR) and service robots, contrary to their grouping in previous
literature reviews. This differentiation was based on the physical form presence of
service robots and their potential to replace human labor to a larger extent than Al
Additionally, it was recognized that service robots may interact with employees in a
different manner compared to Al, potentially impacting employee well-being
differently.

Furthermore, the decision was made not to classify Cyber-Physical Production
Systems (CPPS) as a technology to be assessed individually due to its broad nature
and complexity. Instead, CPPS technology was included in the framework by
assessing more specific technologies such as Al, VR, IoT sensors, and data analysis.

The classification criteria included four main factors: the level of intelligence, the
level of automation, the level of skill requirement, and the type of interaction with
human workers. These criteria helped to categorize the technologies into distinct
groups based on their characteristics and functionalities.

The resulting classification consisted of six groups, as shown below, along with their
evaluation on each classification criteria.
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Group

Technologies Included

Al-Powered Chatbots and Virtual
Assistants

Service Robots

Augmented Reality (AR) and Virtual
Reality (VR)

Smart Tourism Platforms

IoT Sensor Systems and Data Analytics

Basic technologies:
Online booking systems, websites, and
communication apps/tools, ..

Purpose

Services for Personalization and
Productivity

On-Demand Assistance and Task
Automation

Immersive Experience Design and
Facilitation

Data Management and Task
Automation

Data-Driven Insights and Process
Optimization
Information Access and Sharing, and
Enhanced Collaboration and
Communication

Level of
Intelligence

High

Moderate

Moderate

Moderate

Low

Low

Level of
Automation

Moderate

High

Moderate

High

Moderate

Low

Table 1: Classification of digital technologies

Level of Skill
Requirement

High

Moderate

Moderate

Moderate

Low

Low

Type of Interaction
with the Human
Worker

Assist/Augment

Replace/Assist

Augment/Assist

Assist/Augment

Monitor

Simplify/Assist



18

The inclusion of the Basic Technologies group, Group 6, aimed to provide a baseline
understanding of the commonly used technologies in the tourism industry and their
impact on employee well-being. This understanding served as a reference point for
assessing the impact of more advanced technologies in the other groups. The impacts
of these advanced technologies could be extrapolated from the outcomes observed
with basic technologies, though with varying magnitudes. The term “basic” is used
as these technologies could be considered as basic, when compared with other
technologies present in other groups.

Overall, the classification process laid the foundation for systematically assessing the
impact of digital technologies on "good work" aspects for employees in the tourism
industry and informed the development of a comprehensive impact assessment
framework.

3.1.2.  “Good Work” aspects identification

The phase of identifying the "good work" aspects aimed to recognize
comprehensively, and in a human-centric approach, the factors contributing to
employee well-being in the tourism industry, to later get to understand how a certain
digital technology can impact employees” work satisfaction. This process involved
synthesizing insights from two key articles: one by Dabirian et al. (2017) and another
by Yan et al. (2022).

The first article by Dabirian et al. (2017) focused on employer branding and
presented seven value propositions that individuals prioritize when evaluating
places to work, therefore from the individual employees” point of view. These value
propositions were gathered from Glassdoor, an online crowdsourced employer
branding platform, reflecting workers' preferences and their perceived importance of
these values. By analyzing the data from this study, the importance of various factors
and their diversity across workers were understood. Additionally, the study shed
light on the distinction between true motivators and hygiene factors, highlighting the
complexity of employee preferences.

The second article by Yan et al. (2022) explored health and safety aspects for service
employees from theoretical and managerial perspectives. This study identified four
key aspects relevant to employee well-being and safety in the workplace. Collecting
this article’s presented aspects strengthened our holistic perspective stand, getting to
identify “good work” aspects from two different points of views.



19

To create the identification of "good work" aspects, insights from both articles were
synthesized. Duplicate or less significant aspects were removed, and similar aspects
were combined to form a cohesive set of factors. This process resulted in the
identification of 7 aspects contributing to employee satisfaction and well-being in the
tourism industry, as shown in the figure below. A brief description is then provided

below.
Service employees’ health and safety
Figure 1. Seven employer branding value propositions
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“Good Work"” Aspects Identified:

Physical Safety

Economic Value

Identity Safety

Social Value

Emotional Safety

Fulfillment Value

Work/life balance

Figure 4: "Good Work" Aspects Identification

1. Physical Safety: This factor pertains to the protection of employees from
physical injuries and harm in the workplace environment.

2. Economic Value: Economic value refers to the tangible rewards and benefits
that employees receive from their work, primarily monetary compensation
such as salary, bonuses, and other financial incentives. It also encompasses
non-monetary benefits like healthcare coverage, retirement plans, and job
security.

3. Identity Safety: Identity safety focuses on the satisfaction and pride employees
experience when they feel recognized and valued as service providers. It
encompasses aspects such as autonomy, control over one's work, and
opportunities for professional growth and development, which contribute to a
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sense of satisfaction. It can be considered as the satisfaction of an employee’s
personal ego satisfaction.

4. Social Value: Social value encompasses the quality of social interactions and
relationships in the workplace environment. It includes the camaraderie
among coworkers, positive relationships with supervisors and management,
as well as interactions with customers or clients. A supportive and positive
social atmosphere contributes to employee satisfaction and well-being.

5. Emotional Safety: Emotional safety refers to the protection of employees'
mental and emotional well-being in the workplace. It involves creating an
environment where employees feel psychologically safe to express
themselves, share concerns, and seek support without fear of judgment or
reprisal. Securing the emotional safety aspect can help prevent stress, anxiety,
burnout, and other negative emotional experiences.

6. Fulfilment Value: Fulfilment value relates to the satisfaction employees derive
from their work when it is challenging, interesting, and meaningful. It
encompasses opportunities for skill development, growth, and achievement,
as well as alignment with personal values and goals. Work that offers a sense
of purpose and fulfilment contributes to overall job satisfaction and well-
being. This aspect was fundamentally created by the mixing and synthesis of
the application value and the development one presented by Dabirian et al.
(2017).

7. Work/Life Balance: Work/life balance refers to the equilibrium between
professional responsibilities and personal life outside of work. It involves
managing time and energy effectively to meet work obligations while also
allocating time for leisure, family, and personal pursuits. Achieving a healthy
work/life balance is essential for maintaining overall well-being.

3.1.3. Impacts assessment methodology

Having classified different digital technologies into groups from the technical side
and having identified different aspects of “good work” perception for the tourism
industry employees from the social side, an impact assessment of the former on the
latter was launched.

A diverse range of methodologies and sources were employed. The 38 academic
articles collected during the literature review phase first provided foundational
insights into pertinent theories and concepts. They also discussed some of the “good
work” aspects alteration following digital technologies implementation. This source
of insights and reliable impact assessments was mainly present and used for the
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technological groups 1 and 2, which include Al, Virtual Assistants and Service
Robots technologies. The reason for that is simply the prevalence of these
technologies in our collected academic articles, as shown in the literature review
section.

Internet research was an additional source of useful information and served as an
evidence provider. This method was especially valuable for assessing the impacts on
physical safety and economic value, as quantitative data such as injury reports and
economic performance metrics were readily accessible and informative.

One additional method was the theory of change. This was the most important and
most used method in our impact assessment phase. It was used given the literature
gap concerning the impacts of digital technologies on "good work", especially since
we are considering different aspects of employees” well-being, and we are evaluating
the impact on each of these aspects individually. We had to assess the potential
impacts by ourselves, and we used the theory of change method as it facilitates the
mapping of the social value chain, allowing for a comprehensive assessment of
potential impact generation (Politecnico di Milano. Sustainability and Social Impact
LAB, 2023). This mapping process consists of representing and visualizing the
changes and effects generated from a digital technology implementation, along three
different levels: outputs, outcomes, and impacts. What changes here going from one
level to another is mainly the timeframe of the effects, and the magnitude of the
change. The social value chain framework, mapped based on the Theory of Change,
is shown in the figure below.
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Financial and
human
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o

Figure 5: Social Value Chain (SSI Lab, Politecnico di Milano)

services

resources

Our focus encompassed the activities, outputs, outcomes, and impacts phases, as
illustrated in the diagram above. In fact, the implementation of digital technologies
was first considered in the activities phase. Consequently, outputs pertained to the
immediate results within the work process and for workers, and could involve for
example automating repetitive tasks, or providing customers with a more immersive
experience, or require new skills to be used. Outcomes in succession encompassed a
broader spectrum of ensued effects, such as increased communication among
coworkers, heightened levels of stress, or intensified competition between
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companies. The impacts, situated at the end of the social value chain, included
enhancements or detriments to the "good work" aspects, the long-term effects on
employees’ well-being at work, resulting from the chain passing by outputs and
outcomes.

One notable finding to be noted here is that many of the same outputs led to diverse
outcomes, and consequently, distinct impacts. In some instances, the same outputs
yielded impacts in opposing directions on one of the aspects, or on different ones,
underscoring the nuanced nature of impact generation. This reflection highlights the
complex interplay between the social system and the technical one, the contingency
of some potential impacts on other values or actions, and the dependency on some
other factors, like personal idiosyncrasies, leadership style, training, organizational
context, or others.

Shown below is an example of a social value chain visualization, where the interplay
and sensibility of impacts generated can be seen.

Work/Life Balance

Employees"
Freetime

Economic Value
Routine tasks (higher compensation)

Al & Virtual Assistants 1 '
) ) Revenues

implementation Economic Value

Produ f_.[|‘u'|[_"u"] (fear ijob loss)

Employees focus on
more complex tasks Identity Safety
(higher autonomy)

Identity Safety
(feeling devaluated)

Figure 6: Impacts Generation Visualization Example

The example shown in the figure is about some of the effects generated from Al &
Virtual Assistants technologies (Group 1) implementation, and specifically from its
routine tasks” automation function, one of many potential functions. The purpose
here is to show the complexity of the visualization of the potential impacts. The
determination of the impact direction, enhancing or harming “good work” aspects
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(shown by plus or minus signs in the figure), will be decided in some cases by other
factors discussed in the impact assessment section.

3.2. Impact assessment

In the following section, we analyze the impact of each classified digital technologies
group on the different identified "good work" factors, separately. We will discuss
these impacts in the following order, throughout this entire section: Physical Safety —
Economic Value — Identity Safety — Social Value — Emotional Safety — Fulfilment
Value — Work/Life Balance.

3.21.  Group 1: Al-Powered Chatbots and Virtual Assistants

First, and from the Physical Safety aspect point of view, both AI Powered Chatbots
and Virtual Assistants technologies don’t put any risk to the workers’ physical safety
by themselves while being used. On the contrary, they can remarkably reduce the
existing accidents risks by detecting real-time hazards while monitoring the
workplace environment and alerting thus the workers. Potential hazards that can be
detected by this group of technologies are ones such as safety breaches, equipment
malfunctions, or dangerous weather for some touristic activities. These technologies
can play an even more protective and preventive role if they are connected to
cameras in the workplace, as that would provide them with more footage to monitor
the workplace.

Al technology, present in both technologies of that group and their main driver,
allow them to also anticipate potential hazards ahead of time and warn the
organization of their risk, by analyzing historical data from incident reports and
safety audits, identifying patterns and trends, and using predictive modeling to
forecast future events.

Al-powered Chatbots and Virtual Assistants can certainly make a positive
contribution to improving Physical Safety in the workplace. However, it's crucial to
remember that these technologies are not a magic solution and should be employed
alongside other safety measures. Organizations need to carefully weigh the potential
benefits of Al against the potential risks, such as misunderstanding human language
and overdependence on Al systems.
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Now going to the Economic Value, Al-powered chatbots and virtual assistants can
have a mixed impact on this aspect of "good work" in the tourism industry.

On one hand, Al-powered chatbots and virtual assistants can automate tasks and
improve efficiency, which means cost savings for businesses, or can increase sales by
enhancing the value-offering and the customer satisfaction. These benefits can
directly lead to increased profits and the potential for businesses to invest more in
their employees, such as by providing higher salaries, bonuses, and other benefits.
This would be considered a positive impact, as enhancing the economic value aspect.
For example, Al-powered chatbots can be used to automate customer service
activities, such as answering FAQs or resolving complaints.

Furthermore, this can free employees to focus on more complex tasks, such as
providing personalized customer service or developing marketing strategies,
resulting in even better value creation and hence economic performance. Virtual
Assistants can be used to automate back-office tasks, such as processing invoices,
managing inventory, and scheduling employees. This can further reduce costs for
businesses and allow employees to focus on more strategic and value-adding tasks.

On the other hand, and as it has been massively discussed and debated in the public
sphere, Al-powered chatbots and virtual assistants can also lead to job losses. As Al
becomes more advanced, it is likely to replace some of the tasks currently performed
by human employees in the tourism industry. For example, Al-powered chatbots
could replace human receptionists, tour guides, and customer service
representatives. However, this does not necessarily mean that workers will lose their
jobs. It might indeed mean that jobs will be transformed, and lead to “long-term job
growth”, as suggested by the World Economic Forum (2020).

But in any case, what matters more here is not if technology implementation will in
fact lead to job losses or not, but the actual personal perspective of the workers and
therefore their financial security perception. The “good work” of an employee will be
impacted negatively if he/she had a fear of Al induced job loss; and the “good work”
will get on the other hand actually enhanced if the employee believes that she/he has
the skills required for the use of Virtual Assistants, or Al-powered chatbots, and the
collaboration with them, resulting in a more efficient work, and a higher
compensation.

This group’s impact on the Economic Value aspect of “good work” can be considered
hence a mixed one, which would be determined by other additional factors. Its
impact has a contingent value spillover, mainly dependent on the perceived
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organizational support, as noted by Li et al. (2019), and on the employee’s awareness
and knowledge of Al skills.

For the Identity Safety aspect of “good work”, the introduction of Al-Powered
Chatbots and Virtual Assistant technologies in the tourism industry presents
generally a positive impact. These technologies can positively enhance work
experience by automating routine tasks, as for the Virtual Assistants, and providing
personalized customer service, as for the Al-Powered Chatbots. By doing so, they
empower employees to focus on more complex responsibilities, fostering a stronger
sense of autonomy and control, which in turn means an enabling of an enhanced
“good work” (Cheng et al., 2023).

However, this is not always true, as some cases could be envisioned where an
employee would, instead, feel devalued and losing his identity, when Virtual
Assistance and Al-Powered Chatbots would have an excessive level of autonomy
and control over the work tasks. In fact, the identity security aspect hinges on the
extent to which human workers retain decision-making authority. If Al assumes
excessive decision-making power, the positive impact on employee identity security
is likely to be negated.

This group’s impact on the Identity Security of employees is therefore generally a
positive one, as long as these employees retain a certain level of decision-making
which keeps them in control and doesn’t put their identity security at risk. The
impact is therefore assessed as positive/mixed.

Moving on to the Social Value aspect of “good work”, Al-Powered Chatbots and
Virtual Assistants hold the potential to enhance it by fostering a collaborative work
environment. These technologies can first streamline communication and foster
interactions among employees by assisting employees in their work and making
their tasks easier and faster to complete. Employees will hence have more free time
and a greater mental clarity to interact and socialize with other coworkers.

Furthermore, these technologies can offer personalized support, thereby cultivating a
more inclusive and supportive work environment. They achieve this by optimizing
HR practices, including onboarding, performance management, and facilitating
transparent communication. However, the realization of this potential is contingent
upon the utilization of this technology by the company’s management, particularly
the HR department, in a manner that aligns with the intended direction for impact
generation.



26

This group’s impact on the Social Value aspect is therefore considered a positive one.

Investigating the next aspect on the agenda, Al-Powered Chatbots and Virtual
Assistants can play a crucial role in protecting the Emotional Safety of employees.
They can mitigate the risk of distress at work by providing a buffer between
employees and potentially disturbing interactions.

These technologies liberate employees to concentrate on more meaningful tasks and
interactions while offering assistance and relevant information, thereby reducing
exposure to potentially stressful situations. Moreover, Virtual Assistants provide a
non-judgmental and confidential platform for employees to express frustrations and
seek advice without fear of repercussions. This proactive approach can effectively
alleviate stress and emotional strain, mitigating the risk of burnout and
disengagement. Notably, the development of Emotional Artificial Intelligence further
enhances their capacity in this regard (Mantello and Ho, 2023).

However, it is important to acknowledge the invaluable role of HR personnel in
accommodating employees experiencing stressful situations. According to a study by
De Obesso Arias et al. (2023), many employees prefer to report harassment incidents
to HR personnel rather than to Al systems. HR’s presence and engagement in this
aspect is highly valued and not to be excluded.

Overall, Al-powered chatbots and virtual assistants can play a role in mitigating
emotional distress and promoting an emotionally safer and more supportive work
environment for tourism employees. By reducing direct exposure to customer
distress, providing confidential support, and fostering a supportive work culture,
these technologies can contribute to improved employee well-being, and hereafter
achievement of “good work”.

Transitioning to discuss the Fulfilment Value aspect of “good work”, the impact
generated by this group is a delicate one. It is a mixed one and, just as for the
economic value, its determination is dependent on other factors that need to be
considered.

First, AI-Powered Chatbots and Virtual Assistants can improve the fulfilment value
by, and as already mentioned, freeing up employees to focus on more complex tasks.
These tasks are usually more challenging and engaging. Employees will get more
opportunities to augment their work position, developing and upscaling new skills
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and expertise. They will be able to take on more responsibility and may contribute to
more innovative projects, taking a bigger role in the impact generation. Doing so can
increase their sense of achievement and purpose.

In fact, the implementation of Al in the workplace is by itself the first challenge that
employees will face. The implementation will push employees to adapt, learn new
skills, and to “proactively modify their work tasks and roles, which is conceptualized
as job crafting. “(Cheng et al., 2023). As per their study, Cheng et al. (2023) noted an
important factor that is key to the direction of the Al generated impact. They found
that the impact depends on employees' locus of control, their individual belief about
the source of control over their outcomes. Those possessing an internal locus of
control engaging in promotion-focused job crafting - altering their work
responsibilities and outlook to prioritize their promotion goals, while those with an
external locus of control engage in prevention-focused job crafting - making their
perceptions and boundaries of their work role with the intention of preventing
negative job characteristics and outcomes. Acknowledging that performing
promotion-focused job crafting is better for the employee’s fulfilment value and his
“good work” satisfaction, organizations should promote employees' internal locus of
control.

Another depending on factor is the job re-design by itself before even being crafted
by the employees, and precisely if it was conducted using a human-centered
approach. Job design should follow a human-centered approach in order to secure a
workplace that meets the needs of the employees (Parker & Grote, 2020). If not, Al-
Powered Chatbots and Virtual Assistants can have negative consequences, namely
job deskilling or boredom, resulting in feelings of unfulfillment and dissatisfaction.

To conclude, the impact of Al-Powered Chatbots and Virtual Assistants on the
Fulfilment Value is both mixed and delicate. It requires a nuanced understanding of
the various factors involved. Organizations should carefully consider the
implications of these technologies on employees’ sense of fulfilment.

Turning our attention now to the last “good work” aspect for this group, AI-Powered
Chatbots and Virtual Assistants have the potential to enhance Work-Life Balance by, as
mentioned before, automating routine tasks, and thus increasing the efficiency of the
workflow, leading employees to have more time to spend on personal life and
pursuits. This can lead to a more balanced lifestyle and increased satisfaction with
work-life harmony. For most employees, and for most of the time, this is the case, a
great positive impact on this aspect of “good work”.
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However, this is not always the case. There is also a risk that these technologies, if
implemented successfully, can have a perverse effect. In this case, employees may
become overly reliant on Al-powered technologies and enjoy work to the point of
overwork and a blurring of the boundaries between work and personal life. This can
potentially lead to burnout (BBC, 2023).

To mitigate this risk, organizations should promote clear boundaries between work
and personal time, encourage healthy work habits, and foster a strong company
culture that values personal well-being. By taking these steps, organizations can
maximize the positive impact of chatbots and VAs on Work-Life Balance while
minimizing any potential negative consequences.

The impact is therefore assessed here as a mixed one, but with a predominance of
positive potential effects.

3.2.2. Group 2: Service Robots

For the first aspect to be considered in our impact assessment of this group, the
Physical Safety one, implementing service robots in the tourism industry can bring
both benefits and risks to employees. On one hand, service robots have the potential
to improve workplace safety by automating dangerous tasks, such as cleaning
hazardous materials, inspecting equipment in confined spaces, lifting heavy objects.
Additionally, they can constantly monitor their surroundings for hazards, such as
spills or falling objects, and alert workers or take other preventative measures to
avoid accidents.

However, and on the other hand, the physical nature of service robots also poses
potential risks to employees. Like any machine, service robots can malfunction and
injure workers or customers. Additionally, service robots can operate autonomously,
which can lead to a lack of human oversight and the potential for accidents if the
robot malfunctions or encounters a hazardous situation.

Although there have been no reported accidents in the tourism industry that have
harmed employees because of service robots, there have been incidents in other
industries. For instance, the logistics company Amazon experienced a higher staff
injury rate after implementing robots in its warehouses (BBC, 2020). This suggests
that the implementation of service robots in the tourism industry should be done
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carefully to pay attention to the risks of accidents and implement measures to
mitigate them.

To maximize the positive impact of service robots on Physical Safety in the tourism
industry, organizations should design service robots to be as safe as possible, provide
comprehensive training to workers, implement a clear safety protocol, regularly
inspect the robots, and maintain a safe work environment. The impact assessment on
this aspect is a mixed/positive one and is a delicate one.

Shifting our focus to the next aspect, Service Robots can, similarly to AI-Powered
Chatbots and Virtual Assistance, initially seem to enhance the Economic Value of
“good work”, by boosting the profits of the company through increased productivity
and customers attraction. This assumes the company treats its employees fairly and
has successfully planned a profitable return on investment following the
implementation of Service Robot technology.

However, there is on the other hand a greater negative impact generated by this
technology, which is job displacement. Service Robots have a replacing function and
are in fact designed to replace human workers in performing their tasks (Reis, 2022),
unlike Virtual Assistants which have an assistive function and hence don’t pose the
same extent of job displacement impact. Even though the studied technology will
create new job positions, a certain employee would have a fear of losing his actual
job position by being replaced by the implemented Service Robot, especially if she/he
doesn’t have higher skills needed for the other job positions created (Tuomi et al.,
2020).

This group’s impact on the Economic Value is assessed as negative/mixed.

Based on what has been discussed for the previous aspect, specifically the replacing
function outcome, and based on the study made by Yan et al. (2022), which states
that an employee perceives the presence of Service Robots in a workplace as “a threat
to their identity as a human and a service provider”, we can assess the impact of
Service Robots on the Identity Safety aspect as a negative one. This negative impact is
a result of robots, and especially the humanoid ones, being able to think and even
potentially feel, for those who have emphatic functions. Thus, they wear down the
distinction between the human and the mechanical, diminishing the perceived
distinctiveness and value of humanity, which are essential characteristics of identity
security.

The impact here is therefore a negative one.
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For the Social Value aspect, Service Robots can be imagined having different
directions of impact. On one side, the contrast effect suggests that the presence of
service robots, which are different from humans in many ways, could make the
differences between human employees seem less pronounced. This could lead to
increased empathy, understanding, and cooperation among human employees, as
they may focus on their shared humanity rather than their individual differences. For
instance, a hotel that deploys Service Robots to assist guests may find that human
employees feel a greater sense of camaraderie as they compare their own skills and
experiences to those of the robots. This could lead to increased communication,
collaboration, and support among human employees. This positive impact direction
is actually related to the fact that Identity Security has been impacted negatively.

On the other side, Service Robots could replace human workers in tasks that were
once considered essential for building strong social bonds and fostering a sense of
community. This could lead to increased isolation, decreased empathy, and a decline
in the overall quality of social interactions among employees. Or, in an extreme case,
the social value in a workplace might be severely impacted negatively if the number
of employees following an implementation of Service Robots becomes too low, lower
than a certain limit so that the social interactions become rare, or nearly nonexistent.

Ultimately, the impact of service robots on the Social Value of "good work" will
depend on how they are implemented and how they are perceived by employees. It
is crucial for tourism businesses to carefully consider the underlying factors, and
redesign the altered job position in a way that doesn’t put the social value at risk. The
impact is assessed as a mixed and delicate one.

Now exploring the implications for the Emotional Safety aspect of “good work”, the
impact of Service Robots is a mixed one, but a one tending more towards the positive
side. First, by liberating employees of dull and repetitive tasks, “Service Robots allow
human employees to have more physical, affective, and cognitive energy for more
meaningful components of their work roles, therefore protecting them from
experiencing emotional distress” (Yan et al., 2022).

Conversely, Service Robots can lead to frustration and anxiety, which forms an
aggression to the emotional safety, in the case of the malfunction of robots, where
employees would have to redo the work and apologize to the customers.
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The Fulfilment Value aspect of “good work” in the tourism industry is positively
impacted by an implementation of Service Robots. This is due to the fact that the
tasks being performed by robots instead of the human employees are, at least for
now, simplistic routine tasks. This will lead to freeing up employees to perform more
meaningful and high-value tasks (Tuomi et al., 2020).

However, it should be noted that in the case of Service Robots being developed
further in the future and being able to perform more complex tasks demanding
intuitive and empathetic abilities and, thanks to the technology being run by Al, the
impact on the Fulfilment Value of “good work” would be a mixed and delicate one,
similarly to AI-Powered Chatbots and Virtual Assistants assessment on this aspect.
And in this case, the organizations would have to consider and pay attention to the
other factors that play a role in this impact determination, as discussed before.

Moving forward to the last aspect, Service robots have an overall positive impact on
the Work/Life Balance aspect of "good work." This is due to the same already
mentioned outcome of reducing the work content, which provides employees with
more time to dedicate to their personal lives.

However, there exists a theoretical scenario where this positive impact could be
counteracted. In rare cases, where an exceedingly high number of robot malfunctions
occur, employees may experience an actual increase in work demands as they are
required to rectify the robots' mistakes. This could entail redoing tasks initially
performed by the robots, as well as addressing the consequences of malfunctions,
such as cleaning up damage or apologizing to customers.

3.23.  Group 3: Augmented Reality (AR) and Virtual Reality (VR)

To start with, AR and VR technologies have the potential to enhance Physical Safety
for the employees in the tourism industry. By reducing the need for employees to
perform physical tasks, particularly in hazardous environments, these technologies
minimize the risk of accidents and injuries. Additionally, these technologies can help
organizations safely and effectively train employees for safety procedures and
emergency response techniques by enabling simulations exercises. They can hence
enhance their preparedness and reduce the likelihood of errors or injuries in real-
world situations.
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However, the immersive nature of AR and VR technologies raises concerns
regarding the potential loss of awareness among employees. Overexposure to virtual
environments could lead to reduced attention to the physical surroundings,
increasing the likelihood of accidents or injuries.

With regard now to the Economic Value aspect, AR and VR technologies have the
ability to revolutionize the tourism industry. They create new economic
opportunities and can enhance the overall value of tourism experiences, hence
driving revenue growth and strengthening the economic value of the tourism
industry. Furthermore, this is done also without posing a risk of job loss for
employees in general as these technologies don’t fundamentally replace human
workers.

AR and VR technologies empower tourism businesses to expand their reach, attract a
wider customer base, and provide personalized experiences that captivate and
engage guests, fostering loyalty and repeat visitations. Contrary to concerns about
VR replacing physical experiences and diminishing tourism demand, these
technologies attract more customers to visit and experience physically destinations
(Buhalis et al., 2023) by providing interactive virtual tours that encourage them to
embark on real-life adventures.

Continuing our impact assessment, the integration of AR and VR technologies into
the tourism industry can positively impact the Identity Security of workers by
enhancing their autonomy and control over their work processes. AR applications
and VR simulations empower workers to personalize experiences, tailor interactions
with guests, and manage the flow of information. This level of flexibility and control
fosters a sense of ownership and autonomy. As workers feel empowered to make
decisions and contribute to the overall guest experience, their identity as service
providers is affirmed and strengthened.

The impact of AR and VR next on the Social Value aspect for employees in the tourism
industry is a complex and multifaceted mixed one, with both positive and negative
effects.

On the positive side, AR and VR can enhance social interactions and collaborations
among tourism workers. By providing virtual spaces for communication,
brainstorming, and project management, these technologies can facilitate more
interactive and engaging interactions among colleagues. For instance. This enhanced
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collaboration can strengthen team bonds, improve communication, and foster a sense
of shared purpose among workers. Additionally, AR and VR allow interaction with a
more immersed and hence knowledgeable tourist, or even coworker. This is because
these technologies can provide tourists with more context and information about
their surroundings, making their interactions with tourism workers more valuable
and interesting (Loureiro et al., 2020). For example, AR apps can overlay historical
information and cultural insights onto real-world environments, while VR
simulations can create immersive experiences of different cultures and traditions.
This virtual exposure can enrich the interactions between workers and customers,
making them more valuable and interesting.

On the negative side, AR and VR can lead to reduced face-to-face interaction and
social isolation among tourism workers. The immersive nature of these technologies
could potentially make it more convenient for workers to rely on virtual interactions
with colleagues or clients instead of in-person communication. This shift towards
virtual interactions could hinder the development of informal social connections,
potentially leading to a more impersonal and disconnected work environment, with
a reduced social value.

For the Emotional Safety aspect of “good work”, no impact generated specifically by
the AR and VR technologies implementation could have been imagined or found
discussed in the literature.

We proceed with the Fulfilment Value aspect. AR and VR can enhance considerably
the fulfilment aspects of work for tourism workers by making their jobs more
meaningful, engaging, and intellectually stimulating. By creating immersive
experiences and providing opportunities to personalize their services, these
technologies can make work feel more purposeful and impactful. In addition, these
technologies provide opportunities of effective self-training and continuous learning,
as well as of innovation.

AR and VR’s impact on the Fulfilment Value aspect is a positive one.

For the last aspect to consider, no impact generated specifically by the AR and VR
technologies implementation on the Work/Life Balance aspect of “good work” could
have been imagined or found discussed in the literature.
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3.2.4. Group 4: Smart Tourism Platforms

Starting with Physical Safety, Smart Tourism Platform as a technology by itself doesn’t
have a direct impact on this aspect of “good work” for employees in the tourism
industry. It can be considered as having an indirect impact, as an enabler of other
technologies implementation, namely sensors and Al, which in turn has a positive
impact on this aspect, as discussed in their corresponding impact assessment section,
but this indirect effect will not be considered as a technology specific impact in our
framework.

This group’s impact assessment on this aspect is considered as no impact.

Then, delving into the Economic Value aspect, smart tourism platforms basically help
tourism businesses be more profitable. They do this by attracting more customers,
providing better experiences, and building lasting relationships with customers. In
fact, this impact arises from smart tourism platforms' integral role within the tourism
ecosystem, facilitating businesses' ability to collaborate with customers in co-creating
value (Bhuiyan et al., 2022; Chuang, 2023).

Based on this, and based on the assumption that economic growth for the business
will lead to higher compensation for employees, the impact of that technological
group on the economic value aspect is a positive one.

However, and from a holistic perspective, one negative drawback can be imagined.
Although it is a relatively smaller one and much less probable, it is still to be
considered in our impact assessment. This drawback is the fact that the
implementation of platforms in tourism businesses increases competition (Bhuiyan et
al., 2022), which in turn can put pressure on them to lower their prices, and therefore
can probably lead to a decrease in wages for employees.

The impact generated is considered a positive/mixed one.

For the Identity Safety aspect of “good work”, smart tourism platforms have a
positive impact, as they contribute to a heightened sense of professional pride and
service providers identity acknowledgment. This is because of the increased visibility
and exposure generated by the platform, specifically the marketing use of it. This
gives employees the opportunity to be seen and recognized by potential customers.
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Now let’s move on to the Social Value aspect. Smart tourism platforms, which present
a new communication channel with the customers and increase the company’s
connectivity, have the potential to generate both positive and negative impacts on the
Social Value aspect of "good work". On the one hand, these platforms facilitate
enhanced collaboration between co-workers first, enabling them to share ideas and
exchange information, and work together more effectively. This can foster a sense of
community and collective progress among employees, leading to a more cohesive
and interactive work environment. Additionally, these platforms allow employees to
interact with a wider customer base, and on a larger geographical reach. This
expanded reach can lead to the heightening of the social value. Should I mention that
this exposure to more clients is not equal to all employees?

On the other hand, tourism platforms can also pose challenges to the social value of
"good work". The emphasis on data-driven performance metrics on these platforms
can lead to a focus on outcomes over relationships, diminishing the importance of
human connections and mutual respect. When employees are constantly evaluated
against numerical targets, they may prioritize achieving these targets at the expense
of building meaningful relationships with their colleagues and customers.
Employees may feel as a result less in contact with their colleagues, weakening the
social value aspect they derive from their job.

The impact is hence assessed as mixed for this aspect.

Next on the agenda is the Emotional Safety aspect. The impact of smart tourism
platforms on employee emotional safety is a negative one. First, constant exposure to
a wider customer base can lead to information overload and difficulty managing
interactions. This can result in stress, anxiety, and burnout among employees.
Additionally, the increased exposure to negative customer feedback can further
worsen these issues, causing employees to feel inadequate and discouraged.
Moreover, performance monitoring, often employed by these platforms, can create a
sense of pressure and surveillance, further deteriorating employee emotional safety.

While text-based interactions offered often on these platforms may offer some
potential for increased response time and reduced workload, this benefit is often
outweighed by the negative impacts mentioned above.

In conclusion, the overall impact on the Emotional Safety aspect of “good work” is a
negative/mixed one due to the prevalence of information overload, negative
feedback, and performance pressure. Businesses should prioritize strategies to
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mitigate these negative impacts and foster a work environment that promotes
employee well-being and emotional safety.

Now, let’s consider the impact on the Fulfilment Value. The emergence of smart
platforms in the tourism industry has introduced a dynamic and interconnected
landscape for companies that present their products and services on these platforms,
or on their own created platform. The impact generated by this technology on the
fulfilment value aspect of “good work” is in fact a multifaceted one.

On the one hand, smart tourism platforms, by fostering a climate of increased
competition as discussed before, encourage companies to strive for excellence and
differentiation. This competitive spirit spurs employees to push their boundaries,
leading to creative problem-solving and the development of innovative service
strategies. The desire to stand out in a competitive market has instilled a sense of
challenge and accomplishment, contributing to a positive impact on the fulfilment
value. Moreover, employees are presented with opportunities to develop new skills
and expand their expertise by connecting them to a diverse customer base with
different cultural backgrounds, by introducing them to emerging technologies, and
by exposing them to a wider range of tasks, particularly in the areas of marketing
and data analytics. This is distinctively true for SMEs, where the number of
employees and the level of specialization are low.

Smart tourism platforms therefore can indeed make tourism jobs more challenging,
interesting, and fulfilling for employees, but this impact generation is a delicate one,
contingent on the actions of the company’s management. Managers and leaders
should stimulate employees’ interests in self-development and engage them in facing
challenges. In fact, companies need to have a shared purpose among their employees
to allow the positive impact generation on the fulfilment value.

Despite these positive impacts, smart tourism platforms can in contrast potentially
diminish employee fulfilment, if not managed properly. In some cases, the
automation and streamlining of tasks on these platforms can lead to job
simplification and reduced fulfilment for employees. This can make work feel less
challenging and less meaningful. It is crucial for leaders and managers to mitigate
these negative impact generation risk by fostering employee engagement,
development, and sense of purpose.

The assessment on the Fulfilment Value is hence a positive/mixed, as well as a delicate
one.
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Finally, Smart tourism platforms have a mixed impact on the Work/Life Balance aspect
of “good work”. On the positive side, they offer the possibility of increased flexibility
and remote work opportunities, allowing employees to have a better balance
between their work and personal lives. By providing real-time demand data and
enabling online booking and communication, these platforms enable companies to
optimize staffing and scheduling, allowing employees to work fewer hours during
slow periods or take on additional shifts during peak seasons. Moreover, the remote
work flexibility facilitated by these platforms empowers employees to manage their
own schedules and attend to personal commitments more effectively.

However, the rise of tourism platforms also presents on the negative side potential
drawbacks that can hinder Work-Life Balance. The constant availability of work
through these platforms can blur the boundaries between personal and professional
life. The pressure to respond to inquiries and manage bookings at all hours can strain
employees' well-being, making it difficult to fully disconnect from work and enjoy
some personal time (Saxena, 2020).

3.2.5.  Group 5: IoT Sensor Systems and Data Analytics

Starting with the Physical Safety aspect, IoT sensors and data analytics offer the
tourism industry opportunities to enhance this "good work" factor for employees.
IoT sensors have the ability to detect hazards in real time, allowing for immediate
intervention and mitigation. For instance, sensors can detect fire alarms, gas leaks, or
malfunctioning equipment, and consequently alert employees or trigger emergency
response systems when necessary. This proactive approach reduces the risk of
injuries for both the employees and the customers. In addition to real-time hazard
detection, data analytics enable data-driven safety assessments. By collecting and
analyzing data on safety incidents and trends, businesses can identify patterns and
areas for improvement.

While there are some minor potential risks associated with IoT sensors, such as
overreliance on technology or malfunctions, these risks are unlikely to materialize in
practice. The benefits of IoT sensors and data analytics in enhancing Physical Safety
far outweigh these minor risks. As such, the overall impact of this technological
group on physical safety is positive.
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Now, let’s explore the impact of this group on “good work” by looking at the
Economic Value aspect.

IoT sensors and data analytics are implemented and used in tourism industry
businesses mainly for the purpose of optimizing their processes. Building on that,
these technologies empower companies economically. They can enhance
productivity, elevate customer experiences, and reduce costs. In fact, data-driven
insights from IoT sensors provide companies with a comprehensive understanding
of their operations, enabling them to identify areas for improvement and optimize
processes. This leads to increased productivity, and cost reduction. Furthermore,
they allow an enhanced customer experience offering by analyzing clients’
preferences and behaviors. The impact of this technological group on the economic
value aspect is a positive one, acknowledging that it boosts companies’ profits, and
hence increases employees’ salaries, or at least their financial security.

One important point to be considered also is that IoT sensors prices have been falling
greatly in recent years. The price dropped to less than half from 2010 to 2020 (Statista,
2023). This means that a tourism company most probably will not need a big
investment to implement IoT sensors in its operation and perform data analytics.
This aligns with the positive impact generation on the Economic Value of "good work".

Moving on to the next aspect of “good work”, the impact of IoT sensors and data
analytics on the Identity Safety in the tourism industry is a mixed one.

First, IoT sensors and data analytics can provide employees with valuable
information that can help them make better decisions and improve their work
performance. This can empower employees and give them a greater sense of control
over their work. However, this impact can take on opposite direction in the case
where, especially in large companies, manager would rely solely on data-driven
insights and may overlook the valuable insights and experiences that employees can
bring to the table. Employees can consequently have a feeling among them of
devaluation.

Moreover, there is also a risk that these technologies can cause employees to perceive
themselves as being constantly monitored and controlled. This can damage their
sense of identity and security.

The impact of this technological group on the Identity Safety aspect is therefore an
overall negative/mixed one.
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For the Social Value part, no impact generated specifically by IoT sensors and data
analysis on this aspect of “good work” could have been imagined or found discussed
in the literature.

Now going on the Emotional Safety factor, the use of IoT sensors and data analytics
can potentially increase stress levels for employees in the tourism industry. This is
because employees may feel constantly monitored and surveilled, which can lead to
a feeling of being under constant scrutiny. Additionally, employees may feel that
their performance is being reduced to numerical data and getting measured as such.

Despite this potential negative impact, IoT sensors and data analytics also present a
big opportunity for companies to enhance and protect the emotional safety of their
employees. Companies can use emotion recognition sensors, which are recently
developed devices and currently being more and more advanced. These sensors are
nowadays present using different methods, and with a high level of accuracy
(Dzedzickis et al., 2020). Companies can use these technologies to monitor collect
data on employee emotions, such as stress and anxiety levels.

Notably, electroencephalography (EEG) sensors offer a promising avenue for doing
so by providing real-time monitoring and detection of stress levels. These wearable
sensors, considered one of the most reliable techniques currently, provide a direct,
objective, and accurate measure of stress through the analysis of brainwave patterns
(Arpaia et al., 2020).

The impact of this group on the emotional safety aspect of “good work” is hence a
mixed one. Its direction determination depends on the extent to which company is
using these sensors to supervise and assess employees’” performances, and the extent
to which it is using them to monitor and protect employees’ Emotional Safety, as
described above.

To proceed with the next aspect, the implementation of IoT sensors and data
analytics positively impacts the Fulfilment Value perceived by the employees. The
underlying cause of this impact is the already mentioned outcomes of processes
optimization and the personalized enriched experiences creation for customers. Both
of which contribute to employee fulfilment.

Processes optimization first helps to reduce mundane tasks and free up employees'
time, allowing them to focus on more creative and fulfilling aspects of their work.
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And creating personalized enriched experiences for guests is also a key factor in
enhancing employee fulfilment, by allowing employees to tailor their interactions
according to guests’ preferences and interests, collected and analyzed from the IoT
sensors. This sense of connection and impact can make employees feel like their
work is making a positive difference in the lives of others.

Overall, the use of IoT sensors and data analytics can lead to a more fulfilling and
purposeful work environment for employees in the tourism industry. The impact is
assessed as positive.

Concluding with the last factor and building upon the same outcome of optimized
processes using the theory of change framework, IoT sensors and data analytics can
positively impact the Work-Life Balance of employees. By continuously monitoring
work patterns and identifying streamlining opportunities, employees can enjoy
reduced workloads, leading to an enhanced work-life balance. Managers can also
leverage sensor data to identify employees who may be overloaded and make
appropriate adjustments to their workloads.

3.2.6.  Group 6: Basic Technologies: Online booking systems, websites,
and communication apps/tools

The term “basic” here is intended to signal the nature of the technologies falling in
this group. The included technologies are ones not so advanced and developed
compared to the technologies presented in the other groups. These “basic”
technologies are the most implemented ones in tourism companies, and the most
commonly used by employees, as they became standard tools for everyday work.

For this group, the impact assessment on the “good work” aspects is different would
be the reference point for the other groups evaluation. The impacts here are not to be
evaluated as positive or negative, or mixed. They serve as some kind of current
situation, that will be used for a benchmarking objective, and to be able to assess
recently implemented, or to be potentially implemented, technologies” impacts. For
each aspect, a description and explanation of the current situation will be provided.

Let’s start by considering the impact of this last group on the Physical Safety aspect of
“good work”. The adoption of basic technologies, such as communication
apps/devices, online websites, and communication channels, has had, and still has
diverse implications on the physical safety of tourism employees. On the one hand,
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these technologies have improved the physical safety of both employees and
customers by providing real-time updates and instructions, facilitating emergency
alerts and notifications, and enhancing communication and collaboration. Real-time
updates and instructions allow employees to anticipate potential safety hazards and
take appropriate precautions, while emergency alerts and notifications enable swift
action in the event of emergencies. Improved communication and collaboration
among employees can also help to identify and mitigate safety risks.

On the other hand, the use of basic technologies can also lead to some potential
ergonomic risks for tourism employees. For example, employees who spend
prolonged periods using computers or other devices may be at risk of developing
musculoskeletal disorders, such as carpal tunnel syndrome and repetitive strain
injuries. Additionally, prolonged screen time can lead to eye strain and other vision
problems.

Now, addressing the aspect of Economic Value, the implementation of basic
technologies in tourism companies has had a positive impact on this aspect of "good
work". While data on the specific evolution of employees' wages in the tourism
industry is not readily available, a study by Eurostat (2023) on the economic
performance of tourism industries from 2012 to 2019 reveals a significant increase in
both profitability and employment. During this period, tourism revenues grew by
40%, while the number of employees increased by 25%. This growth was, however,
disrupted by the COVID-19 pandemic, leading to a decline in both revenue and
employment in 2019-2020.

The fact that revenue increased more than the number of employees during the pre-
pandemic period suggests an even greater positive impact on the economic value
aspect. This could potentially indicate an increase in wages, assuming the increase in
revenue was evenly distributed among employees. This positive impact is further
supported by the World Tourism and Travel Council's (WTTC) forecast that the
tourism industry is expected to generate 117 million new jobs by 2030, representing a
36% increase from 2023.

While the implementation of basic technologies has undoubtedly contributed to
economic growth and job creation in the tourism industry, caution should be
exercised when considering the introduction of more recent and advanced
technologies. Carefully assessing the impact of such technologies on wages and,
more importantly, their potential to replace human labor and lead to unemployment
is crucial.
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In conclusion, the adoption of basic technologies in tourism companies has generally
had a positive impact on the Economic Value aspect of "good work". However, the
introduction of more advanced technologies should be approached with caution,
ensuring that they do not lead to wage stagnation or unemployment.

Moving forward, we’ll delve into the Identity Safety aspect. Online booking systems,
websites, communication apps, and other basic technologies have the power to both
empower or undermine employees, impacting their confidence, control, autonomy,
identity safety and ultimately, their well-being.

First, these basic technologies can be instruments of empowerment. Access to
information and tools allows employees to navigate challenges and solve them
efficiently, fostering their self-confidence and their sense of pride (Ahmed et al.,
2023). Furthermore, basic technologies act as catalysts for skill development.
Learning new platforms and adapting to digital workflows enhances knowledge,
empowering employees to take on complex tasks and contributing to their self-
worth. Learning how to use these new basic technologies and including them in their
day-to-day activities boosts their confidence in their abilities. Moreover, skilled and
confident employees are more likely to advocate for themselves and negotiate for
autonomy, resulting in a virtuous cycle of empowerment.

However, unintended negative consequences, related to identity security, can also be
a result of these same basic technologies. This is the case when these basic
technologies automate most of the human labor tasks, replacing him, while not
providing him/her with other tasks and responsibilities. The employee would lose
his/her feeling of pride and disconnect from his/her identity as a service provider. In
a more critical scenario, automation replacing core tasks can even render some skills
obsolete, leaving employees feeling threatened and questioning their value. This
erosion of self-worth, coupled with limited opportunities for reskilling, can
substantially harm their Identity Safety.

Next, and in terms of "good work" Social Value aspect, faster and easier completion of
tasks allowed by basic technologies might create valuable space for social interaction
among employees while they are waiting for a new task to perform, for a new
customer arrival for example. This could foster collaboration, strengthening their
social bonds and overall well-being.
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However, reduced direct customer interaction due to streamlined tasks, which is also
one outcome of the basic technologies implementation, especially for online booking
systems, could have negative Social Value implications. Less face-to-face interaction
might limit employees' opportunities for rapport building, and potentially diminish
the personalized service aspect of their work.

For the next aspect of Emotional Safety, no significant impact can really be attributed
to basic technologies” implementation. It can be imagined that some frustration is
generated as a consequence of the technologies” malfunction, or that some anxiety
can be created for employees who first start using the technologies and are not
familiar with it yet, but these consequences would be experienced at the beginning of
the technologies” usage by a tourist company, and its effect would be eliminated as
the learning curve evolve. Plus, these consequences would be considered relatively
minimal compared to the emotional safety impacts of more advanced technologies
that would be discussed in other groups’ impact assessments.

Shifting our focus to the Fulfilment Value, basic technologies like online booking
systems, websites, and communication apps, lead in general work to be more
challenging, interesting, and meaningful for employees in the tourism industry. They
do that first of all by being by themselves a stimulating challenge, as for employees
to learn and master them. This process of continuous learning keeps their minds
engaged and fosters a sense of accomplishment as they become proficient users.

Beyond their initial learning curve, these technologies have the power to unlock
more fulfilling aspects of work. By automating repetitive tasks like data entry or
basic reservations, they free up valuable time for employees to delve into the truly
meaningful parts of their roles. This opens doors for personalized service, where
employees can engage with customers on a deeper level, or for innovative
collaboration between employees where they brainstorm and get ideas of how they
can provide better service, or what needs to be adjusted in the company.

However, it’s important to mention that this is a theoretical ideal case obtained from
a social value chain imagination using the Theory of Change. In reality, the impact
generated might be different, as is the case for most of the other aspects. It is also
determined by many other factors. The basic technologies implemented can, on the
other hand, result in, as mentioned above for the identity security aspect,
disconnection from the core of the work. This same outcome might make employees
feel detached from the service providing process, and might diminish the sense of
meaning and fulfilment they derive from their work.
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Managers should pay attention to this crucial aspect, while redesigning job positions
after technological implementation in the workplace.

To conclude our impact assessment, we will examine the influence of the final digital
technologies group on the remaining "good work" aspect. Basic technologies have a
positive impact on the Work/Life Balance aspect for employees in the tourism industry.
They enhance this aspect by providing employees with more flexibility in
scheduling. This is due to accomplishing their work tasks to some extent more
efficiently, and hence having more time for their personal lives.

One other interesting ability offered by basic technology implementation, and which
can impact the work/life balance of employees is the remote work ability, which has
boomed and gained a huge growth during the COVID-19 pandemic. The possibility
of working remotely can enhance the work/life balance for employees in general, but
can also lead to its worsening, by blurring the work/life boundary (Singh et al., 2022).
Nevertheless, this ability and its mixed impact generation would be important and
critical not for basic technologies, but for other more advanced technologies that can
really immerse employees in the work environment at their place. These technologies
would be studied in other technological groups’ sections.
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4. Framework Synthesis

After conducting an in-depth assessment of the impacts of digital technology groups
on various aspects of "good work" individually, we are now prepared to present the
synthesized framework. This framework serves as a comprehensive tool for
analyzing the well-being of employees and managing the effects of implementing
digital technology devices. The section is divided into two parts: we first present the
framework, outlining its purpose and structure, to then demonstrate in the second
part its utilization by incorporating the impact assessments conducted previously
into the framework, thereby providing a practical illustration of its application.

4.1. Framework Overview

The developed framework is a two-dimensional matrix, consisting of the digital
technologies — listed individually or in groups — from one side, and of the “good
work” aspects criteria from the second side. The purpose of this representation is to
stress on the disaggregation of employees” wellbeing into several factors studied
individually as a response to the socio-technical interaction at the workplace, in order
to facilitate the management of this complex topic. At the intersection of the two axes
lie the elements of the framework, facilitating a comprehensive analysis of the
interplay between digital technologies and employee well-being.

One essential aspect to highlight about this framework is its inherent flexibility. Both
axes of the framework are adaptable, unlike rigid structures. On one axis, digital
technologies are not represented in a pre-determined set of certain technologies.
Rather, any digital technology, equipment, or even tool can be integrated into the
framework based on the assessment focus and objectives. In this study, our impact
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evaluation utilized a suggested grouping of digital technologies, aiming for broad
coverage of commonly implemented or potential future technologies.

On the other axis, the "Good Work" aspects are also not fixed, but rather dynamic.
But in this case, dynamic in the sense of the ordering of these aspects. The ordering
of elements in this axis shall be in terms of the employees” preferences as per their
“good work” perception, sorting them from the most important and crucial one with
regard to an individual’s well-being, to the least important. Therefore, what makes
this framework stand out is its consideration of employees' individual idiosyncrasies.
Each employee's perception of the significance of "good work" attributes varies,
influencing their preferences and priorities, which may be shaped consciously or
unconsciously, as they may not fully recognize the importance of each aspect and
how these aspects collectively contribute to their well-being at work. This ranking of
"good work" aspects' importance can be measured by using several techniques, as
will be discussed in the Future Research Directions section (Section 6.4). As these
preferences evolve over time, so does the framework's adaptability. This
characteristic is instrumental in a human-centered job re-designing or adjustment
after a certain digital technology implementation.

By tailoring the framework to individual employees, valuable insights can be gained
into job-specific needs regarding technology implementation. Visualizing these
diverse employee specific frameworks allows to discern where and how certain
technologies may be best deployed and how to optimize their impact on "good
work", while paying attention to the discovered factors and contexts that will
determine the direction of the generated impact. Furthermore, the visualization of
frameworks provides a means to investigate the root causes of any negative impacts
generated by existing technologies, facilitating corrective actions to enhance
employee well-being.

The framework is presented in the figure below, on the next page.
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“Good Work” aspects ordered by decreasing relevance for a specific employee

Economic Emotional Fulfilment Work/Life

Physical Safety Vilua Identity Safety Social Value Safety Vit el

Digital Technology 1
(Device/Equipment/Tool/...)

Digital Technology 2
(Device/Equipment/Tool/...)

Figure 7: “Good Work” Impact Assessment Framework

4.2. Framework Application

In this section, we apply the developed framework in our study context, the impact
of digital technology on employees’” wellbeing within the tourism industry. By filling
the framework with the impact assessments previously conducted (Section 3.2), we
first aim to visualize the potential effects generated by the classified groups of digital
technologies in the workplace, covering a wide range of technologies that are
becoming increasingly prevalent in the tourism industry. Second, we provide a
concrete demonstration of the framework's application and its real-world
implications. One thing to note is that the “Good Work” aspects here are not ordered
in any intended designated way since no specific employee is being considered. The
order is taken as it was the case in the impact assessment section.

Furthermore, we utilize in the framework a taxonomy of impact assessments to
categorize the effects generated by digital technology implementation. Each
assessment is designated based on the nature and direction of its impact on the
designated "good work" aspect, and relative to the baseline established by the use of
basic technologies in tourism companies and its consequences that were discussed in
the last group’s impact assessment (Group 6).

These following terms are employed to classify the impacts:

» Positive: This term denotes a positive impact resulting from the implementation
of digital technologies. It signifies an enhancement or improvement in the "good
work" aspect under consideration.
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Negative: In contrast, the term "negative" indicates a detrimental impact on the
"good work" aspect. It signifies a decline or harm resulting from technology
implementation.

Mixed: When an impact assessment is labeled as "mixed," it suggests that both
positive and negative impacts are observed. The determination of the impact
direction is contingent upon factors discussed in the impact assessment section.

Positive/Mixed: This designation implies a mixed impact, where the positive
aspect is more likely than the negative one. It acknowledges the presence of both
positive and potentially negative consequences but leans towards a
predominantly positive outcome.

Negative/Mixed: Similarly, "Negative/Mixed" signifies a mixed impact, with the
negative aspect being more probable. It recognizes the coexistence of positive and
potentially negative effects, with a higher likelihood of negative outcomes.

NO IMPACT: This term is utilized when no discernible impact of digital
technologies on the "good work" aspect can be attributed. It suggests that
technology implementation does not significantly alter the aspect under study.

Delicate: The term "Delicate" here is unique in that it is not strictly an impact
assessment term but rather a modifier added to other impact assessment terms
(positive, negative, mixed, ...). It indicates that the determination of impact
generation is more nuanced and complex than for other assessments, requiring
careful consideration of additional factors discussed in the impact assessment.
This designation emphasizes the intricacies involved in assessing the impact of
digital technologies on "good work" aspects, highlighting the need for a thorough
and thoughtful analysis.

The framework synthesized from the study’s impact discussion and assessment in
the context of the tourism industry is shown in a table on the next page.
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"Good Work" aspect /
Tech Group

Al-Powered Chatbots and
Virtual Assistants

Service Robots

Augmented Reality (AR) and
Virtual Reality (VR)

Smart Tourism Platforms

loT Sensor Systems
and Data Analytics

Basic technologies: Online
booking systems,
communication apps/tools, ...

Physical Safety

Positive

Positive/Mixed

Positive/Mixed

No Impact

Positive

Economic Value

Mixed

Negative/Mixed

Positive

Positive/Mixed

Positive

Identity Safety

Positive/Mixed

Negative

Positive

Positive

Negative/Mixed

Social Value

Positive

Mixed + Delicate

Mixed + Delicate

Mixed

No Impact

Emotional Safety

Positive

Positive/Mixed

No Impact

Negative/Mixed

Mixed

BENCHMARK/REFERENCE POINT FOR THE ASSESSMENT

Table 2: Impact Framework Application

Fulfilment Value

Mixed + Delicate

Positive + Delicate

Positive

+ Delicate

Positive

Work/life balance

Positive/Mixed

Positive

No Impact

Mixed

Positive
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5. Focused Ethnography Study

5.1. Introduction

After completing the foundational steps of our research — including literature review,
"good work" assessment, and framework presentation — we recognized the need to
ground our exploration in real-world contexts, to affirm the foundational principles
of our work and uncover potential real-life insights to inform our research. Departing
from the predominantly theoretical and academic perspectives that had thus far
informed our study, we sought to embark on an empirical investigation to
complement and enrich our understanding. Doing so would additionally allow us to
experience the “good work” concept and the socio-technical systems interaction from
an onsite real-life point of view, a perspective that further strengthens our holistic
view on the topic.

Given the constraints of time and resources, we made the strategic decision to focus
our study on a single, albeit comprehensive, research endeavor. This singular
approach was considered sufficient to achieve our primary objective of gaining
actual insights into the concept of "good work" within a tangible workplace setting.
We then deliberated on the most appropriate approach to capture the complexity
and depth of our research topic. While quantitative methods offer powerful
numerical insights, we recognized the limitations in capturing the nuanced
experiences and perspectives of individuals. Specifically, survey study, the most
common type of quantitative data gathering, was let down because of this reason. A
study performed by Knights and Latham (2019) demonstrates that "how an over-
focus on forms can lead to a glossing over or obscuring of the ongoing performances
that are taking place in situated practice," suggesting that surveys, which are forms
to be filled, can be limited in capturing the depth and complexity of human
experience.

We hence opted for a qualitative approach which enables a deeper exploration of
human behaviors and interactions. Particularly, focused ethnography emerged as the
method of choice due to its ability to provide focused, intensive insights through
short-term field visits. This methodology aligns with our research objectives of
gaining in-depth understanding and capturing the intricacies of employees'
experiences within the tourism industry. Knoblauch (2005) characterizes focused
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ethnography as a type of ethnography that is focused, characterized by short-term
field visits, and its data/analysis intensity, which makes it the right tool to use for our
research.

Conducting an observation study to evaluate the impact of technology on employees
presents a valuable opportunity to gather qualitative data and uncover firsthand
insights into their work experiences. While observation alone may not yield a
comprehensive understanding of technology's effects on employee well-being, it
serves as an essential initial step in identifying patterns, behaviors, and interactions.
Observation studies offer a non-intrusive and naturalistic approach to understanding
how individuals navigate real-world settings, providing a rich foundation for further
analysis and interpretation.

Following the decision to undertake a focused ethnography, the next crucial step was
to identify the specific business within the tourism industry and the corresponding
location for our study. Given the diverse range of businesses operating within the
tourism industry, careful consideration was given to selecting a setting that would
offer rich insights into the intersection of human labor and digital technologies. We
afterwards elected to focus our observations on the tour bus business operating in
the Duomo di Milano cathedral area. This decision was guided by several factors.
Primarily, the tour bus industry plays a pivotal role in the tourism infrastructure of
Milan, serving as a primary mode of transportation for visitors exploring the city. By
focusing on this industry, we aimed to gain insights into how employees navigate
the complexities of interacting with both tourists and implemented technologies, in
their daily work.

Additionally, the Duomo di Milano area emerged as an ideal location for our study
due to its status as one of the foremost tourist destinations in Milan. Drawing a
continuous influx of visitors from around the world, this iconic landmark provided a
dynamic and diverse environment for our observations. The busy nature of the area
offered opportunities to observe the intersection of human labor, that is interacting
with a various customer base of tourists, and digital technologies, that are
implemented in the workplace.

The objectives of our observation study were two-fold. Firstly, we sought to ascertain
whether digital technology exerts a discernible influence, be it positive or negative,
on the concept of "good work" and the overall well-being of employees within the
tourism industry. Secondly, we aimed to explore potential variations in how
different employees perceive and prioritize various aspects of "good work." By
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examining these nuances, we aimed to uncover potential disparities in the impact of
digital technology on employee experiences.

Lastly, the strategic choice of the Duomo di Milano cathedral area as our observation
site was therefore intentional, reflecting its significance as a bustling hub of tourist
activity. The regular presence of tour buses in this locale provided a convenient and
accessible setting for our study. These factors combined to offer a rich and adequate
environment for gathering insights into the complex dynamics between human
workers and implemented digital technologies within the tourism sector.

5.2. Methodology

The focused ethnography spanned for a total of 8 days, comprising one initial
exploration day and 7 consequent days for data collection. The different days where
the study was conducted were not strictly consecutive and ranged from the 27" of
January till the 12 of February 2024 period.

During the first day, designated for exploration, I familiarized myself with the tour
bus business operating in the Duomo di Milano area and observed the processes and
technologies used in their workplace. The objective of this initial exploration was to
gain comprehension of the working environment of the tour bus business in
preparation for subsequent ethnographic observations. Additionally, I aimed to
develop a structured protocol to guide the ethnographic study and organize the
insights gathered.

In this preliminary exploration day, I first discovered that two bus tour companies
operated in the Duomo di Milano area: CitySightSeeing Milano and Milan Open
Tour. CitySightSeeing operated from 9:30 am to 5:30 pm, while Milan Open Tour
operated from 10:00 to 17:30. The frequency of tour buses arriving at the Duomo area
varied, ranging from approximately 15 minutes to 45 minutes, depending on the time
of day. And regarding digital technologies, the two tour bus companies seemed to be
utilizing “basic” digital tools, falling within the category of technological Group 6 in
our framework. These included POS payment systems, companies' websites
presenting tour buses details and offering an online payment option, as well as an
audio guide system. Regarding the latter, both companies offered pre-recorded audio
tapes available in 11-12 different languages, which passengers could listen to using
provided earphones. These audio recordings provided touristic explanations of city
landmarks, synchronized with the location of the tour bus, and controlled by the bus
driver. Although no “advanced” digital technologies were implemented and used in
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the tour buses workplaces, as the ones discussed in the first 5 technological groups of
the framework, the “basic” present ones can indeed allow us to observe and study
socio-technical systems interactions in our focused ethnography study.

Following the initial exploration day, the focused ethnography continued with a plan
formulated to immerse myself in the working environment of the identified tour bus
businesses, CitySightSeeing Milano and Milan Open Tour. The aim was to observe
employee interactions with customers and technology while minimizing disruption
to their workflow. Specifically, attention was paid to subtle signals such as facial
expressions during technology use, and tone of voice during communication with co-
workers or customers that can related to certain technology established outcome. The
goal was to discern any changes in demeanor attributable to technology
implementation and its potential impact on employee well-being and satisfaction.
Unlike traditional hypothesis-driven research, there was no predefined structure for
daily observations. Instead, the performed ethnography adopted an open insights
approach, allowing for flexible and exploratory observation sessions. This
methodology facilitated the gathering of as many insights as possible, fostering
connections with the existing research framework and enriching the understanding
of technology's role in the workplace.

Accordingly, the subsequent seven days were dedicated to effective data collection
through observation sessions. These sessions yielded many insights, that can be
linked with our previously discussed “good work” identified aspect and the
difference in their perception/ranking going from one employee to another, as well as
to the potential impact generated by digital technologies on them. It's important to
note that the insights gathered during the focused ethnography were not solely
derived from passive observation; rather, they also included small interviews with
workers, brief interactions, and even a small experiment conducted on Day 2 of the
study. The qualitative data collected by these instruments was stored mainly by
taking notes, capturing the nuances of employee behavior and interactions. To
supplement these notes, discreet photographs were taken to visually document the
observed situations. These photographs proved invaluable during the later analysis
phase, aiding in the recall and reassessment of insights gleaned from the
observations.

In the first effective day of data gathering, an adjustment was made to the initial plan
by incorporating additional employees from another business into the study
population. These additional employees comprised the security guards and
receptionists stationed at the entry of the Duomo di Milano cathedral. The decision to
include them was influenced by their close proximity to the tour bus workplace in
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the Duomo area, facilitating a seamless transition between observing both groups.
The intermittent nature of the bus tours' work process, characterized by time gaps
while waiting for new buses to arrive, allowed for this transition. However, it's
important to note that despite their job positions not being directly associated with
the tourism industry, as their primary responsibilities involve ensuring security and
enforcing regulations, they were still considered eligible for inclusion in our research.
This decision was based on their frequent interactions with tourists on a daily basis.
Furthermore, their role in promoting a safe and welcoming environment aligns with
the broader objectives of the tourism industry, thus justifying their inclusion in our
study.

To conclude, the collected insights from the focused ethnography have been studied
separately, in form of different “observation studies”. For each observation study, an
analysis of the qualitative data has been performed, linking it with “good work”
aspects. The linkage of the observation study with the related “good work” aspects
was created by connecting it with the appropriate technology outcome discussed in
the technology impact assessment. The observation insights will be further
elaborated upon in the next section through detailed observation studies. The
comprehensive reports/notes documenting the entirety of the effective focused
ethnography days, where qualitative data was collected and used to formulate the
observation studies and detect insights, can be found in Appendix A at the end of the
dissertation.

5.3. Observation Studies

The mentioned observation studies are first illustrated along with some details in the
table below, and they will be presented in depth afterwards.
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As shown in the table, most observation studies were conducted during the initial
days of the focused ethnography, while days 5 6, and 7 remained devoid of
observation studies. While it may appear that these latter days were ineffective, that
was not the case. Days 5, 6, and 7 were, in fact, crucial for affirming the insights
gathered during the preceding days. The primary task during this period was to
validate the insights collected earlier, ensuring their consistency and accuracy.
Moreover, these days coincided with the analysis of qualitative data gathered from
previous observations. This concurrent process facilitated the validation of insights
and identified areas requiring further observation to enhance accuracy. Notably, this
study period extension provided not only enhanced accuracy, but also additional
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insights, as the additional factors influencing employees’ “good work”, such as
weather conditions, as discussed in the subsequent section on observation study 5.

5.3.1.  Study 1: CitySightSeeing Coordinator

Observation Study 1 corresponds to an interaction with the Manager/Coordinator
from CitySightSeeing Bus Tour company on Day 1 of the study. During this
discussion, several key insights were gathered regarding the impact of basic
technologies, particularly the POS payment machine, on various aspects of work and
employee well-being. The discussion revealed several noteworthy points:

First, the implementation of the POS machine notably reduced the manual workload
for reporting payments and billings. The manager mentioned spending long hours at
night previously performing these tasks manually, but with the technology's
implementation, this process became automated, thereby enhancing Work/Life
Balance for employees, as indicated in Group 6 assessment.

Secondly, there was a clear enhancement of the Economic Value aspect attributed to
basic technologies. The manager noted that the salaries of all employees who
remained with the company increased.

However, there was a mixed opinion regarding also the Economic Value aspect,
particularly concerning the potential for technology-induced unemployment. While
initially mentioning that around half of the employees were deemed unnecessary
after the implementation of basic digital technologies, the manager later contradicted
himself by stating that no employees were let go. Instead, they were reallocated to
other business divisions. This perception of impact could also be generalized and
linked to Al-powered digital technologies (Group 1 & 2), as it pertains to the
potential role of technology in replacing human labor, a technology implementation
outcome previously mentioned.

Furthermore, the manager hinted at an enhancement in Identity Security aspect due to
the implementation of technology. He expressed enthusiasm and pride in the POS
machine, highlighting his pride in having technological skills and his role in training
and assisting employees in utilizing the technology. This sense of pride suggests an
enhancement in identity security aspect, aligning with the broader principles of
Group 6 assessment.

Overall, Observation Study 1 provided valuable insights into the multifaceted impact
of basic technologies on employees’ well-being and specifically on different “good
work” aspects. These insights contribute to a deeper understanding of the socio-
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technical system dynamics in the workplace, and a validation to our impact
assessment performed.

Below is a figure of the CitySightSeeing Manager/Coordinator we had the interaction
with, holding the POS machine we discussed, as mentioned.

Figure 8: Coordinator at CitySightSeeing —
Observation study 1

5.3.2.  Study 2: CitySightSeeing Driver

Observation Study 2 centered on an interaction with a Bus Driver from
CitySightSeeing on Day 1 of the study. During the discussion, we explored his
overall job satisfaction and his perspective on technology implementation in the
workplace.

Initially, the bus driver expressed contentment with his work and agreed that the
integration and use of technology in the workplace are beneficial. However, our
conversation shifted to the specific use of a basic technology installed next to the
wheel: a touch screen used to play the corresponding audio guide sections based on
the bus's location. This technology serves as an audio guide, replacing the need for a
guide person to explain landmarks to tourists.
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Interestingly, the bus driver's response to this technology was in fact notably
negative. He perceived it as insignificant, describing it as “nothing, that’s just to
control some simple stuff and send automated recordings for the customers like
welcome message or some explanation”. This negative perception suggests a
potential impact on both the Fulfilment Value and Identity Security aspects. The
technology implemented here, according to him, seemed like a replacement and
threat to his role of service provider, simplifying the tasks and diminishing the value
of the service offered.

It is noteworthy that this perception was conveyed even though the basic technology
did not directly affect the bus driver's tasks. In fact, it introduced an additional
responsibility for him: playing the appropriate audio guide sections for tourists as
there was no longer a human guide. This discrepancy highlights the importance of
considering subjective perceptions and interpretations when assessing the impact of
technology on employee well-being and job satisfaction.

Below is a figure showing the CitySightSeeing driver we had the interaction with,
next to the interactive touch screen we talked about.

Figure 9: Driver at CitySightSeeing - Observation Study 2

5.3.3.  Study 3: Milan Open Tour Bus Hostess

This study involved and interaction with a bus hostess from Milan Open Tour on the
same day, Day 1. Our discussion focused on the implementation of the pre-recorded
audio guide recordings technology offered to tourists via earphone devices, a
technology considered part of Group 6 in our framework.
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The bus hostess expressed an overall negative reaction to this technology application.
She indicated that tourism clients would prefer human guides for interaction rather
than automated recordings. Her negative perception may reflect a potential impact
on her own social value aspect, as she seemed displeased, considering her statements
and her facial expressions, with the specific idea of technology replacing her role of
interacting with tourists.

However, she also acknowledged the benefits of this technology, particularly its
ability to provide automatic explanations in multiple languages, attracting customers
from around the world. This reflection signals an enhancement of both the Social and
Economic Value aspects resulting from the implementation of this basic technology, as
it results in more revenues, and a wider customer base to possibly interact and
socialize with.

Overall, the bus hostess's reaction to this technology was mixed but leaned towards
the negative. Despite recognizing the benefits, she appeared reluctant to fully
embrace its implementation.

53.4. Study 4: “Observer Experiment”

On Day 2 of the study, a quasi-experiment, the “observer experiment”, was
conducted to assess the reactions of bus tour employees when they perceived
themselves as being observed. Positioned strategically near the bus tours, wearing a
slightly formal outfit, and holding a coffee, I aimed to be noticed as an observer or
supervisor. The objective was to evaluate the impact of this perceived observation, or
supervision function on the Emotional Security aspect for tourism employees. The key
reason behind this experiment is the presence of this monitoring function as an
outcome of certain digital technologies implementation as Smart Tourism Platforms
(Group 4) and IoT sensors and Data Analysis (Group 5). The impacts generated by
this outcome were already assessed and a real-life experiencing was deemed a good
idea.

The reactions of the employees varied. While some showed no signs of discomfort or
annoyance, others appeared visibly tense and uncomfortable upon noticing the
observer's presence. Interestingly, this discomfort seemed to be more prevalent
among younger employees. Their unease was evident in their body language, such
as walking away and frequent glances in the observer's direction, as well as their
facial expressions. The reactions observed hence approve our suggested negative
potential impact of this aspect of the technology on the Emotional Safety aspect. They
also suggest that the determination of the impact direction depends on different
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factors to be considered when implementing digital technologies as the ones in
Group 4 and 5.

5.3.5. Study 5: Duomo Entrance Security Guards

During the observation of tourism employees at the Duomo, a repetitive pattern
emerged in how they interacted during downtime: standing in pairs. This was
observed for the security guards and receptionists at the Duomo Cathedral entry, on
all the observation days. This simple act carried significant weight, revealing the
importance of the social aspect for many of these individuals. Whether chatting
amongst themselves or simply enjoying shared company, these constant paired
interactions reflected the presence and importance of the Social Value aspect of “good
work”. This pattern can be seen in the figure below, where the employees standing in
pairs are marked in red circles.

Figure 10: Security guards at Duomo Entrance (1)- Observation Study 5

However, this preference for social interaction wasn't universal. A minority of
employees appeared content in solitude, suggesting individual differences in the
perceived importance of the social aspect. Moreover, one further observation was
also acquired, suggesting evidence of the variance of individual preferences and
perceptions of “good work”, and their fragility to external factors. On Day 5, which
was a rainy day, as well as on Day 6, which was a cloudy day, the frequency of
paired interactions noticeably decreased, suggesting a possible shift in priorities
towards well-being. This weather-based change highlights the dynamic nature of
"good work" aspects, where seemingly external factors can easily alter aspects
ranking for employees.
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The figure below highlights the less frequent, yet present, instance of employee
solitude. The individuals marked in red circles exemplify this.

Figure 11: Security guards at Duomo Entrance (2) — Observation Study 5.

5.3.6.  Study 6: CitySightSeeing Bus Hostesses

On the fourth day of observation, Day 4, I boarded the tour buses to closely observe
employees in their workplace environment, and for an extended period. This day
served as an immersive ethnographic study. I purchased a one-day ticket from
CitySightSeeing giving access to the 3 different tour lines passing by the Duomo di
Milano.

Throughout this study day, I observed the varying levels of engagement among the
bus hostesses. Among three employees observed in three different buses on different
lines, two appeared disengaged, mechanically announcing stops with minimal effort
to engage tourists, while the third exhibited enthusiasm, approaching and interacting
with tourists with a smile. This contrast underscores the diverse levels of satisfaction
and well-being among employees, influenced by their perceptions of the Fulfilment
Value aspect of "good work". This observation has been linked with the latter aspect
given that for the disengaged hostesses, their tasks may have lacked inherent
fulfillment, failing to resonate with their personal values or provide a sense of
accomplishment. In contrast, the engaged hostess found gratification in interaction
and creating positive experiences for tourists, aligning with her individual priorities
for "good work." The difference here lies in whether the work tasks were perceived
as challenging and interesting for the employees, if employees actually were
stimulated and got fulfilled from performing and completing these tasks. The
technologies linked to this observation are basic technologies, Group 6 in the
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framework, as these technologies implemented in the tour buses altered the tasks for
the hostesses, influencing and resulting in the mixed effects on the Fulfilment Value
aspect of “good work”.

The figure below showcases pictures taken in Day 4, presenting two of the bus
hostesses discussed in this observation study.
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Figure 12: Bus Hostesses at CitySightSeeing — Observation Study 6

5.3.7.  Study 7: CitySightSeeing Driver

Another notable observation from Day 4, where the observation was taken from
inside the tour buses, emerged. It occurred on one of the bus lines where the bus
hostess was absent and only the driver was present in this instance. Remarkably, the
driver's solo operation exuded confidence and comfort. Despite assuming tasks
traditionally performed by the hostess, such as checking the tickets of incoming
customers or notifying the upcoming bus stop, he handled them effortlessly using
the basic technologies implemented, displaying a sense of certainty and pride. This
observation suggests that the presence of basic technologies empowered the driver to
perform tasks independently, enhancing his Identity Safety and Fulfilment Value
aspects. Moreover, this observation underscores the potential of technology, when
thoughtfully implemented, to enhance both Fulfilment Value and Identity Security,
even in the absence of a colleague.

The discussed employee is shown in the figure below.
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Figure 13: Driver at CitySightSeeing — Observation Study 7

5.4. Observation Findings

The findings of the conducted focused ethnography shed light on the intricate
dynamics surrounding socio-technical interactions and their impacts on the well-
being and satisfaction of employees in the workplace. Through a comprehensive
exploration of various observation studies, several key insights have emerged,
underscoring the complexity and multifaceted nature of work satisfaction and well-
being.

First and foremost, the findings underscore the complexity of work satisfaction and
well-being, revealing them to be contingent upon a multitude of factors. These
factors encompass a wide range of influences, including personal, organizational,
and external variables. As observed throughout the study, different employees
exhibited varying behaviors and perceptions in response to technological changes,
organizational structures, and even external factors such as weather conditions, as
seen in observation study 5. This intricate interplay highlights the need for a holistic
approach to understanding and optimizing work satisfaction and well-being.
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Moreover, the study revealed that the "good work" concept, reflecting employees'
well-being and satisfaction, can be effectively studied by considering its different
aspects and examining how they are impacted by changes in the work environment.
By analyzing the impact of technology implementation on various dimensions of
"good work," the study validated the effectiveness of the presented framework and
impact assessment methodology. Furthermore, it uncovered unexpected interactions
and dependencies, offering valuable insights into the socio-technical system's
dynamics.

The observation studies have been synthesized into the proposed framework that
interprets the relationship between digital technologies implementation and “good
work” aspects. By placing each observation study within the framework, in the
corresponding case of digital technologies and aspects associated, the conducted
focused ethnography validates the framework's efficacy and provides an
understanding of the complex socio-technical system's dynamics. This is shown in
the figure below.

Tech Group

"qood work" espect Physical Safety Economic Value Identity Safety Social Value Emotional Safety Fulfiliment Value WorkiLife Balance

Al-Powered Chatbots and
Virtual Assistanls

Service Robols

Augmented Reality (AR) and
Virtual Reality (VR)

Smart Tourism Platforms
loT Sensor Systems

and Data Analytics

Basic technologies: Online
booking sysiems
communication apps/tools, ...

Table 4: Observation Studies Framework Associated

One thing to clarify in this figure is that for Study 5, no digital technology group is
associated with it. Rather, it is just related to the Social Value aspect of “Good Work”
as it shows its relevance and its sensitivity to a wide range of factors.

In conclusion, the findings of the focused ethnography study underscore the
importance of considering the multifaceted nature of work satisfaction and well-
being in the context of technological change. By adopting a holistic approach and
leveraging the insights gleaned from the observation studies, organizations can
cultivate a work environment that promotes employee well-being, fosters
satisfaction, and ultimately enhances organizational performance and success.
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6. Discussion and Conclusion

In this final chapter, we will initially provide a summary of the research findings,
followed by a discussion and interpretation of these findings, offering practical
implications. Then, we will address the limitations of the study before finally
suggesting directions for future research.

6.1. Summary

This dissertation explored the relationship between two intersecting major global
trends: social sustainability, which has been tackled particularly regarding employee
well-being in the workplace, and the ongoing advancement of digitalization, which
has been recently increasing and evolving, given the constant stream of innovative
technologies. Focusing on the tourism industry — an industry where social
sustainability directly enhances economic sustainability — the study aimed to
understand how digital technologies influence "good work" practices for employees
by examining the dynamics of socio-technical systems, and in with the goal of
optimizing employees” work satisfaction and well-being.

The research question, ‘What are the key factors for a successful implementation of digital
technologies that enhance “good work” practices for employees in the tourism industry?’ was
approached from a novel perspective, diverging from the conventional technology-
centric view prevalent in both literature and practice. Rather than focusing solely on
the direct impact of specific technologies on overall work satisfaction and employee
well-being as a singular entity, our inquiry aimed to address the inherent complexity
of the issue. This holistic and human-centered approach involved examining various
facets of employee well-being and their perceptions of "good work".
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The adopted approach entailed evaluating digital technologies categorized into
groups based on their shared characteristics, which were identified to lead to similar
outcomes in the social value chain, particularly in relation to their impact on various
aspects of employee well-being. Hence, examining the key factors, as described in the
research question, from the employees’ internal side was established in this impact
assessment. Subsequently, these key factors were further explored and tested in a
focused ethnography study, where the suggested “Good Work” aspects have been
observed and differentiated, as well as the variability of employees” perceptions and
prioritization of these aspects.

6.2. Discussion of Findings and Implications

The study first found that embracing a holistic viewpoint and adopting a human-
centered approach, which suggest systematically assessing the mixed impacts of
different digital technologies on each identified aspect of "good work", is a very
effective and insightful way to examine the cognitive ergonomics concept as digital
technologies are to be implemented in the tourism industry workplace. Trying to
classify the well-being of employees and decomposing it into several aspects permits
a simplification of the socio-technical interaction complexity. Doing so enables an
effective way of managing the presence of technological tools in the workplace and
provides decision-makers with information on the diverse impacts generated on
different aspects of different employees from a holistic approach. Beyond this
advantage, this approach also facilitates a greater push for innovation as many
unexpected insights emerge, allowing for more creative and effective solutions to be
developed.

Secondly, the study uncovered the diversity in employees' perceptions and
preferences regarding "good work" within the tourism industry. Employees’
preferences were found to be sensitive to a big number of factors both internal and
external, as such as personality, life circumstances, social entourage, organizational
practices, weather, and many other factors, highlighting the need for tailored
approaches to technology implementation.

One pivotal contribution of this thesis lies in the presentation of our framework,
which synthesizes the impact assessment derived from the adopted perspective. By
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delineating individual aspects of "good work" and illustrating impacts of digital
technology implementation on each of these aspects separately, and by having some
flexibility in both the employee’s perception dimension and the technological one,
our framework enables a nuanced understanding of the diverse idiosyncrasies of
employees in the tourism industry.

Finally, and to recap, examining employees” well-being in the tourism industry as
digital technologies are being implemented in the workplace, by individually
considering different aspects of this well-being, or “Good Work”, fosters inclusivity
in addressing social sustainability within the workplace, as it provides insights into
what matters most to individual employees at any given time. The framework serves
as a tool for management to discern the most effective strategies for implementing
digital technologies, tailored to the specific needs and preferences of employees, thus
optimizing the overall workplace environment, and not to disregard the fostering of
increased revenues.

6.3. Limitations

To begin with, our research was prompted by a gap in the existing literature
concerning the impact of digital technologies on specific aspects of employee well-
being within the tourism industry, as mentioned in the literature review section
(Section 2.2). In response, we developed our own impact assessment methodology,
heavily drawing upon the Theory of Change theory. It is therefore essential to
recognize that our assessment was not entirely grounded in empirically validated
research or real-life studies. Instead, it relied partly on theoretical assumptions and
our own interpretations, potentially introducing a risk of bias.

Nevertheless, the objective of the impact assessment was not to state the potential
direction of the impact generated from different digital technologies, and if it is
positive or negative. We recognize the inherent complexity of assessing the impacts
of digital technologies on employee well-being. Factors such as the specific
characteristics of each technology, variations in implementation, and individual
differences among employees all contribute to the nuanced nature of these impacts.
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One other limitation of this study, stemming from the focused ethnography
approach employed in section 5, lies in the inherent limitations of qualitative data.
While qualitative data, with its rich insights, proved to be the most effective choice
due to the absence of a specific hypothesis, it does not allow for statistical
generalization of the findings.

Furthermore, even though our study included employees from two distinct tourism
businesses, the insights cannot be definitively applied to the entire, diverse tourism
industry. This is particularly true for businesses with significantly different work
processes, such as travel agencies or car rental companies. Nonetheless, the proposed
framework remains valuable as a tool for assessing "good work" impact across
various organizational contexts.

6.4. Future Research Directions

This thesis opens a door to further exploration in the domain of "good work"
research, providing a roadmap for future studies. One exciting direction builds upon
the identified "good work" aspects and involves testing how these aspects are
impacted by interventions explored in this study, or by ones similar to them. This
could involve testing the effects of different factors, such as digital technologies
considered individually, or different such as leadership styles, work environment
modifications, or organizational policies, on the identified aspects of "good work."

Another interesting avenue for future research lies in understanding and quantifying
these aspects. This could involve developing a set of Key Performance Indicators
(KPIs) for each aspect, allowing for objective measurement of their significance level.
Alternatively, as explored in the section on IoT sensors and data analysis (3.2.5) in
relation to emotional safety, electroencephalography (EEG) sensors could be further
explored to measure other "good work" aspects. This research direction has the
potential to refine the evaluation of individual preferences and priorities within
"good work," enabling the ranking and comparison of different aspects for each
employee. This could pave the way for more accurate and reliable assessments of the
impact of interventions on employee well-being and work experience.
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Finally, as a final thought, one additional research direction could involve
developing a standardized measurement unit for "good work" based on the aspects
identified in this thesis. This unit could potentially be refined in the future based on a
more comprehensive set of "good work" aspects. It is important to acknowledge that
the current set presented in this thesis was derived from two primary sources: the
works of Dabirian et al. (2017) and Yan et al. (2022). Further research and exploration
can potentially lead to an even more robust and comprehensive understanding of the
factors constituting "good work." This ongoing exploration will contribute to the
development of more effective tools and strategies for fostering positive and
supportive work environments across diverse organizational contexts.
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Appendix: Focused Ethnography Reports

Daily reports of the conducted focused ethnography study.

DAY 1: Sunday 28 January 2024

» QObservation:

Duomo square: international tourist groups (of around 12 each) around a touristic
guide. The guide is talking. The tourists are divided into those who are standing
close to the guide, listening to him/her talking but not really paying attention to what
they are saying, and those who are not interested at all with what the guide is saying,
standing away (even standing facing the opposite direction for some), talking with
each other. But all of the tourists had the earphones connected to the device.

» Interactions with employees:

* Discussion with a manager/coordinator at CitySightSeeing;:

An old man that has been working at the company for a long time. He was open to
discussing with me, especially after telling him that it is about the impact of
technology on the employees (he got more enthusiastic when he knew about the
topic).

First, he told me that he is happy at work during his job in general. After getting
more precisely on the impact of technology, he had a good positive attitude about
technology at work. He agreed that technology can help a lot the employees at work.
We discussed the example of the POS paying machine (which he is holding in his
hand in the picture). He told me that before implementing this technology (long time
ago then I guess since it is a basic not recent technology) he had spent a lot of time at
night accounting the money and the receipts and registering everything he had for
that day, but now it is automatically done by that technology.
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He believes that technology is a great tool that can be used by employees to help
them perform their work. I asked him about which aspects of the work it enhances,
the POS billing machine in this case. He didn’t know how to really reply (as expected
since it is a difficult/weird question to pinpoint which factor is actually enhanced, so
I started asking about each factor in an indirect way. It seems to him that the
work/life balance is the most enhanced and important aspect: it simplifies the work
and liberates more time for employees. The fulfilment and the social aspects are also
enhanced by that machine also for him.

For the economic value, I first asked him if the company is gaining more money after
this implementation. He told me yes, as there is no need for that much employees
now. He told me that 50% of the employees were not anymore needed. After that, I
asked him if for him, and for those who stayed, if their salary increased, he said yes it
did.

But the weird thing was that after that he said something contrary to before, he told
me that no employees were fired: “non abbiamo lasciato nessuno a casa” (he
switched to Italian here, I guess because he got a bit worried?), and that these 50%
employees were sent to new job positions at the office to work with the information
headset/earphones technology implemented, or to work in other branches in other
Italian cities that were opened).

When I asked him about if the implementation was easy and if all his colleagues
liked using the (basic) technologies implemented, he answered yes most of them are
like him easily learned how to use and now can work more efficiently, and for the
ones that found it difficult at first, they learned how to use it little by little, and after
they learned yup now they like it.

* Discussion with a driver at CitySightSeeing:

I then asked if I could speak with the driver. I entered and spoke with him.

First, after asking him if he was happy at work, he answered yes. When I asked if he
is happy interacting with the technologies, he told me that he doesn’t use much
technology at work, he just drives. But I pointed at the machine that was next to him
(shown in the photo). He told me that’s “nothing, that’s just to control some simple
stuff and send automated recordings for the customers like welcome message or
some explanation.

It seemed like this guy doesn’t care much for the social value aspect.
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* Discussion with a ticket selling guy Milan Open Tour:

While walking toward them, this guy started and kept on promoting and selling me
a tour ticket for a while. He took some time to understand that I didn’t want to buy
one and that I was just observing, and I had the idea to come and ask them some
simple questions. I guess this guy gives the most importance for the economic value.
He wasn’t sure when I asked him about the impact of technology on his work. After
explaining to him more the topic, he still was not sure about what to say and answer.
He was a young guy.

But he told me that the earphones headset provided by the clients was mostly used
by them to listen to music (and not for listening for tourism explanation?).

* Discussion with a bus hostess at Milan Open Tour:

The bus hostess young woman had an overall negative reaction about the
technology implementation of the headset automatic guide in particular. She told me
that tourism clients would prefer to have a human guide to speak to and for him to
explain tourism stuff. Maybe she feels that the technology is a threat to the social
value aspect?

However, she also told me that the technology being able to offer the automatic
registered explanations in several languages brings customers from all over the
world, which is nice. This is an enhancement for the social value aspect and also for
the economic one.

Her reaction to this was therefore mixed, but more negative.

She didn’t want me to take a picture.

DAY 2: Monday 29 January 2024

In the second day, I went to the same spot as yesterday, where the tour buses park
and wait for the tourists to do their visit to the duomo area, and to attract and get
other new customers. I was standing a bit far, to not let them feel being observed,
and as they were almost all the same employees as yesterday to which I talked to.
They most probably remember me.
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The coordinator from CitySightSeeing was outside talking with coworkers and with
cab drivers who also work there and had their cars parked at the same spot.

The ticket selling guy and the bus hostess girl were also their bus talking to each
other.

They weren’t using any technology, but they had their devices fixed on them. They
seemed comfortable with them.

I tried something: I tried to make them feel as if they were being observed, specially
that they met me yesterday and that they would recognize me, to see their reaction (I
guess they think I'm some sort of spy who has been sent to check their performance),
and therefore to see the impact of technology as an “observer/monitor/supervisor”.

The reaction was mixed. Most young employees were tense, not comfortable (not
sure what exactly but they seemed panicked a bit).

One cool observation was one in the Milan Open Tour. After watching them from a
distance and after they saw me and started talking among them, I approached them.
The ticket selling guy was discussing with me. The hostess just walked away. The
guy had a positive attitude, he greeted me and told me I'm the same guy that talked
with you yesterday. As we were talking, he started proposing me ideas what to do
and where to go. That shows that when he got familiar with me and knew my
intentions, he started collaborating. He suggested me to go to the other side where
there are also other tourists and workers, after we mentioned that in this spot it is the
same employees that I already met.

I left this spot, and went to the duomo cathedral entrance, were there are security
checking tourists entering and the reception workers.

When waiting for new tourists that might come, these workers stand 2 by 2
usually, talking with each other.

They are happy, smiling, and they look like they are enjoying the interaction
with customers.

The security guards were holding security scanner devices in their hands.
They seemed like they consider it as a tool, a part of them working equipment.
They were comfortable using it, and scanning the tourists with ease, even
when it beeps, they rescan, and ask the person to open the bag he/she is
holding.
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DAY 3: Wednesday 31 January 2024

On this day, I also did the observation at the duomo tour buses stop, and at the
cathedral entry.

The goal and the insights gotten from this observation day were mainly to see if they
would be same as the past 2 days insights, in order to see if it confirms them. It did.

Insights from this day:

Employees in general looked comfortable and satisfied with the devices they
are using: metal hand detector for the duomo bouncers (not essentially a
digital technology but can still be here considered one) — POS paying machine
for the bus tours coordinators and ticket sellers — the digital tablet for the
drivers - ...

Some employees show some worry about future technologies implementation
in the workplace.

The social value aspect of “good work” is an important one for most tourism
employees. They all tend to speak with other coworkers and pass time with
them while they are waiting for some new tasks / for new tourists to arrive.
(they were all standing 2 by 2 mostly when they were waiting).

The identity security and the economic value are also shown with employees
after conducting “the observation experiment”: I did the same experiment of
last time as I was observing the activities and processes of the tour buses and
with the security guards/reception employees at the Duomo. I used to stand
back with a coffee in my hand, and I was wearing a coat every time (I was
looking a bit like a spy) just observing and taking photos of them. I let them
sometimes see me on purpose observing them. The reactions that they had
were of 3 kinds. 2 employees got anxious enough to be apparent, they were
giving me quick looks and after seeing me they were talking with their
coworker next time (I guess they were telling/asking about me). This reaction
might signal that they felt fear for their economic value aspect, or maybe a
threat to their identity safety. 1 employee looked back at me with an intrigued
look, his look was not a quick repetitive one, but a continuous one. This might
signal a relation with a strong identity security aspect. Others (3 or 4) just
didn’t care, they saw me and didn’t react, but they might have been slightly
anxious or intrigued I don’t know).
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DAY 4: Thursday 1 February 2024

On this fourth day of observation, I decided to actually get on the tour buses and ride
with them on each of the 4 lines. I got a ticket with CitySightSeeing for a whole day.

Observations:

e In this company, the audio guide is pre-recorded, and the driver play the
correspondent passage according to where is he driving. It is an extra task for
the driver, but it doesn’t seem to bother him. The drivers I talked to (2 of
them) didn’t mention any concern or bothering from this new task.

e [ got on the 4 tour line, once every line: on three of them, there was a driver
and a woman bus hostess. Out of these 3: 2 women seemed unchallenged and
uninterested in the work tasks. They were just saying the name of the station
where the bus arrived in a monotone way on the microphone. 1 of these 3 was
actually engaged, smiling continuously, and communicating with tourists.
The shows the difference in the fulfilment value perception for employees.

Day 5: Saturday 10 February 2024

On this day, Day 5, it was raining. No photos were captured. The insights I got from
this day was that the behavior of the employees, which is influenced by their “good
work” aspects ranking, indeed changes as a result of various factors. For this day, the
factor that caused a change was the rainy weather. The tour buses employees were
not seen. The Duomo security guards and receptionists were not standing 2 by 2,
oppositely to how they have been observed standing the past days, and rarely
talking with each other. They did stand together and talk to each other for some
instants, but not as much as was the case for previous days.

Day 6: Sunday 11 February 2024

On this day, Observation Day 6, the objective was to confirm the previous day’s
insights, namely the variance of the employees” behavior signaling a shift in their
“good work” aspects ranking as the weather changed and it was raining on this day
also supposedly (it was showing on the weather app that for this day also it was
raining) and to take pictures showing that (as on the previous day no photos were
taken).

Actually, the weather situation was different on that day: it was actually raining
lightly in the early morning, before the tour buses” work starts and before I got there.
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When I got there, the weather situation was that it was cloudy, and it wasn’t still
raining. Therefore, the observation made was signaling more or less the employees’
situation and their “good work” aspects ranking in a cloudy weather, a “sad” mood
ambiance.

These insights were collected:

e Employees were not standing 2 by 2, and talking less with each other, as it
was in the previous raining day. The mood of the employees was a bit
different (I am a bit assuming here from what I observed and what is seen in
the pictures. I can’t confirm that for sure). The “good work” dominant aspect
was, as it appeared, identity security. The employees looked more confident,
and communicated with the customers in a more serious and professional
way, as if to assure their role as service providers.

e But still, that behavior was the dominant one, but not a constant and
continuous one for all the work shift. The social aspect also appeared at some
times, showed in some smiles and happiness expression when interacting
with customers.

e The 2 young guys from Milan Open Air, the marketers/ticket sellers behavior
didn’t change. They still were standing and talking together as in the previous
days, and had the same mood, as it appeared.

Day 7: Monday 12 February 2024

For this day, the weather was back as it was the first days of observation, sunny. The
security guards and receptionists at the Duomo were behaving the same way they
did during these first days of observation, these sunny days: they were standing 2 by
2, speaking with each other while waiting for customers, and when interacting with
customers, they were more often smiling, showing happiness of socializing.

This insight is a confirming point of our observation study insights:

e That employees are different in how they behave, that their aspects of “good
work” change in preference going from one to the other. Coworkers might
influence each other in shaping their preferences, mostly for the social value
aspect that was most being observed (when an employee interacts with
another coworker, both experience the social value aspect), but also with that
difference can be seen.

e These aspects change with time and with various of factors (in our
observation, the weather was the changing factor).
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