
Frontiers in Health Informatics 

ISSN-Online: 2676-7104 

2024; Vol 13: Issue 8 

www.healthinformaticsjournal.com 

Open Access 

8028 

 

 

 

The Role of Employee Knowledge Sharing in Driving Sustainability in Nagpur’s 

Hospitality Sector 

Swati Shashikant Dongaonkar 
1
, Dr. Shrinivas Manekar

2
 

1Research Scholar R. S. Mundle Dharampeth Arts & Commerce College 
2Supervisor & Professor R. S. Mundle Dharampeth Arts & Commerce College 
 

Cite this paper as: Swati Shashikant Dongaonkar , Dr. Shrinivas Manekar (2024) The Role of Employee 

Knowledge Sharing in Driving Sustainability in Nagpur’s Hospitality Sector. Frontiers in Health Informatics, 

Vol.13, No.8, 8028-8034 

ABSTRACT 

With the current rise of environmental consciousness and competition in the area of providing services, the 

concept of sustainability has become one of the strategic imperatives of the hospitality industry. This study is a 

critical investigation on how knowledge sharing among the employees can facilitate sustainable growth in the 

hotel and restaurants in Nagpur district. The paper discusses the importance of well-organized knowledge 

management habits and particularly those habits that promote peer education, collective problem-solving and 

storage of experiential learning on the ecological responsibility, operational performance and sustainability of 

hospitality businesses. The study relied on both methods, mixed-method, where the quantitative data were 

collected using structured questionnaires distributed among managerial and non-managerial employees and the 

qualitative information obtained with the help of semi-structured interviews. According to the results, there is a 
positive connection between the active knowledge sharing among the staff and the presence of the sustainable 

practices, including waste reduction, energy efficiency, responsible sourcing, and customer service innovation. 

The paper also determines the obstacles to efficient dissemination of knowledge, such as unavailability of training 

structures, high turnover of staff, and unavailability of digital records. The study concludes that the culture of 

knowledge sharing can become an engaging and retention tool, as well as prepare hospitality establishments to 

meet the sustainability targets. The recommendations to integrate knowledge management into the organization 

culture are provided with emphasizing on the training programs, communication system within the organization 

and the leadership role. The proposed study is beneficial to the existing body of knowledge in the sense that it 

develops empirical evidence on strategic essence of knowledge sharing in hospitality sustainability, and more 

precisely, insights on knowledge sharing in hospitality sustainability are beneficial to new urban centers, such as 

Nagpur... 

Keywords: Knowledge Management, Employee Knowledge Sharing, Sustainability, Hospitality Sector, Hotels 

and Restaurants, Organizational Learning, Sustainable Practices, Service Industry. 

INTRODUCTION 

The hospitality industry is one of the most significant contributors to economic growth, cultural interaction as 

well as job creation in the modern global economy. Due to increased awareness about issues related to 

environmental deterioration and resource shortage coupled with the concept of social responsibility, sustainability 
has become one of the most important criteria of business performance particularly in service-oriented businesses 

like the hospitality industry. The hotels and restaurants as the major members of this sector have been facing 

growing pressure to reduce their environmental impact and at the same time provide customers with high-quality 

services and ensure profits. It is against this background that knowledge management, in particular, knowledge 

sharing among employees has emerged as a critical facilitator of organizational sustainability. With Nagpur 

district slowly transforming into an important urban and tourist center of Maharashtra, the study on the dynamics 

of knowledge sharing and its impact on sustainable growth in the hospitality sector as applicable to the context of 

Nagpur district comes timely and relevant. 

Employee knowledge sharing can be described as the act of willingly sharing information, skills, experiences and 

insights amongst members of staff with the purpose of meeting shared organizational objectives. It embraces 

formal and informal communication systems and is crucial in boosting operational effectiveness, creativity as well 

as the ability to adapt. The knowledge sharing is especially important in the hospitality business where the quality 

of service strongly depends on human interaction. Whether it comes to implementing green initiatives in their  
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every-day activities or to sustainable management of customer experiences, employees with shared and 

experience-based knowledge are more likely to make informed decisions and balance them with environmental, 

economic and social goals. It is based on this that knowledge sharing is not only a means of organizational learning 

but knowledge sharing is a strategic capability that can build the sustainable path of hospitality businesses. 

Nagpur has been experiencing a significant rise in the hospitality business over the past few years owing to 

infrastructural growth, rising urbanization and the rising tourist attraction towards the various wildlife sanctuaries, 

temples and education centers near Nagpur. As this grows there has been an increase in the requirement of 
practices that focus on sustainability. A lot of them are implementing the green building standards, zero-waste 

kitchens, local sourcing, energy saving systems, and open employment policies. Yet, the degree, to which these 

efforts are underpinned by the internal well-developed knowledge-sharing processes, has not been thoroughly 

examined. Whereas bigger hotel chains can afford to adopt standardised sustainability procedures, small to 

medium-sized hotels and autonomous restaurants commonly depend on the informal expertise of their staff 

members, which might be unreliable and scattered without systematic structures of sharing. 

Sustainability in the hospitality industry follows a 3-dimensional concept; that is, environmental, economical and 

social. Environmental sustainability aims at decreasing the use of energy and water, limiting the waste production 

and safeguarding biological diversity. Economic sustainability focuses on the economic viability in the long run, 

profitability, affordability as well as the capability of withstanding market changes. Social sustainability comprises 

of fair labor standards, employee welfare, community relations and universal service provisions. In the case of 

hotels and restaurants, the sustainability is not only limited to the technology or the capital investments, the 

behaviors, the attitudes, and the knowledge of the employees of all levels also play an important role. That is why 

it is important to develop working culture, in which knowledge sharing has become the part of everyday operations 

and strategic decision making. 

The most important part of sharing knowledge among the employees is the establishment of the learning 

organization: the organization where the continuous improvement is welcomed, and where the knowledge is not 

held captive within the boundaries of departments or hierarchies. The front-desk employees, kitchen staff, 

housekeeping, and management teams or individuals in a hospitality environment should be able to cooperate 

with each other and educate each other on the importance of adopting sustainable practices without disruption. As 

an example, information that the kitchen staff has on waste sorting can be invaluable in the food waste reduction, 

whereas the insights that housekeeping has on eco-friendly cleaning products can help to lower the use of 

chemicals. failure to share this knowledge effectively leads to Missed sustainability opportunities and possibly 

operational inefficiencies. 

There are a few obstacles that prevent knowledge sharing within hospitality houses. These are high employee 

turnover, deficit of training infrastructure, hierarchical organizations, the absence of formal knowledge 

management systems, and the dearth of incentives to collaborative behavior. Formal training programs are 

typically replaced by informal knowledge sharing practices common in Nagpur where several hospitality units are 

family owned business or small scale operations. Though this has the potential advantage of helping maintain 

local traditions and experiential knowledge, it can also lead to a lack of consistency, overlap and the refusal to 

innovate. Hence, it is imperative to critically review the knowledge sharing and management processes occurring 

in such environments in order to recognize the gaps and develop effective interventional measures towards 
achieving sustainable growth. 

In this study, the aim is to determine how knowledge sharing among employees can help to promote the 

sustainability objectives within the hospitality industry in Nagpur district. The expected outcomes of the study are 

the evaluation of the current knowledge-sharing practice, the enablers and barriers that might be considered 

central, and the assessment of the level of impact that the shared knowledge has on the sustainable decision-

making and outcomes. Hotels and restaurants that are covered in the study will be both organized and unorganized 
and working in the urban, semi-urban, and tourism-focused locations of Nagpur. The study allows us to gain a 

thorough picture of the interaction between knowledge culture and sustainability because its data is collected and 

analyzed among the employees of various levels of access to the organization: starting with the front-line 

personnel and ending with the managers. 

Moreover, the critical analysis framework used in this research aims at going beyond asking what and how of 

knowledge sharing, to questioning why: why some practices are maintained or discarded, why some organizations 

manage to entrench sustainability and others fall behind. The results of the presented study will hopefully find 
their way into theoretical and practical discussions. In theory, it contributes to knowledge management, 

organizational behavior and sustainable business models literature base in hospitality setting. In practical terms, 

the study provides practical information to hotel and restaurant proprietors, human resource experts, decision-

makers, and training establishments concerning the creation of interventions that support a culture of knowledge 

sharing that can result in sustainability. 
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Conclusively, the hospitality industry in Nagpur is growing, and the success of this industry in the long-run will 

be more and more based on the balance between growth and sustainability. One of the pillars in this endeavor can 

be the employee knowledge, particularly when such knowledge is shared strategically and backed institutionally. 

With the help of a spotlight on the role of knowledge sharing, this study hopes to foster a paradigm shift towards 

the collective intelligence approach rather than the individual expertise towards a more resilient, responsible, and 
sustainable hospitality industry within the Nagpur district. 

LITERATURE REVIEW 

Knowledge management (KM) has emerged as a major theme in both organizational theory and practice and 

particularly in industries where human capital is a major factor as in the case of hospitality industry. This research 

by Alavi and Leidner (2001) formed the basis of perceiving KM as a multidimensional concept that encompasses 

knowledge creation, storage, retrieval, transfer and application processes. They underline how knowledge 

management systems (KMS) can support such processes and, in that way, improve decision-making and 

innovation. In the same breadth, Gold, Malhotra, and Segars (2001) also consider KM to be an organizational 

capability without which it is difficult to develop a competitive advantage, implying that the practices of successful 

KM is closely entrenched in the organizational infrastructure as well as culture. 

According to Boisot (1998), knowledge assets are strategic resources and what counts is how such resources are 

managed and mobilized. Within the hospitality context, this idea can be explained as the capacity of firms to 

access the tacit knowledge of employees, experiential, intuitive and undocumented information that tends to define 

day-to-day service provision and customer interaction. Using the knowledge-based view of the firm, Grant (1996) 

reaffirms the idea that firms exist in order to combine and coordinate specialized knowledge possessed by 

individuals, a fact that is especially important in labor-intensive industries such as the hospitality sector. 

Cabrera and Cabrera (2005) explore the behavioral aspects of KM and discover people management practices, 

including trust-building, empowerment and performance incentives as being critical in encouraging employees to 

share knowledge. Their results imply that emotionally, an environment of openness and collaboration is key in 

making an organization successful at knowledge sharing. De Long and Fahey (2000) advance this reasoning even 

further by pointing out the importance of organizational culture to knowledge flows. They indicate that even the 

best designed KMS will fail to work unless cultural impediments such as fears of redundancy, internal 

competitions or rigidity of hierarchies are not overcome. 

Concerning the technological integration in KM, Becerra-Fernandez and Sabherwal (2015) introduce an all-

embracing model that brings together people, processes, and technology as the three major foundations of 

successful KM. They emphasise the relevance of systems thinking when it comes to the KM architectures to 

facilitate knowledge creation, sharing and reuse. This opinion is shared by Dalkir (2017), who offers some 

practical frameworks of how to implement KM in service dynamics settings, promoting the idea of the constant 

knowledge audit, community of practices, and feedback loop. 

The significance of KM in service quality and sustenance in the hospitality industry is emerging in the current 

studies. According to Buhalis and Leung (2018), a new trend is the so-called smart hospitality, in which the sharing 

of knowledge and the ability of different systems, employees, and consumers to interoperate lead to more 

responsive and sustainable operations. Along the same line, Buhalis and Sinarta (2019) present the notion of 

"nowness service" that draws on real-time knowledge and customer interaction data to co-create value, signaling 

the new role of KM in the provision of sustainable and personalized experiences. 

In an empirical appraisal of various KM styles and their effects on corporate performance, Choi and Lee (2003) 

discover the importance of the balanced styles that encompass both codification (document-based sharing) and 

personalization (people-based sharing). Hospitality industry can especially benefit through their findings, as 

standardized actions as well as human interactions are equally important in achieving service excellence. This is 

further contributed by Garcia-Morales, Llorens-Montes and Verdu-Jover (2012) who confirm that 

transformational leadership positively contributes to organizational performance by stimulating knowledge 

sharing and innovation-a fact that can be applied by hospitality managers seeking to incorporate sustainability by 

developing human capital. 

Within the customer-oriented point of view, the articles by Davenport and Klahr (1998) talk about the necessity 

to manage the knowledge of customer support to increase the responsiveness of the services and the article by 

Davenport and Prusak (1998) influence the idea of knowledge workers as the people who transform the 

information into the usable insights. Their contribution supports theconcept that employees are not only service 

providers but knowledge agents where employee interaction and experience is a crucial resource. 

Social media platforms also have a part to play in KM in the digital era. The study by Aluri, Slevitch, and Larzelere 

(2016) focuses on the embedded social media effectiveness on Facebook pages of hospitality brands and 

demonstrates how feedbacks with immediate customer reviews and employee reactions can be viewed as types of 

collective knowledge. These interactions are external-facing, but internal learning and adaptation take place too, 
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contributing to sustainable service innovation. 

Evans (2019) places KM in the wider context of strategic management of tourism, hospitality and events. He 

assumes that KM is a strategy instrument that matches organizational targets with the fluctuating marketing and 

environmental factors. This goes in line with the growing significance of sustainability in the hospitality industry 

as the sphere of knowledge sharing is crucial to not only enhancing the quality of service but also introducing 

green procedures, minimizing waste, energy conservation, and adherence to sustainability principles. 

Davenport (2013) presents the concept of big data and its KM meanings, explaining why hospitality companies 

should look beyond their previous knowledge-storage models and use the real-time data to make decisions. When 

it comes to sustainability, the information-informed understanding followed by the addition of the wisdom of the 

staff can lead to more flexible and anticipatory approaches. 

On the whole, the analyzed literature review provides an increased consensus on the strategic importance of 

employee knowledge sharing to meet sustainability goals in service sectors. Nevertheless, the majority of research 

is theoretical or that which concentrates on major hotel chains within developed markets. Empirical research in 

the role KM and knowledge sharing play in the emerging urban centers such as Nagpur where the hospitality 
industry includes large star-rated hotels to the mom-and-pop restaurants is conspicuously lacking. The current 

study fills this gap by providing insights on a local level about the knowledge sharing practices between employees 

within the hospitality industry in Nagpur and the contribution of said sharing to environmental, economical and 

social sustainability. 

OBJECTIVES OF THE STUDY  

To examine the current knowledge sharing practices among employees in the hospitality sector of Nagpur district. 

To analyze the relationship between employee knowledge sharing and sustainable operational practices in hotels 

and restaurants. 

To identify the key enablers and barriers to effective knowledge sharing within hospitality establishments. 

Null Hypothesis (H₀): There is no significant evidence of structured knowledge sharing practices among 

employees in the hospitality sector of Nagpur district. 

Alternative Hypothesis (H₁): There is a significant presence of structured knowledge sharing practices among 

employees in the hospitality sector of Nagpur district. 

RESEARCH METHODOLOGY 

The research design of the current study is mixed-method, which means that both quantitative and qualitative 

research methods will be used to obtain the complex picture regarding the knowledge sharing practices among 

employees in the hospitality industry of the Nagpur district and its role in ensuring its sustainable development. 

The employees who work in different hotels and restaurants will be the study population; they will include the 

star-rated hotels, mid-sized hotels, and restaurants owned by locals. Stratified random sampling method was used 

so that the representation is made in various categories of hospitality businesses in terms of size and type of 

services. 

In terms of the quantitative aspect, a guided questionnaire was created with the aid of a five-point Likert scope, 

in order to evaluate the recurrence, efficacy, and perceived consequence of the practices regarding knowledge 

sharing. The questionnaire also propped data pertaining to sustainability related initiatives used in their day to day 

operations. It was a pre-tested instrument, piloted with a study before clarity and reliability were established and 

the final copy was administered to 200 respondents of whom 168 gave valid responses which were analyzed on 

SPSS software. The relationships between the variables of knowledge sharing and sustainability indicators were 

analyzed through descriptive statistics and Pearson correlation as well as regression analysis. 

Simultaneously, the qualitative aspect entailed a semi-structured interview of 15 managerial and supervisory 

employees within the sampled establishments in order to acquire a deeper understanding of the organizational 

culture, challenges, and motivations towards knowledge sharing. Qualitative content analysis using thematic 

analysis was undertaken in analyzing the data of the interviews to determine patterns and contextual nuances. 

 

Table: Descriptive Statistics on Knowledge Sharing Practices 

Statement Mean 
Standard 

Deviation 
Minimum Maximum 

Employees regularly share work-related information 

with each other. 
4.12 0.78 2 5 
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Statement Mean 
Standard 

Deviation 
Minimum Maximum 

The hotel/restaurant encourages team-based learning 

and idea exchange. 
3.98 0.83 2 5 

Staff meetings are conducted to share operational 

feedback and best practices. 
4.05 0.69 3 5 

Training sessions include components on knowledge 

exchange and collaboration. 
3.85 0.92 1 5 

There are formal systems (e.g., manuals, digital tools) 

to record and access shared knowledge. 
3.67 1.01 1 5 

Employees are encouraged and rewarded for sharing 

knowledge. 
3.79 0.87 2 5 

 

As it can be seen in the descriptive statistics provided in the research, there is a moderately high indicative of a 

structured knowledge sharing practices among employees in Nagpur district hospitality sector. All the scores of 

the items measured have a mean ranging between 3.67 and 4.12 on a five-point Likert scale, indicating that, in 

general, employees feel that their workplaces promote and support knowledge sharing to a significant degree. The 

statement which showed the highest mean score (4.12) was employees routinely pass work related information to 
one another which is an excellent informal peer-to-peer communication within teams. This shows a culture of 

openness and team work, imperative in services industries that involve customers directly such as the hospitality 

industry. 

Similarly, the mean scores of the statements referring to team-based learning and sharing operating feedback were 

also considered fairly high (3.98 and 4.05), which supports the thought that the organizational routine (meetings 

and discussions) is used to encourage the spread of knowledge. The statement with the lowest mean score (3.67) 
was, however, the one relating to the availability of formal systems that could be used to record and retrieve 

knowledge, e.g., manuals or digital tools. It implies that informal and interpersonal knowledge sharing is strong, 

but the knowledge institutionalization with the help of formal technological systems is not well-developed in 

many establishments. 

The standard deviations were between 0.69 and 1.01 indicating a moderate consistency of variance of responses, 

especially formal systems and structured training sessions. This inconsistency is possibly an indication of 

dissimilarity in management between large-scale hotels and the small and independently operated restaurants. On 
the whole, the descriptive analysis helps to support the alternative hypothesis (H1) by pointing at the existence of 

rather organized albeit informally sometimes led knowledge sharing habits within the sector. 

 

One-Sample Statistics 

N Mean Std. Deviation Std. Error Mean 

168 3.91 0.72 0.055 

 

One-Sample Test 

Test Value 

= 3 
t df 

Sig. (2-

tailed) 

Mean 

Difference 

95% Confidence Interval of the 

Difference 

 
16.55 167 0.000 0.91 Lower = 0.80, Upper = 1.02 

 

A one-sample t-test was used to determine the existence of systematic knowledge sharing behaviour among 

workers in the hospitality industry within Nagpur district. The test involved comparison of observed mean of the 

knowledge sharing responses with a neutral test value of 3 on a 5-point Likert scale. The findings showed the 

mean score of 3.91 which demonstrated that the respondents tended to agree that their organizations had structured 
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knowledge sharing practices. The calculated t-value was 16.55 with a degree of freedom of 167 and the p-value 

was 0.000 which is much less than the conventional significance level of 0.05. 

These results are statistically significant to reject null hypothesis and accept alternative hypothesis (H1) to 

conclude that, there is significant existence of structured knowledge sharing behaviour among hospitality workers 

at Nagpur. The fact that the mean is relatively high and the confidence interval (95% CI = 0.80 to 1.02) is rather 

thin also supports the idea that the knowledge sharing is not only common but also consistently viewed within the 

sample. This finding shows that the organizations culture in most hospitality establishments is positive as systemic 

sharing of work related information and learning together seem to be supported and exercised frequently. 

 

DISCUSSION 

As highlighted by the results of this research, a well-organized knowledge sharing habit is of utmost essentiality 

to promote the idea of sustainability in the hospitality industry of Nagpur district. Contrary to the information 

exchange and operational sharing, as well as organizational support of mutual learning, the presence of which was 

substantial according to the recipients of different hotels and restaurants, was extreme as shown by both 

descriptive and inferential statistical tests. The elevated means of various indicators of knowledge sharing lead to 

believing that a sizeable number of hospitality establishments in Nagpur are integrating knowledge management 

practices in their everyday routines although, in some cases, informally. 

The one-sample t-test verifies the hypothesis as the statistically significant result (t = 16.55, p < 0.05) confirms 

that the structured knowledge sharing is not merely existent but is also suggested to be a part of an organizational 

culture in many hotels and restaurants. This conforms to previous studies by Cabrera and Cabrera (2005) and 

Davenport and Prusak (1998) that pointed out the importance of human resource strategies and organizational 

support to effective flow of knowledge. Besides, low standard deviations depicting reasonably uniform answers 

suggest that employees share a general idea of their roles in maintaining institutional memory and assisting each 

other in enhancing operational effectiveness. 

The implications of the qualitative interview findings also stress the importance attached to peer learning, and on 

job training. Managers of various facilities observed that informal methods, including pre-shift meetings and 

mentoring of employees tend to work better as compared to written documentation or computerized systems. This 

finding corresponds with the arguments of Dalkir (2017), who stated that knowledge sharing is a social activity 

and tends to be successful in cultures and communities that promote trust, free dialogue, and enough commonality 

in purposes. Slightly low scores however pertaining to the formal documentation systems (Mean = 3.67) point to 

a possible break in the technological or process-level facilities with regards to institutionalizing shared knowledge. 
This concurs with the observations made by Becerra-Fernandez and Sabherwal (2015) who noted that integrated 

knowledge systems are required to explicate tacit knowledge and to render it reusable. 

In terms of sustainability, knowledge sharing is relevant towards the environmental and operational efficiency. 

When workers have deeper knowledge on sustainable operations - through energy savings, waste separation, or 

green purchasing - they will find it easier to incorporate the same in their daily work. Moreover, collective wisdom 

will result in common best practices, less duplication of errors and innovation with regard to service delivery. 

These connections apply the views of Gold et al. (2001) and Grant (1996), who perceived knowledge as a strategic 
capability that is essential in the sustainable competitive advantage. 

However, there were certain difficulties which were discovered. The differences in the formal knowledge 

management tools in the establishments imply unequal resources or varied managerial emphases. Mom and pop 

restaurants may not have any formal training or knowledge management system in place whereas larger hotels 

and resorts may. Such deviation requires policy or industry-based efforts in encouraging knowledge infrastructure 

at all levels of the hospitality industry. 

 

Overall Conclusion 

The study was able to critically analyze the existence and contribution of formalized/structured knowledge sharing 

habits among workers in the hospitality industry within Nagpur district and in particular the contribution of the 

same towards sustained growth. The results which were based on quantitative and qualitative analysis show that 

there is a notable presence of knowledge sharing behaviors within hotels and restaurants within the region. There 

were high rates of informal and semi-structured knowledge exchange between employees, especially in forms of 

peer learning, team discussion and pre-shift briefing, indicating knowledge management is integrated, and not 

necessarily formalized, in organizational practice. 

The one-sample t-test of the hypothesis testing supported the argument that the mean perception of knowledge 

sharing was above the neutral point by a significant margin, indicating that the given practices are indeed 

engrained in the work culture of hospitality industry in Nagpur. The informal mechanism seems to work; 
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nevertheless, there is also a gap in using formal mechanisms like digital repositories, standard operating manuals, 

and knowledge management platforms, especially in smaller or independently run places. 

Notably, the study reveals the value of well-organized knowledge sharing towards sustainability in the hotel 

industry. When employees are more informed via experiences shared and learning together, chances are high that 

employees will adopt a sustainable practice in their day-to-day operations. Those are waste minimization, resource 

conservation, tight service quality, and improved customer satisfaction which contribute to the long-term business 

resilience and ecological responsibility.. 
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