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This study investigates the interplay between digital transformation, government commitment, sustainable practices, and tourist experience within Lombok’s hotel industry in West Nusa Tenggara Province, Indonesia using a multigroup analysis across tourists, government representatives, and industry practitioners. The research responds to existing gaps that often limit hotel experience evaluations to guest perspectives, thereby overlooking the roles of policymakers and hotel operators who shape service ecosystems. Adopting an explanatory design, data were collected from 309 respondents and analyzed using PLS-SEM and MGA to examine both direct and mediated relationships. The results reveal substantial variation across groups. In the complete model, digital transformation and government commitment significantly influence sustainable practices and tourist experience, and sustainable practices mediate both relationships. However, government and tourist groups show differing patterns, indicating that stakeholder perceptions diverge depending on their roles and exposure to hotel operations. Industry practitioners exhibit the strongest mediation effects, reflecting their operational proximity to both technology adoption and sustainability implementation. These findings emphasize the need for stakeholder-sensitive strategies, where technological upgrades, policy alignment, and sustainability programs are jointly considered to enhance destination competitiveness. The study offers theoretical contributions by integrating sociotechnical and sustainability governance perspectives and provides practical insights for policymakers and hotel managers seeking to strengthen sustainability outcomes while improving visitor experiences. Limitations related to geographic scope and cross-sectional data offer opportunities for future studies to incorporate longitudinal and cross-destination comparisons.
Keywords: Digital Transformation, Government Commitment, Sustainable Practices, Tourist Experience, Multigroup Analysis


Background
Tourism development in Lombok, West Nusa Tenggara Province, Indonesia, has accelerated rapidly over the past decade, shaped by rising domestic and international interest in the destination and strengthened by government efforts to promote the region as a world-class tourism hub (Suryade et al., 2021). This momentum places strong pressure on local hotels to enhance competitiveness through improved service delivery, operational efficiency, and responsiveness to evolving visitor expectations (Roncally et al., 2024). At the same time, travelers increasingly demand seamless interactions, environmentally responsible operations, and consistent service quality, creating a complex landscape for hotel operators (Bardukova, 2023; Liu et al., 2025).
In this environment, the hotel industry faces mounting expectations to deliver superior guest experiences while responding to technological, regulatory, and sustainability transitions (Bharwani and Mathews, 2021). Hotels in Lombok have adopted a range of digital applications, from integrated booking platforms to mobile guest services, yet the scope and maturity of these initiatives differ across properties. The uneven pace of digital adoption suggests the presence of structural and managerial challenges that merit empirical attention (Appio et al., 2021; Hanelt et al., 2021).
Government agencies at the provincial and national levels play a critical role in shaping the operational climate for hotels (Subedi, 2024; Santa et al., 2025). Policy consistency, funding allocation, and institutional coordination influence the sector’s ability to innovate and expand (Song & Zhao, 2024). While several programs have been introduced to strengthen tourism governance in Lombok, questions persist regarding their alignment with industry needs and their impact on hotel performance and visitor satisfaction. This reflects a gap in understanding how public sector commitment interacts with industry-led initiatives.
The post-pandemic Covid-19 context has intensified sustainable tourism practices and operations (Mudana et al., 2024; Mudana et al., 2025). The growing emphasis on sustainable tourism adds another layer of complexity. Hoteliers are under pressure to integrate environmental stewardship, community engagement, and cost-efficient operations into their business models (Gunduz Songur et al., 2023). Although many establishments have introduced energy-saving technologies, waste management programs, and community partnerships, the level of implementation varies substantially across the region (Altassan, 2023). Prior studies often examine sustainability in isolation, leaving limited understanding of how sustainability practices function in conjunction with technological and institutional factors (Klymenko & Lillebrygfjeld Halse, 2022; Alabdali et al., 2023; Prataviera et al., 2024).
A further gap appears in the way customer experience is evaluated within Lombok’s hotel sector. Previous research tends to prioritize guest perspectives alone, offering limited insights into the views of government administrators and hotel operators who shape and manage service environments (Ali et al., 2023; Prevolšek et al.,  2024). This narrow focus restricts the depth of analysis and overlooks potential differences in how each stakeholder group perceives digital initiatives, policy support, and sustainability outcomes. A multigroup approach can reveal these distinctions and provide a more comprehensive understanding of the sector.
This study is designed to address these gaps by examining the relationships among technological change, policy commitment, sustainability practices, and guest experiences within Lombok’s hotel industry. The multigroup analysis involving government stakeholders, industry practitioners, and tourists enables a broader interpretation of how these elements interact within the regional tourism ecosystem. The findings are expected to contribute theoretical clarity, offer practical guidance for policymakers and hotel managers, and support the development of a more competitive and sustainable hospitality sector in Lombok.

Literature Review 
To situate the study within existing knowledge, it is important to outline the core theoretical perspectives that shape the relationships among digital transformation, government roles, sustainability practices, and tourist experiences in the hotel industry.

Digital Transformation in the Hotel Industry
The diffusion of digital technologies has reshaped service industries, and hospitality is among the sectors experiencing the most accelerated shift (Buhalis et al., 2024). Drawing on sociotechnical and service innovation perspectives, digital transformation in hotels reflects the integration of technological capabilities, organizational readiness, and customer-facing service redesign (Narvaiza et al., 2025). In practice, hotels adopt interconnected systems to improve reservation processes, streamline operations, and enhance guest interactions. This transformation includes foundational digital infrastructure, integrated operational systems, advanced applications such as AI-powered service tools, and data-driven optimization. These dimensions align with common indicators used in hospitality research, including perceptions of digital infrastructure quality, system integration across booking and property management platforms, the use of mobile check-in or chatbot applications, and hotels’ ability to leverage analytics for better decision-making (Bagadiya & Kathiriya, 2024; Chikha et al., 2025). Together, these elements demonstrate how digital transformation functions as both a technological and strategic shift across hotel ecosystems.

Government Commitment in the Hotel Sector
Institutional theory suggests that public-sector support, regulatory clarity, and inter-agency coordination are essential for shaping an environment in which service industries can innovate sustainably (Costumato, 2021). In the hotel sector, government commitment reflects the degree to which policies, budgeting decisions, and cross-institutional collaboration provide stability and stimulate sectoral development (Balcioglu & Evranos, 2025). Clear long-term policies and consistent regulations reduce uncertainty for hotel operators. Adequate public investment in tourism promotion, human-resource development, and supporting infrastructure facilitates industry competitiveness (Nakipova et al., 2021). Effective coordination among tourism agencies, regional authorities, and industry stakeholders helps ensure aligned policies and streamlined implementation (Markatos et al., 2024). These dimensions correspond to measurable constructs such as perceived policy consistency, adequacy of budget allocations, and the quality of inter-agency coordination, each of which contributes to a more conducive environment for service improvement and sustainable development in hospitality.

Sustainable Practices in the Hotel Industry
Sustainability in the hotel industry is grounded in environmental management, corporate social responsibility, and triple bottom line principles that emphasize ecological protection, community welfare, and economic resilience (Boley & Uysal, 2013). Hotels hold a substantial position in shaping environmental outcomes due to the demands of energy consumption, water usage, and waste produced through daily operations, leading many establishments in well regulated destinations to adopt energy efficient technologies, water recycling systems, and structured waste reduction programs (Agrawal & Narain, 2023; Kalefa & Gado, 2024). Social sustainability is reflected in practices that support local communities through the use of local suppliers and in commitments to fair working conditions that protect employee well-being and advance inclusive growth within the region (Kalkanci et al., 2019). Economic sustainability is expressed through operational efficiencies generated by sustainable technologies and through the ability of hotels to attract travelers who prefer environmentally responsible accommodation (Gunduz Songur et al., 2023). These three domains form a comprehensive foundation for assessing the advancement of sustainability initiatives within the hotel sector of any given region.

Tourist Experience in the Hotel Context
Customer experience theory views service encounters as multidimensional, shaped by sensory impressions, emotional responses, cognitive evaluations, social interactions, and physical attributes of the environment (Lin et al., 2020). In hospitality, tourists’ experiences emerge through a sequence of interactions with hotel facilities, staff, technologies, and other guests (Buhalis et al., 2019). Sensory cues such as visual design, scent, texture, and sound influence early perceptions and set expectations for the stay (Spence, 2022). Emotional responses arise from personalized attention, warm interactions, and unexpected gestures of care (Farley et al., 2021). Cognitive assessments concern perceived value, clarity of information, and understanding of benefits such as loyalty programs (Wu et al., 2024). Social interactions with staff and other guests shape the sense of belonging or comfort, while physical aspects such as room comfort, cleanliness, and accessibility anchor the functional dimension of the experience (Singgalen, 2024). These indicators collectively provide a robust basis for evaluating tourist experiences across diverse hotel settings.

Digital transformation and government commitment impacts
The interplay between digital advancement and institutional support forms a critical foundation for the evolution of sustainable and high-quality hotel services. From a capability-based view, digital transformation enhances operational efficiency, enables resource monitoring, and supports environmentally responsible practices, making hotels more capable of implementing sustainability initiatives (Alojail & Khan, 2023). Institutional commitment strengthens this process by providing regulatory clarity, targeted funding, and coordinated policies that encourage sustainability adoption and promote service innovation (Shan & Ji, 2024). Together, these forces shape how hotels are able to design environmentally conscious operations while improving guest experiences. Enhanced sustainability practices, particularly those aligned with technological efficiency and responsible resource management, further contribute to positive tourist impressions, reinforcing the link between backend operational performance and frontend experiential quality. As a result, the combination of digital transformation and government commitment not only elevates sustainability outcomes but also enhances the overall tourist experience in increasingly competitive hotel markets.
Advances in digital technologies have become increasingly central to the modernization of hotel operations, particularly in regions experiencing rapid tourism growth (Buhalis et al., 2024). Digital systems enable more precise resource management, enhance the monitoring of operational outputs, and support data-driven decisions that align with environmental, social, and economic objectives (Adepoju et al., 2023). In many hotel markets, improved digital capability has been associated with stronger sustainability performance because technology facilitates energy efficiency, reduces waste, and strengthens transparency in managerial processes (Elshaer et al., 2025). Within this context, it is reasonable to expect that higher levels of digital transformation contribute to the adoption of more sustainable practices across the hotel industry. Hence, the following hypothesis is proposed: 

H1: Higher Levels of Digital Transformation Are Associated with Improved Sustainable Practices
As hotels expand their reliance on digital systems, guest expectations shift toward service environments that emphasize responsiveness, clarity, and personalized support (Das, 2023). The adoption of integrated digital platforms, mobile applications, automated check-in mechanisms, and data-driven service enhancements has reshaped how travelers evaluate their stay (Li & Wen, 2025). These technologies influence multiple dimensions of the tourist experience, including sensory impressions shaped by digital interfaces, affective responses linked to staff attentiveness supported by digital tools, cognitive assessments of value and service transparency, social interactions facilitated by efficient service processes, and physical comfort enabled by reliable in-room systems. When digital transformation is effectively implemented, it strengthens the coherence and consistency of service delivery, reduces uncertainty during key service encounters, and enables hotels to meet evolving expectations for convenience and quality (Limsawaddiwong et al., 2025). Within this context, a higher level of digital transformation is expected to elevate the overall tourist experience.
H2: Higher Levels of Digital Transformation Are Associated with Enhanced Tourist Experience
A growing body of institutional and sustainability research underscores the role of governmental structures in shaping organizational behavior within regulated industries. In the hotel sector, consistent policy direction, adequate budget allocation, and effective interagency coordination serve as enabling conditions that guide and encourage firms to adopt environmentally, socially, and economically responsible practices (Khalil et al., 2024). When governments articulate clear long-term priorities, provide supportive resources, and ensure coherent implementation across administrative units, hotels are more likely to invest in energy efficient technologies, strengthen community engagement, and pursue operational models that align with sustainability objectives (Singh et al., 2025). This alignment suggests that a higher degree of government commitment corresponds with stronger adoption of sustainable practices across the hospitality industry.

H3: Stronger Government Commitment Is Associated with Improved Sustainable Practices
When public institutions demonstrate clear policy direction, allocate adequate resources, and maintain effective inter-agency coordination, the overall quality of the tourism environment improves (Rattu et al., 2025). This institutional support strengthens the conditions required for hotels to operate efficiently, comply with service standards, and maintain guest-oriented innovations (Giannoukou, 2024). As highlighted in the preceding hypothesis, government commitment plays an important role in advancing sustainable practices, and these same governance efforts also contribute to a more seamless, reliable, and satisfying experience for visitors. A policy environment that is stable, well-resourced, and coherent allows tourism service providers to deliver higher-quality interactions, better facilities, and more consistent service performance, which collectively enhance the experience of tourists across the destination (Setokoe et al., 2025).

H4: Stronger Government Commitment Is Associated with Enhanced Tourist Experience
Sustainable practices have increasingly become a meaningful component of the value proposition offered by hotels, influencing how guests perceive service quality, comfort, and overall satisfaction (Moise et al., 2021). When hotels adopt environmentally responsible operations, socially inclusive programs, and economically efficient systems, visitors tend to evaluate their stay more positively because these practices signal reliability, responsibility, and attentiveness to wider societal concerns. Travelers who encounter clean and resource-efficient facilities, supportive community engagement, and well-managed operational standards often experience a heightened sense of comfort and trust (Nocca et al., 2023). These conditions can enhance emotional responses, cognitive evaluations of value, and social interactions within the hotel environment. Based on this reasoning, higher levels of sustainable practice implementation are expected to contribute to improved tourist experience.

H5: Higher Levels of Sustainable Practices Are Associated with Improved Tourist Experience
Sustainable practices are expected to play an important role in strengthening the influence of digital transformation on tourist experience because digital systems often enable hotels to implement resource efficient operations, transparent service processes, and environmentally responsible initiatives that are meaningful for travelers. When hotels use digital tools to optimize energy consumption, improve waste management, or support community based programs, these efforts can create service environments that feel more responsible and trustworthy to visitors (Bakshi & Singh, 2024). As travelers increasingly value ethical operations and environmental stewardship, the sustainable outcomes made possible through digital technologies may elevate their overall experience (Chakraborty, 2024). Based on this reasoning, higher levels of sustainable practice are expected to strengthen the positive association between digital transformation and tourist experience, indicating a mediating effect.

H6: Sustainable Practices Mediate the Relationship Between Digital Transformation and Tourist Experience
A growing body of research suggests that policy environments supportive of sustainability can shape how service industries implement responsible practices that ultimately influence consumer perceptions. In the hotel sector, government commitment often appears in the form of consistent regulations, coordinated institutional support, and adequate public investment in tourism infrastructure. These forms of commitment can encourage hotels to adopt environmentally responsible operations, strengthen social engagement with local communities, and enhance long-term economic viability (Khalil et al., 2024). As hotels integrate these practices, they create conditions that improve guest comfort, trust, and overall satisfaction. This progression indicates that the influence of government commitment on tourist experience is better understood when considering the role of sustainable practices as an intermediary mechanism.

H7: Sustainable Practices Mediate the Relationship between Government Commitment and Tourist Experience
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Figure 1: Conceptual framework
Source: Developed by authors (2025)

Methodology 
This study employs an explanatory research design to investigate the causal relationships among digital transformation, government commitment, sustainable practices, and tourist experience within the hotel industry in Lombok, Indonesia. The explanatory approach is appropriate for examining how institutional drivers and technological capabilities influence sustainability outcomes and experiential quality, as well as for assessing the mediating mechanisms embedded in hospitality systems (Rasoolimanesh et al., 2022). The conceptual framework integrates theoretical perspectives on digital transformation in service industries, public governance and policy coherence, sustainability adoption in hospitality, and customer experience theory, creating a unified basis for exploring how these constructs interact in a regional tourism economy.
Data were collected between January and May 2025 across major hotel zones in Lombok through a structured questionnaire disseminated both online and through direct distribution. A multi-group sampling strategy was employed to capture the perspectives of three key stakeholder groups: tourists, government officers, and industry practitioners. This approach ensured representation of actors who directly influence, regulate, or experience hotel service ecosystems. The final dataset consisted of 309 valid responses, comprising 119 tourists, 83 government representatives, and 107 hotel industry practitioners, meeting the minimum sample thresholds recommended for PLS-SEM in complex models (Hair & Alamer, 2022). The survey was administered in English and incorporated validated indicators for digital transformation, government commitment, sustainable practices, and tourist experience, adapted from prior empirical studies to maintain measurement reliability and contextual relevance. The demographic characteristics of respondents are summarized in table 1, which provides an overview of group composition and key background attributes.
Table 1: Respondent demographics
	Group
	Characteristics
	Category
	Frequency
	%

	Tourists (N = 119)
	Age (Years)
	25–35
	47
	39.5

	
	
	36–45
	44
	36.97

	
	
	> 45
	28
	23.53

	
	Gender
	Male
	58
	48.74

	
	
	Female
	61
	51.26

	
	Number of Visits
	2 visits
	42
	35.29

	
	
	3 visits
	39
	32.77

	
	
	> 3 visits
	38
	31.93

	
	Education
	Diploma (D3)
	19
	15.97

	
	
	Bachelor Degree
	73
	61.34

	
	
	Postgraduate
	27
	22.69

	Government (N = 83)
	Age (Years)
	25–35
	26
	31.33

	
	
	36–45
	34
	40.96

	
	
	> 45
	23
	27.71

	
	Gender
	Male
	40
	48.19

	
	
	Female
	43
	51.81

	
	Years of Service
	1–5 years
	21
	25.3

	
	
	6–10 years
	36
	43.37

	
	
	> 10 years
	26
	31.33

	
	Education
	Diploma (D3)
	11
	13.25

	
	
	Bachelor Degree
	50
	60.24

	
	
	Postgraduate 
	22
	26.51

	Industry (N = 107)
	Age (Years)
	25–35
	38
	35.51

	
	
	36–45
	43
	40.19

	
	
	> 45
	26
	24.3

	
	Gender
	Male
	55
	51.4

	
	
	Female
	52
	48.6

	
	Years of Service
	1–5 years
	29
	27.1

	
	
	6–10 years
	48
	44.86

	
	
	> 10 years
	30
	28.04

	
	Education
	Diploma (D3)
	16
	14.95

	
	
	Bachelor Degree
	63
	58.88

	
	
	Postgraduate 
	28
	26.17


Source: Developed by authors (2025)

Data analysis was conducted using Structural Equation Modeling (SEM) in SmartPLS 3, supported by Multiple Group Analysis (MGA). SEM was selected due to its suitability for evaluating latent constructs and detecting causal pathways within complex, multi-dimensional models often found in sustainability and service research (Harborth & Pape, 2023). MGA was applied to compare structural relationships across the three stakeholder groups, enabling assessment of whether tourists, industry practitioners, and government representatives perceive and interpret these relationships differently. This analytical strategy is widely used to evaluate between-group differences in tourism and hospitality research (Ngah et al., 2023) and is robust to non-normal data distributions, which frequently arise in perception-based surveys (Aminravan et al., 2025). The procedure comprised two stages: evaluation of the measurement model to establish reliability and validity, followed by assessment of the structural model to test hypothesized relationships and identify group-specific variations in the influence of digital transformation and government commitment on sustainable practices and tourist experience.
Table 2. Data Summary
	Variable
	Dimension
	Code
	Item
	Mean
	STDEV

	Digital Transformation
	Basic Digital Capability
	DT1
	I perceive that hotels in this region have adequate information technology infrastructure, including reliable high-quality internet connectivity that supports guest needs.
	4.146
	0.785

	
	
	DT2
	I feel that the availability of digital payment systems in hotels facilitates smooth transactions during service interactions.
	4.165
	0.769

	
	
	DT3
	The digital infrastructure adopted by hotels provides additional convenience when guests use various services.
	3.932
	1.085

	
	Digital Integration Capability
	DT4
	I observe that digital systems used in hotels are well integrated, enabling seamless reservation, check-in, and service access processes.
	4.045
	0.819

	
	
	DT5
	I experience good connectivity between online booking platforms, hotel management systems, and other digital service systems.
	4.071
	0.889

	
	
	DT6
	Integrated digital systems improve service flow in hotels and reduce errors.
	4.084
	0.824

	
	Digital Application Capability
	DT7
	I benefit from technologies such as AI-based chatbots that help meet guest needs efficiently.
	3.974
	0.851

	
	
	DT8
	Mobile check-in and check-out features reduce waiting time and enhance service speed.
	4.091
	0.850

	
	
	DT9
	The digital applications adopted by hotels improve guest experience by enabling self-service access to information and facilities.
	4.036
	0.790

	
	Digital Optimization Capability
	DT10
	I perceive that hotels use data and analytics to provide timely and relevant services.
	4.032
	0.832

	
	
	DT11
	Decision-making related to hotel services feels more precise, such as in staff scheduling or facility availability.
	4.068
	0.839

	
	
	DT12
	The use of technology enhances service efficiency and improves the overall guest experience.
	3.913
	0.993

	Government Commitment
	Consistent Policies
	GC1
	Government policies supporting hotel industry development are clear and easily understood by all stakeholders.
	3.712
	1.134

	
	
	GC2
	Long-term government roadmaps for the hotel sector are consistent and promote industry stability.
	3.880
	0.990

	
	
	GC3
	Stakeholders perceive that government policies remain relevant and do not shift abruptly.
	3.990
	0.997

	
	Budget Allocation
	GC4
	The government provides sufficient budget allocations for hotel industry workforce development, including training and certification.
	3.858
	0.877

	
	
	GC5
	Budget allocations for destination promotion are adequate and contribute to industry growth.
	3.832
	0.991

	
	
	GC6
	Government funding supports the improvement of tourism infrastructure that benefits hotels and guests.
	3.883
	0.972

	
	Inter-agency Coordination
	GC7
	Government institutions coordinate effectively in hotel industry development, preventing contradictory policies.
	3.641
	1.105

	
	
	GC8
	Synergy among ministries and related agencies enhances the quality of hospitality and tourism services.
	3.984
	0.908

	
	
	GC9
	Stakeholders experience positive impacts from inter-agency coordination, such as regulatory clarity and effective policy implementation.
	3.961
	0.899

	Sustainable Practices
	Environmental
	SP1
	Energy-efficient practices are widely implemented in the hotel sector in this region.
	3.926
	0.916

	
	
	SP2
	Resource-management systems such as water recycling and waste processing are consistently applied across hotels.
	4.023
	0.864

	
	
	SP3
	Environmental initiatives contribute to reduced energy consumption and improved environmental quality.
	3.929
	0.918

	
	
	SP4
	Efforts to reduce carbon footprint are evident through energy conservation and sustainable resource management.
	4.097
	0.807

	
	Social
	SP5
	The hotel industry in this region empowers local communities by sourcing local products.
	4.084
	0.816

	
	
	SP6
	Hotels demonstrate commitment to employee well-being through fair and humane working conditions.
	4.016
	0.908

	
	
	SP7
	Community empowerment and social programs are implemented within the regional hotel sector.
	4.036
	0.856

	
	Economic
	SP8
	Environmentally friendly technologies enhance operational efficiency in the hotel sector.
	3.987
	0.866

	
	
	SP9
	Cost efficiency derived from sustainable practices supports financial stability of hotels in the region.
	4.013
	0.874

	
	
	SP10
	Sustainability practices attract environmentally conscious tourists and stimulate long-term tourism economic growth.
	3.903
	0.898

	Tourist Experience
	Sensory
	CE1
	Visual design in hotel areas creates a pleasant guest experience.
	4.019
	0.788

	
	
	CE2
	Scents in hotel areas create a comfortable atmosphere.
	3.981
	0.917

	
	
	CE3
	Material quality such as bed linen and towels provides physical comfort.
	3.909
	0.923

	
	
	CE4
	Room acoustics enhance overall guest experience.
	3.887
	0.898

	
	Affective
	CE5
	I feel appreciated when I receive additional services or benefits.
	4.042
	0.833

	
	
	CE6
	Hotel staff attitudes make me feel welcomed.
	4.065
	0.841

	
	
	CE7
	I feel emotionally satisfied during my stay.
	3.984
	0.842

	
	Cognitive
	CE8
	I perceive that the price I pay matches the quality of services and facilities provided.
	3.974
	0.866

	
	
	CE9
	I understand the benefits of hotel loyalty programs.
	3.990
	0.912

	
	
	CE10
	Information about hotel facilities and services is communicated clearly.
	3.977
	0.872

	
	Social
	CE11
	My interactions with hotel staff are pleasant and professional.
	3.968
	0.924

	
	
	CE12
	Interactions with other guests create a positive social experience.
	4.029
	0.822

	
	
	CE13
	The hotel’s social environment fosters a friendly atmosphere.
	3.929
	0.900

	
	Physical
	CE14
	The comfort of beds, pillows, and furniture meets my expectations.
	3.994
	0.899

	
	
	CE15
	Access to hotel facilities is easy and convenient.
	3.913
	0.915

	
	
	CE16
	Bathroom cleanliness and room equipment function adequately to meet guest needs.
	3.948
	0.919


Source: Developed by authors (2025)

Results and Discussions
The initial stage of analysis involved assessing the factor loadings for the complete dataset prior to group-specific estimation. Several indicators were identified as non-valid, with loading values falling below the recommended threshold of 0.70. These included TE1, TE2, TE3, TE4, TE5, TE6, and TE14 in the Tourist Experience construct; DT3 and DT12 in Digital Transformation; GC8 and GC9 in Government Commitment; and SP8, SP9, and SP10 in Sustainable Practices. As a result, these indicators were removed from the measurement model to ensure convergent validity and construct reliability, leading to the refined model structure illustrated in Table 3. Subsequent assessments using the Fornell–Larcker criterion and the HTMT ratio further confirmed that the retained constructs demonstrated acceptable discriminant validity (Table 4).
Table 3. Results of Validity and Reliability Testing
	Variable
	Code
	 Loadings
	Cronbach's Alpha
	rho_A
	CR
	AVE

	Tourist Experience
	CE10
	0.83
	0.93
	0.93
	0.94
	0.63

	
	CE11
	0.81
	
	
	
	

	
	CE12
	0.81
	
	
	
	

	
	CE13
	0.74
	
	
	
	

	
	CE15
	0.78
	
	
	
	

	
	CE16
	0.78
	
	
	
	

	
	CE7
	0.78
	
	
	
	

	
	CE8
	0.76
	
	
	
	

	
	CE9
	0.84
	
	
	
	

	Digital Transformation
	DT1
	0.73
	0.91
	0.92
	0.93
	0.56

	
	DT10
	0.73
	
	
	
	

	
	DT11
	0.71
	
	
	
	

	
	DT2
	0.75
	
	
	
	

	
	DT4
	0.80
	
	
	
	

	
	DT5
	0.77
	
	
	
	

	
	DT6
	0.76
	
	
	
	

	
	DT7
	0.78
	
	
	
	

	
	DT8
	0.75
	
	
	
	

	
	DT9
	0.71
	
	
	
	

	Government Commitment
	GC1
	0.73
	0.89
	0.89
	0.91
	0.60

	
	GC2
	0.86
	
	
	
	

	
	GC3
	0.82
	
	
	
	

	
	GC4
	0.73
	
	
	
	

	
	GC5
	0.76
	
	
	
	

	
	GC6
	0.78
	
	
	
	

	
	GC7
	0.74
	
	
	
	

	Sustainable Practice
	SP1
	0.77
	0.88
	0.88
	0.91
	0.58

	
	SP2
	0.79
	
	
	
	

	
	SP3
	0.72
	
	
	
	

	
	SP4
	0.77
	
	
	
	

	
	SP5
	0.76
	
	
	
	

	
	SP6
	0.80
	
	
	
	

	
	SP7
	0.73
	
	
	
	


Source: Authors’ SmartPLS 3 Data Analysis (2025)

Table 4. Results of Discriminant Validity
	Fornell-Larcker
	TE
	DT
	GC
	SP

	Tourist Experience
	0.793
	
	
	

	Digital Transformation
	0.402
	0.748
	
	

	Government Commitment
	0.582
	0.36
	0.776
	

	Sustainable Practice
	0.661
	0.383
	0.694
	0.764

	HTMT
	TE
	DT
	GC
	SP

	Tourist Experience
	
	
	
	

	Digital Transformation
	0.428
	
	
	

	Government Commitment
	0.634
	0.394
	
	

	Sustainable Practice
	0.722
	0.418
	0.779
	 


Source: Authors’ SmartPLS 3 Data Analysis (2025)

The results of the discriminant validity assessment demonstrate that the model satisfies the recommended criteria. The Fornell–Larcker criterion is met, as the square roots of the Average Variance Extracted (AVE) for all constructs exceed the inter-construct correlations, indicating adequate discriminant validity (Fornell & Larcker, 1981). The HTMT values also fall below the conservative threshold of 0.85, confirming that construct pairs are sufficiently distinct (Henseler et al., 2015). These outcomes affirm that the latent variables in the refined measurement model exhibit satisfactory discriminant validity.
The subsequent stage of analysis employed bootstrapping to evaluate the hypothesized relationships across constructs, followed by a multi-group analysis to compare path differences among tourists, government representatives, and industry practitioners. Figure 2 presents the structural model for the complete sample, which served as the baseline for group comparisons. The results of the bootstrapping procedure revealed the magnitude and significance of both direct and indirect effects, as reported in Table 5 for the direct paths and Table 6 for the mediating relationships. These findings provided a comprehensive assessment of the structural relationships within the model and enabled the examination of whether stakeholder groups differed meaningfully in how digital transformation and government commitment shaped sustainable practices and tourist experience within Lombok’s hotel industry.
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Figure 2: Structural model output
Source: Authors’ SmartPLS 3 Data Analysis (2025)

Table 5. Results of Direct Effect
	Group
	Code
	Hypothesis
	β
	T Statistics
	P Values
	Note

	Complete
	H1
	Digital Transformation -> Sustainable Practices
	0.153
	2.508
	0.012
	Significant

	
	H2
	Digital Transformation -> Tourist Experience
	0.151
	2.242
	0.025
	Significant

	
	H3
	Government Commitment -> Sustainable Practices
	0.639
	12.722
	0.000
	Significant

	
	H4
	Government Commitment -> Tourist Experience
	0.210
	2.841
	0.005
	Significant

	
	H5
	Sustainable Practices -> Tourist Experience
	0.457
	6.593
	0.000
	Significant

	Government
	H1
	Digital Transformation -> Sustainable Practices
	0.107
	0.695
	0.488
	Not Significant

	
	H2
	Digital Transformation -> Tourist Experience
	1.009
	5.687
	0.000
	Significant

	
	H3
	Government Commitment -> Sustainable Practices
	0.592
	4.624
	0.000
	Significant

	
	H4
	Government Commitment -> Tourist Experience
	-0.266
	1.592
	0.112
	Not Significant

	
	H5
	Sustainable Practices -> Tourist Experience
	-0.001
	0.011
	0.992
	Not Significant

	Industry
	H1
	Digital Transformation -> Sustainable Practices
	0.531
	4.965
	0.000
	Significant

	
	H2
	Digital Transformation -> Tourist Experience
	0.393
	1.747
	0.081
	Not Significant

	
	H3
	Government Commitment -> Sustainable Practices
	0.392
	3.486
	0.001
	Significant

	
	H4
	Government Commitment -> Tourist Experience
	-0.065
	0.340
	0.734
	Not Significant

	
	H5
	Sustainable Practices -> Tourist Experience
	0.529
	3.633
	0.000
	Significant

	Tourist
	H1
	Digital Transformation -> Sustainable Practices
	0.062
	0.783
	0.434
	Not Significant

	
	H2
	Digital Transformation -> Tourist Experience
	-0.044
	0.511
	0.610
	Not Significant

	
	H3
	Government Commitment -> Sustainable Practices
	0.687
	10.277
	0.000
	Significant

	
	H4
	Government Commitment -> Tourist Experience
	0.300
	3.266
	0.001
	Significant

	
	H5
	Sustainable Practices -> Tourist Experience
	0.480
	4.364
	0.000
	Significant


Source: Authors’ SmartPLS 3 Data Analysis (2025)

Table 6. Results of Indirect Effect
	Group
	Code
	Hypothesis
	β
	T Statistics
	P Values
	Note

	Complete
	H6
	Digital Transformation -> Sustainable Practices -> Tourist Experience
	0.070
	2.614
	0.009
	Significant

	
	H7
	Government Commitment -> Sustainable Practices -> Tourist Experience
	0.292
	5.234
	0.000
	Significant

	Government
	H6
	Digital Transformation -> Sustainable Practices -> Tourist Experience
	0.000
	0.006
	0.995
	Not Significant

	
	H7
	Government Commitment -> Sustainable Practices -> Tourist Experience
	-0.001
	0.010
	0.992
	Not Significant

	Industry
	H6
	Digital Transformation -> Sustainable Practices -> Tourist Experience
	0.281
	2.647
	0.008
	Significant

	
	H7
	Government Commitment -> Sustainable Practices -> Tourist Experience
	0.207
	2.496
	0.013
	Significant

	Tourist
	H6
	Digital Transformation -> Sustainable Practices -> Tourist Experience
	0.030
	0.749
	0.454
	Not Significant

	
	H7
	Government Commitment -> Sustainable Practices -> Tourist Experience
	0.330
	3.957
	0.000
	Significant


Source: Author’s SmartPLS 3 Data Analysis (2025)

Table 5 presents the direct effect results used to evaluate Hypotheses 1 through 5. Following the recommended thresholds for significance, path coefficients are considered meaningful when the p-value is below 0.05 and the T-statistic exceeds 1.96, indicating support for the hypothesized relationship under a 5 percent significance level (Hair & Alamer, 2022). The findings for the complete sample show that all five hypotheses are supported. Digital transformation demonstrates a significant positive influence on sustainable practices (β = 0.153, T = 2.508, p = 0.012), aligning with previous studies that highlight the enabling role of digital systems in environmental and operational sustainability (Egbumokei et al., 2024). Digital transformation also significantly enhances tourist experience (β = 0.151, T = 2.242, p = 0.025), reinforcing earlier evidence that digital tools improve service efficiency and guest satisfaction (Limsawaddiwong et al., 2025). Government commitment has a strong and positive effect on sustainable practices (β = 0.639, T = 12.722, p < 0.001), which is consistent with research showing that policy alignment and institutional support drive sustainability adoption in hospitality (Wang & Manopimoke, 2023). Government commitment further exerts a significant positive influence on tourist experience (β = 0.210, T = 2.841, p = 0.005), supporting studies linking policy stability and service quality outcomes (Samad et al., 2022). Sustainable practices also significantly enhance tourist experience (β = 0.457, T = 6.593, p < 0.001), echoing previous findings that environmentally and socially responsible hotels deliver superior experiential value (Abdou et al.,  2022).
Within the government group, the results exhibit a different pattern. Digital transformation does not significantly influence sustainable practices (β = 0.107, T = 0.695, p = 0.488), contrasting with prior work that typically reports positive associations , suggesting that digital initiatives in Lombok may not yet be fully integrated into government-led sustainability programs. In contrast, digital transformation strongly enhances tourist experience (β = 1.009, T = 5.687, p < 0.001), consistent with evidence that public-sector digital innovation can elevate service communication and visitor engagement (Hong et al., 2022). Government commitment significantly predicts sustainable practices (β = 0.592, T = 4.624, p < 0.001), aligned with prior findings in policy-driven sustainability (Wang & Manopimoke, 2023). However, government commitment does not significantly influence tourist experience (β = −0.266, T = 1.592, p = 0.112), diverging from studies that emphasize the role of policy in shaping visitor satisfaction (Siregar et al., 2024). Sustainable practices also show no effect on tourist experience (β = −0.001, T = 0.011, p = 0.992), contrary to the broader sustainability–experience literature (Abdou et al., 2022), possibly indicating limited visibility of sustainability outcomes from a governmental vantage point.
The industry group reveals another distinct pattern. Digital transformation significantly improves sustainable practices (β = 0.531, T = 4.965, p < 0.001), supporting research that highlights the role of technological integration in operational sustainability (Egbumokei et al., 2024). However, digital transformation does not significantly influence tourist experience (β = 0.393, T = 1.747, p = 0.081), diverging from prior studies (Limsawaddiwong et al., 2025) and suggesting that digital adoption may be more internally oriented within Lombok’s hotel sector. Government commitment significantly predicts sustainable practices (β = 0.392, T = 3.486, p = 0.001), reaffirming evidence from regulatory impact studies (Wang & Manopimoke, 2023). Yet it does not significantly affect tourist experience (β = −0.065, T = 0.340, p = 0.734), differing from research linking governance with experiential benefits (Siregar et al., 2024). Sustainable practices significantly enhance tourist experience (β = 0.529, T = 3.633, p < 0.001), consistent with literature showing that sustainability-driven operations elevate hotel guest perceptions (Abdou et al., 2022).
For the tourist group, digital transformation does not significantly influence sustainable practices (β = 0.062, T = 0.783, p = 0.434) or tourist experience (β = −0.044, T = 0.511, p = 0.610), diverging from previous findings (Egbumokei et al., 2024). This suggests that tourists may prioritize experiential and emotional value over technological features. Government commitment strongly influences sustainable practices (β = 0.687, T = 10.277, p < 0.001), supporting prior research emphasizing the central role of policy in sustainability outcomes (Wang & Manopimoke, 2023). Government commitment also significantly improves tourist experience (β = 0.300, T = 3.266, p = 0.001), consistent with evidence that policy clarity enhances destination-level visitor satisfaction. Sustainable practices exert a strong positive influence on tourist experience (β = 0.480, T = 4.364, p < 0.001), aligning with studies showing that sustainability enhances experiential quality (Lee & Peng, 2021).
Table 6 presents the indirect effects estimated through the bootstrapping procedure to examine the mediation pathways specified in Hypotheses 6 and 7. The evaluation follows the recommended thresholds in mediation analysis, where significance is determined by a t-value > 1.96 and p < 0.05 (Hair & Alamer, 2022). In the complete sample, both mediation paths were supported. The indirect effect of digital transformation on tourist experience through sustainable practices was significant (β = 0.070, t = 2.614, p = 0.009), indicating that sustainable practices function as a complementary mediator in this relationship. This finding aligns with prior research showing that digitalization enhances sustainability initiatives, which subsequently influence experiential outcomes (Buhalis et al., 2019). Likewise, the mediation of sustainable practices in the relationship between government commitment and tourist experience was also significant in the complete model (β = 0.292, t = 5.234, p = 0.000), reinforcing evidence that strong governance structures can stimulate sustainability adoption, which in turn shapes tourist perceptions (Font et al., 2023).
For the government group, neither mediation pathway demonstrated significance. Digital transformation had no indirect effect on tourist experience through sustainable practices (β = 0.000, t = 0.006, p = 0.995), nor did government commitment (β = −0.001, t = 0.010, p = 0.992). This divergence from the complete model suggests that government respondents may perceive sustainability implementation as being driven by regulatory compliance rather than as a mechanism that enhances tourist outcomes. Such a pattern differs from earlier work emphasizing the central role of governance in shaping sustainable service performance (Khan et al., 2021).
In the industry group, both mediation effects were supported. The indirect effect of digital transformation on tourist experience via sustainable practices was significant (β = 0.281, t = 2.647, p = 0.008), indicating that hotel practitioners view sustainability improvements as a key channel through which digital innovations translate into enhanced guest experiences. This result is consistent with studies highlighting the operational benefits of digital technologies for environmental efficiency and guest value creation (Galvão et al., 2020). Similarly, sustainable practices mediated the effect of government commitment on tourist experience (β = 0.207, t = 2.496, p = 0.013), supporting arguments that regulatory support encourages sustainability adoption, eventually influencing service outcomes (Jones et al., 2014).
Among tourists, only the mediation related to government commitment was supported. The indirect effect of digital transformation on tourist experience was not significant (β = 0.030, t = 0.749, p = 0.454), implying that tourists do not perceive sustainability as the mechanism through which digital services shape their experience. This contrasts with findings that highlight eco-digital synergies in tourist perception formation (Gretzel et al., 2020). However, sustainable practices significantly mediated the relationship between government commitment and tourist experience (β = 0.330, t = 3.957, p = 0.000). This resonates with prior research showing that tourists are responsive to governance-driven sustainability improvements in destinations, which contribute to a more favorable experience (Yu et al., 2025). Overall, the mediation analysis demonstrates that sustainable practices play a meaningful but group-dependent role. They are a robust mediator in the complete and industry models, selectively significant among tourists, and non-significant from the viewpoint of government officials.
Conclusion 
The findings of this study illustrate the multifaceted dynamics linking digital transformation, government commitment, sustainable practices, and tourist experience across Lombok’s hotel industry. The complete-sample results consistently show that digital transformation and government commitment contribute meaningfully to the advancement of sustainable practices and the enhancement of visitor experiences, underscoring the importance of both technological progress and institutional support within the tourism ecosystem. These relationships, however, vary substantially across stakeholder groups, indicating that perceptions and mechanisms of influence are not uniform. Industry respondents emphasize the operational value of digital tools and policy alignment, tourists respond strongly to visible sustainability and governance-driven improvements, while government officials perceive digitalization and sustainability primarily through regulatory and administrative lenses. Such variation highlights the need for stakeholder-specific strategies in strengthening sustainability and experience outcomes in the hospitality sector.
The results offer practical insights for policymakers and hotel managers in Lombok. Public agencies can amplify destination-wide sustainability and experience quality by aligning regulations, providing consistent support, and ensuring that sustainability efforts are visible to visitors. Hotel operators may benefit from integrating digital systems that not only enhance internal efficiency but also create tangible improvements in guest experience through sustainable operations. Strengthening collaboration among government institutions, industry practitioners, and tourism stakeholders emerges as a pivotal step in achieving more coherent and impactful sustainability outcomes. For tourist-facing strategies, communicating sustainability efforts more effectively may enhance experiential value, particularly since tourists respond positively to environmentally and socially responsible initiatives supported by strong governance.
Despite its contributions, this study is subject to several constraints. The reliance on cross-sectional survey data limits the ability to observe changes in perceptions and structural relationships over time. Differences in stakeholder group sizes, although above the recommended thresholds for PLS-SEM, may also contribute to variability in group-specific findings. Moreover, the study focuses on Lombok’s hotel sector, and while the destination represents an emerging tourism region, the results may not fully generalize to more mature or technologically advanced markets. Future research could build on these findings by adopting longitudinal designs to trace the evolution of digital and sustainability transformations, expanding to other tourism destinations for comparative insights, or incorporating qualitative approaches to capture deeper contextual perspectives from each stakeholder group. Integrating additional variables such as organizational culture, regulatory pressure, or visitor environmental concerns may also enrich the understanding of how digital transformation and governance shape sustainable and experiential outcomes in hospitality.
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