Navigating the shift to Digital Tipping: Opportunities and Challenges in
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Background

Tipping is a traditional way to express gratitude and appreciation for service. It is very
important to front-line service workers, especially in North American countries where tips are
considered a major source of income. However, as fewer people carry cash due to the wide
adoption of cashless payments, tipping has been greatly reduced as has income of front-line
workers. In order to retain this essential workforce, many businesses are starting to introduce
digital tipping solutions to encourage tipping and support the livelihoods of their employees.

While it is commonly deemed important to reward staff for their hard work, ensuring the right
person receives a fair share for their contribution can be difficult. Previously, businesses have
explored the potential of digital tipping, which has been met with challenges as customers fear
their tips will never reach the person who served them (Hospitalitynet, 2024). However, as
technology advances, innovations such as Canary have allowed customers to tip individual
staff or specific departments with QR codes strategically placed around a property (Hotel
Technology News, 2022). Another example lies in Wyndham Hotels & Resorts in the US
where all front-line staff are provided with business cards carrying their distinct ‘tip code’,
which can be handed out to guests upon request (Travel Weekly, 2023). This not only promotes
traceability but also a fair distribution of tips. Moreover, a digital tipping platform, Grazzy, has
developed a product that facilitates the tipping process and allows workers to access tips they
have earned within the same day. This can significantly motivate employees and promote
service excellence as they can now check how much they have earned in tips every day.

Challenges

Although digital tipping innovations empower businesses to better support their employees in
a changing digital landscape, these investments have also raised other problems. Critics suggest
that there is an ‘out-of-control’ situation with hotel workers in the US holding up the QR codes
provided by the company in their hands and verbally engaging guests for tips (Daily Mail,
2025). This aggressive and unprofessional behaviour can create serious discomfort. While it
seems that the move to empower employees with their own digital tipping codes has led to



employees feeling entitled to receive tips for their service, it has also created the perception
that hotels have shifted the responsibility of compensating their underpaid front-line workers
onto the guests.

Discussion Questions

1. What do you think about the trend of digital tipping? How might its development play
out it the future?

2. What are the potential benefits and challenges for businesses to introduce digital tipping?

3. How might the perception of shifting compensation responsibility to guests affect the
hospitality industry's reputation?

4. What ethical considerations should businesses keep in mind when implementing digital
tipping systems?

5. In what ways might digital tipping platforms like Canary and Grazzy improve employee
motivation and service excellence?

6. What strategies can be employed to prevent aggressive or unprofessional behaviour
related to digital tipping requests?
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