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Abstract

Information and communication technology has become the major productivity
enhancing tool in this era, success story of ICT application are widely spreading in
enormous number of fields. The Impact of ICT on Hotel industry is one of highly
researched area but in reality there has been limited implementation of principles and
practices that can be seen as bench mark. Adoption of ICT on tourism industry has
created a new paradigm for researchers, still existing literature has been loaded with
inconclusive arguments thus this study aimed to answer for the inconclusive research
findings for the questions “does the adoption of ICT impact on operationally

productivity and customer satisfaction of star category hotels.

The literature review of the study revealed that there are limited number of specific
studies that focused on the adoption of ICT on operational productivity and customer
satisfaction. It was identified that lot of opportunities available in hotel industry that
ICT can gain benefits for both hotels and customers. Therefore an investigation was
necessary in building a solid body of knowledge on the adoption of ICT for

Operational Productivity and Customer Satisfaction as a practical approach.

The research was conducted to answer the question emphasized, with the aim of
measuring and identifying the ICT usage and its impact on star category hotels’
operational performance and customer satisfactions. The study consisted with all 3 to
five star category hotels located in Sri Lanka during 2014 to 2015 as the study
population, among them 33 hotels which are in three star and above were responded
for the survey. The conceptual framework of the study was developed based on
existing literature. Data collected were fit with the model created. Construct validity

of the model was done using construct validity test for the model.

Confirmatory factor analysis and structural equation modeling were used to analyze
the casual relationships between ICT adoption, operational productivity, service
quality and customer satisfaction. Results show that the ICT adoption impact on
operational productivity and customer satisfaction. All the hypotheses developed in
the study were supported, reinforcing the theory and previous research on this field.
The study also reveals interesting implications in ICT adoption, operational
productivity, service quality and customer satisfaction, useful to academics and

practitioners.



Table of Contents

Certification ii
Declaration iii
Abstract v
Acknowledgements v
Table of Contents vi
List of Tables....... viii
List of Figures ix
Chapter One 1
1. Introduction 1
1.1 Background t0 the STIAY ......cconsinssvosrsssnsersssrsaonsarsansosantaptssnsogysacsassasonssssanson 1
12 PrO D] T S CAtCII CTIE s 5s i s e s anesnsessoesasrassasssssessassnssssnesinsstassosbass so s snsisgsssranasesssns 1
172.1 RESCATCR I PIODICIIN ... e vaise saesssnsannssiansssnsaarssaast{ (s eTexsas stasassinsesass s ussnsesamsnaraesnesass 4
1522 R eSCATCH QUESTIONS; : 55mssrsuvsonssasssserasssnssssosanssssssnasnssastsnasnsssesshussssshssisanasssesssesnsess 4
1.3 A0 B0 ODJOCHIVES ... oviivesesisessisnsasansissmmnonnsrssnssatsnsssssssmsnssnavessssssssiponssssssssss 5
1.3.1 (6] 0] YOI Lt e ek e me oL e T T T 1 D O O R LR T R B T T 5
1.3.2 Research HYPOthESES........cocceiinuiniiniiniiisiinieiiniesissnessestsssesssnssssssessnnsnsssesans 5
1.4 Significance of the StudY ..........ccceverrersnsrrrsresnnsnissnssesisnissssssscsssssessnesassassananess 6
1.8 MethOABIBEY . ouerssissussmssrsmisssmssssnsmssisisassstinsssonsasriaesesesmambbsiossssssnntasssssnsessssll 6
1.5.1 The Conceptual Framework of the Study ... 6
1£5.2 ReseafichiMethOd SEIECIEU . .. vree:ssressasssssrassnsssvassassssnsssasssassivnsssansnnssadasssnsasasssnth 8
1.5.3 Basic Content and Administrating the Components of Model.............c............ 8
1.5.4 Population and SAmMPple PIan ..........cccceeeresieisurenessessisaasensessesansaceasssssssnsnsssssesas 9
1E5.5 Data Analysis MEhOdS ..........cccvrsiisunssnesansiesssisanssssnsonssssssassnnasnssnesssssaessessnses 10
1.6 TR L P2 YD 00e) A S E e T K et P ey AT P P E 10
1.7 Organization of the TRESIS /.o iiiimmmsmmmonsormminsromstomsssssnsrssmsrssessssossnose 10
Chapter Two 11
2 Literature review 11
2.1 IR ORI s dedssibsinte s erdbsimies s s sk Ehsles s AP an e s VRO A 369 11
2.2 Information and Communication Technology ........ccccevvveeiiniiieniiniinniennn. 11
2.3 Hospitality and Tourism INAUSEEY .......ccoveiieniisenininincinisciiiiiniisninne 12
2311 Ot I INAUSHN is:ves: o5 s desassarussnssarsnehds siasdsedsisasbessaomants Joodiaeuastooctt ciatantsass assmesesss 12
2.3:2 Tounisnn IOUS I e Geal S o di i in diie s athtesoesmaaeeases stagasoavaysssissicisnsans b desmennsssechionsss 13
2.4 Nature of ICT Utilization in Hotel industry ......ccccccevueenieeniennninceiniiensneecncnnns 13
24.1 Room Division/ (RID) ICTS .c.ccuicccetorssassnissssnssdsssesassassssassassasnsssssssasuansssssssasen 20
2.4.2 Food and Beverage (F&B) Division ICTS ......ccoceveeresieenuisneseasuisnascescacaacancanss 21
243 @eneral/Back O flice @S o s e i v stis s s dnso onoantssatssaviiahsstns s boutanaasons 24
244 R O OISl e e e ens e sxhozs dena uat e tusn bt ouds b b e o b e s 21
5 Approaches for Measuring and Analyzing Impact of ICT on Hotel Industry
23

2.5.1 Data Envelop Method .........cocvveeiicisesnnniarisnaisasisasesrisesnsssssssssessssnsssssssnssacensns 23
2.5.2 Balanced SconecatdiMeEtiod . u: veiisssereen swecasasssassiscsveassnssssnessstansaasndatasaeasesanss 24
2.6 Performance Indicators in the Hotel Industry ......ccccceoevuvvenimmeiciinniiannnnne. 25
2.6.1 Performance Measurement FramewWorks.........ccccoiiuiiriieenniieenieeenieesiiesiees 27
2.6.2 Operational ProduCtiVILY .....cccvevrueuisernerssisistsenisusssesssnsesssisisisnssisnssinsssesseaes 30
2.6.3 [The ICGT Productivity Paratiom . . . . o: i cusssistsrasansansansasasssasimssasoeransatazinsscsatinis 3
2 COBIOMET SAtBTACTION .corsensassnesnrssanisasssassnsmanissssssssnssrnessosssnnrrseininsisagisarsenssss 32
2.1 NModelsiof S erviC el OUAlItY o o i os ssss scsveenstnasaasansnsans snessssve sssnasanansaoaanasnss 33
2.8 JET AGODION crovinronssussonsesiosasmesnprmaseissstsshesssasstinasiasnsavesssusgtasasssassnesssssssosssses 34
20 ICT Impact in Star Category HOtels........cccercrenrereesnsensnsncsensascnssessassncsncasencs 36
2.9.1 T e N S e ey P e O O R T R E K AR R 37

vi



2.10 Summary of Literature ReVIEW ........c.cooveiviieiiiiiiiiiicecreecie e 3

Chapter Three 39
3. Methodology 39
3.1 R O T Gl D I e et ssn o os e s sosd v iss s s oo b ssvR b AT SR o ea T S oA TR A o R s b SR s 39
3.2 BRI FEERTHOWONE .. ociuacs <stonnsovmvusipmsonmmonsnsasssssnins coiusasmpeossionsnodsmmsnnsery 89
3.3 RESEArCh Variables.........cuusesvesssssnsssncssaosassransnasnissnssosssnaspussnssnssssassnsasnssansass 40
3301 Operational Definition of Customer Satisfaction........c...ccccevviniiiiiiiciiininnen. 40
S Operational Definition of Operational Productivity .......c.cccccoeceevininiiininnnnn. 41
3.33 OperationallBefinition af lCT AdOPION . 5o i et e e e siersssnpwossnsntoss 41
34 T g B T T T R U L U 41
8BS BurposeloiResearche s e mr it el s snn s . ot 42
3.6 S hiadologieal ADPIOBCH o, o...auimussssrsimmisvivmisin i tioterive s akiasivmie 43
87 R e U1 D e T it St 43
82/l Bopul AR A S am DL e: e e et it st iae b she et ea ks ave amaans e 44
8.7:2 | D82 o D677 e ot o Rt i o P A e P S e e R e X5 44
3.7.3 Measurements and Instrumentation ............coceeeverieinieniiinieenecce e 45
3.7.4 M e thods O D ot AN A YL S s s Sl e s it soe ks s v st ssin s sabasannssass sashdasons 47
3.8 Nl 1dita AR e i i e e e ey e s 47
3.8.1 e Oy e e B oea e sweh e s RS e e T SE AR 7 47
3.8.2 Construct Validity 0T UESTONIEAITE .7 s rrx i riarssaernasinssssnrennssnssssssteassssse sasvosss 48
3.83 Mtk Be WA S N Bt Sy ¥ R e Al B 48
3.9 ST 180T e e B St o i S B S P (o B R B e O B et e 50
Chapter Four...... 51
4. Data Analysis and Results 51
4.1 I O G O il s oot e s vt 3 s s st e o euea s o AR S SR asaSameh Smnh S amt e i s 51
4.2 Samiple and DICDRraniaie PIOJILE ... coonoesonmmomnsssiamsrosssssassensssiontsssisssssss 51
4.3 LR T T e AL A S W S-S S O . SO OO TIN 52
4.5 DeSCriptive StatiSTICS ..c.veeveriirieiieriieieet ettt 57
4.5.1 Descriptive Statistics of Research Variables..........cccoccceoviviiiiiiniiiiininnnns 57
4.6 @onrelationsAnalystsy: . %, 1. st sn natalmnnnl Luminl i e Maris. 58
4.6.1 Relationship Between ICT Adaptation and Operational Productivity .......... 58
4.6.2  Relationship Between ICT Adaptation and Customer Satisfaction .............. 59

4.6.3  Relationship Between ICT Adoption, Customer satisfaction and Service
Quality 60

4.7 SErUCtUral MOAE]....oeeeeiieeeeeee e e e aaaaeeeees 61
4.8 DN 7eTo s Lo e el s I SRt Loy S B Mok o B RBE SR e L LBl ol e s S R 64
Chapter Five 66
5. Conclusion and Recommendations 66
5.1 INETOAUCTION ...ttt e e e e e e e e e e easaannaeeeeessssnnaaeaaaas 66
5.2 IR ISCIISSION .. rvzeesnsnnsssossssnsionsssssnssissessasss suassansanssentonnsasassosesshonsssnssnnsesesssansionse 67
5.3 (BOICIIISTONN. ..o rveeeessoassanaasssessnsssnnminssnsananssosiontons suomtesons nssnssnntamsnsrssesasesssssans 69
5.4 BRABHOMIONS And SUPEBRIIONGL. ... o temms sssasssaersrastsnisensass sssansin ssabsrisisasinsisntss 70
2.5 IERRaUORR o the SIY ... S it imnsssiiinmasisimamsnamsstismisms 71
5.6 Avenues for Further ReSearch.......cccooeeeeeiieiiiiiiiiiiieeeeeeeeeee e 71
References 73
Appendices 01 81
Appendices 02 94
Appendices 03 97

vii



