T FOR ORGANIZATIONAL
EFFECTIVENESS

Chief Editor
Dr. Prashant Gundawar

1C

e,

Editors

Dr. Jayalekshmi K.R.
Prof. Abhijeet Chakravarty
Prof. Pradnya Girhe

Institute of Managemen'th‘Studies




R T M ) R vt T -3 s VL G A,

'QM*WL**V‘*‘W‘ﬁwwﬂvwww-ﬂmﬁmwmwuuhmwm 3 TS e s g g v

"“'M(fw ST Y

INDEX

Particulars

Page No.

SECTION I: GENERAL MANAGEMENT

Issues & Challenges faced in Courts with the Usage of ICT
Dr. Sumathi Gopal

1-2

A Study on the Influence of IOT on Education and the Futuristic
Technological Disruptions in the Indian Education Sector -An
International Perspective - Dr. Vivek

Y D e o R e T ———

Impact of RFID on Organizational Productivity
Ms. Madhuri Pratap Shinde, Prof. Rajiv Wad

A Study To Determine the Effectiveness of Video Assisted
Teaching Vs Lecture Method On “Knowledge of Newborn
Assessment” Among Third Year General Nursing And
Midwifery Students of a selected Nursing Institute

Ms. Pratibha Athare :

9-13

The Emergence Of New Private Higher Educational Industry
Prof. Adarsh Varma

14 -16

Websites By Nationwide Political Parties of Japan And India
Akio Yoshida, Masami Honda

17-18

Importance of ICT to teach Communication skills to Engineers
Ms. Neha P. Maurya,

19-20

Bridging the Significant Gap: A study on Aligning
Management Studies and Corporate need.
Dr. Prachi A Murkute Mr. Ronak Gautam Ms. Tanu Chaturvedi

21-23

SECTION II : HUMAN RESOURCES

ICT In Development Of Employability Skills
Mr. Sushant Prakash Mysorekar

24 -26

10.

Techno stress- the new stress affecting the Work-life balance

of Medical students in Mumbai
Ms. Renuka S Savant, Dr. AditiRaut, Dr. Suyog Savant, Dr. Pallavi Kale

27-29

X1




_, .
L N

v
£
| ¥

e

18

o

o

(1
:

;
N
:":\
s

-
b
E
A
5

A
i

‘

Particulars

Page No.

Use of ICT in Hotel Industry

"Prof. Yogita Sadre, Prof. Anubhav Bajpai

30-32

A Research Study on Impact of Cross-Cultural Differences in
ICT Adoption
Ms. Radhika Menon

r

33-35

13.

Work Life Balance Myth Or Reality For Indian Women
Dr. Kasturi R. Naik

36-39

SECTION IIi : MARKETING

14.

Perception of Consumers about “Online Food Ordering and
Delivery Services”: An Empirical Study

Prof. Sandeep Salunkhe, Dr. Priyanka Gupta,

Dr. Prashant Gundawar

40-43

15.

| Digital Disruption In The Modern Age Of Marketing
“Mr. Dhiraj Bhalerao
| Dr. Arjita Jain

44 - 46

16.

A Study on Online Food Delivery options and Food
Preferences of Generation Z Hospitality Management
Students in Navi Mumbai

Mr. Bhuvan.G.M., Dr. Janaki Naik

47 -50

ek

SECTION 1V: FINANCE

17.

A Study on Function of Mobile Banking and its effect on
today’s castomer
Ms. Shruti S. Gangurde

51-53

18.

The budget in the financial management of the SMEs assisted
by the administrative process as a competitive tool
José G. Vargas-Hernandez

54-58

SECTION V : INFORMATION TECHNOLOGY -

19.

LI-FI : The Future Bright Technelogy For Healthcare System
Prof. Shital D. Achare

59-61

xXim




i .
By
s
e o &
J T
.
S

"
%
&
'é“
LA
¢
h

w
LN N

% IJCTFar Organizational Effectiveness

bt mrerearin

ISBN ; 978-93-5346. 780K

Technology is playing an important role Jor the growth of
hospitality industry. The impact of ICT (Information and
Communication Tecknology) on kotel operations has been widely
known as one of the major changes in the last decade, It has given
new ways of communicating with guests. Moreover improving
productivity is the main role of information technology (IT) in the
hotel industry. This research paper focuses on relationship of ICT
and operational productivity and its impact on hotel
performance. Findings indicate that hotels have witnessed
implementation of ICT has significant positive relationship with
hotel performance, operational productivity and guest
satisfaction.

Key words: Information and Ca‘mmum'cation* Technology,
Hospitality industry, Hotel performance, Productivity.

Introduction

Hotel industry being a service sector is characterized by
personalized services provided to the customers, In order to make
the guest stay pleasant, every component of services offered to the
guest from his reservation, registration, period of stay, departure
and post departure needs to be handled smoothly. Technology,
specifically Information and Comminication Technology (ICT)
has been playing an important role in improvised services offered
to the guest leading to guest satisfaction, resuiting in repeat
business to hotels. By using appropriate ICT applications, service
providers are able to go beyond the practices they followed in
earlier years, In a hotel, the use of technologies can help save
important time, thus redncing cost and at the same fime
permitting the transportation and distribution of: information, asa
result significantly adding to the competitive advantage of the
company {3}.

ICT has been rapidly changed or enhanced from time to time and
many hotels invest a lot of money to ensure that they have the
latest technology '{2}. The purpose of this ressarch paper is to
focus onuse of technology within hotels and its vital uses,

Methodology

For this research the researchers have concentrated on three star,
four star and five star properties across India. In India there are
many Indian and Intemational chain of hotels having various
brands in different categories of hotels. Hotels of a particular
brand in same segment such as business, budget, boutique etc
follow same basicsh‘uchneofbusinessprocwsm.’l‘hesamplewe
have selected for the purpose of research represents such
segments. The sample includes business hotels, resorts, luxury
hotels and budget hotels. The Leela, The Orchid, Taj hotels,
Lemon Tree, Azaya Beach Resort, Hyatt Regency are some of the
examples which represents different categories of hotels that will
help research to be more comprehensive with diverse market
segment. )

The questionnaire formulated that highlighted the level of use of
ICT in hotels, various areas where ICT is made nse of, itsrolein
day to day operations, its effectiveness and its impacton increase

Use of ICT in Hotel industry
Prof. Yogita Sadre
Prof. Anubhav Bajpai
AJMVPS Institute of Hotel Management and Catering Technology, Ahmednagar; Maharashtra
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in market share. At the sameﬁmemearchersattemptto _
there is any loss in personal touch in the services offered 't
guestdue to the use of ICT. Itis likely to become more mechan|
than personal as personalized service is the core of hnsffi
industry. Researchers also tried to find the fature of hospi
sectordueto advancement in ICT.

Literature Review " b
Information and Communication Technology (ICT) is def ned el
theuse of digital tools for business function and processes L

tourism literature has highlighted that information Jawip

communication technologies (ICTS) result *in giealg
productivity, decreased costs, increased revenues and improyui
business operations and customerservice {1} LS
Information and commwmication technology has playedgath
important and dominant role in every part of life. Similarly it hi

profound impact on the hotel industry in the services offersd Yl
hotels to their customers. Technology has a great impact onth
hospitality industry in recent years, and this will continms

increase the uses of computers and the growth of informatio
technology in general {12}. E

In the past few decades Computer Reservation System (CRS)
which can be said as beginning of use of technology that stars
initially, followed by the Globa! Distribution System (GDS)}i#
the 1980s, and finally the introduction of the internet frory (i
1990s to date shows the progress of use of ICT in hotel ind
the initial stage. The new and emerging ICT will improve: thi
efficacy and efficiency of these systems. The possibility to:use
technologies as a driving force in order to augment the efficienc
of the services provided to clients of the hotel industry will most
probably become the key to succeeding in the particular s
{8}.
Little by little, technology tends to become a critically importas
permanent competitive advantage for the hospitality industry..In
view of the benefits it provides to the industry, the extensive 5
of technology appears to be inevitable {11}.ICT based facilities
provide greater competitive advantage, Intensity of competitiop
has impact on decision of leve] of adoption of ICT application
business processes. 3

The hotels are able to develop guest intelligence system tha
implies seeking, collecting and storing the right data, sharing the
data throughout the entire organization and using this
through all levels of the organization to create personali
unique experiences {13}. If this data is used appropriately, it wil
helpin creating magic experience that poest seck. i

red

Information and Communication Technologies in
Organizations ) b
Technology becomes a main sonrce of sustainable competithfi;
advantage and a strategic weapon, especially in the tourism ands
hospitality industries, owing to the pivotal role information plays}
in the description, promotion, distribution, amalgamation and

Hotel
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fio new information and communication technology has
jiicusurable impact on hotel productivity, employee satisfaction,
fitvice quality and innovation. {5} ICT in hotel industry
Bomprises of an essential elements as far as the increase in

ioductivity is concerned and the strengthening of effectiveness,
Fiithin the scope of satisfying the customers. ICT applications
¥overs numerous functions by use of intemet, e-mail, electronic
B icrvation of rooms, Fegk cration of guests during check in,
Xillocation of rooms and room ates, delivery of guest services,
filcing the orders for meals or beverages, and updates on room
Kplatus. Others include creation of guest history records, guest
EfGWunts,andcoordinaﬁon of guest services.
&1 can influence, by significantly reducing the relevant time
Rlicquired for rendering services, the fevel of satisfaction of the
¥ (lsitors and the effectiveness of the particular business, resulting
Pii the increase of competitive advantages that directly related to
Tuse. {6}. When hotels utilize ICTs and the internet widely for
olr reservations, it engbles both customers and the travel
agencies to access accurate information onroom availability {4}.
Yitcuse of ICT inhospitality industry canbe presented asbelow
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organimﬁonistomch their target market.
Due to the fickle nature of loyalty and because of a cut throat
N\ competition there is always a better offer available for the
" customers. In this chaos of market cannibalization, choosing the

reach the desired market is of prime importzance. ICT

R Ip in this aspect. Tt provides different channels like
o 1 ' OTA's Travel Agents) for volume and business
N8 . sustenance, CRS for nationwide coverage, and Global
B Distribution Systems for customers acToss oceans.
E These platforms help them to have a dynamic pricing strategy,
B which changes according to availability of rooms and
n compcﬁtion.UsingrealtimeinfOrmaﬁonwhichagqinis gathered
i ysing theICT tools, and because of the rising demand frommidto
upper mid-market scgments these tools become MOTe NeCessary
duetothe sheer magnitude of business volume and tarnovers.

During Stay-
- Hotels in order to stand out and provide the best of services, study
i social media platforms to identify the likes and dislikes of their
" visiting guest resulting in customer profiling and their services
are customized accordingly. The use of Property Management
~ Systems 10 gather repeat customer’s data like pirthdays,
annivmsaries,likwandpreferences {s a common practice nOW.
The Majority of the processes in hospitality industry ar® carried
out by computers. It involves advertisement, sales of rooms,
advance bookings, guest details recording, POS integrated

i S e e SR

P ICT For Organizational Effectivencss AN - 978.93-5346.7845 |
ni thereby its performance. employees to focus solely on guest needs and satisfaction rather

thandoingbarrenpaperwo:k.

ICTisacollection of applications and software which works asa
petworking web of data sharing, integration of one sub system 0
another Tesulting in faster and more cfficient transfer of
information €.8. Telephonic integration with PMS enabling
housekeeping staff to cleat Yo0mS, update room status by using
rcom telephones. This minimizes miscommunication, buman
error, time of delivery. All these processes also “gather huge
amount of data from guests and employees, which is later used to
create guest history records, room and amenity preferences and
thus constantly rediscovering the ever changing market needs.
Moreoveruseof ICT in hospitality benefits the hotel management
by providing critical information and helpsin making the policies
to be adopted in the organization. It saves labor cost, and
ultimately increases profits.

The introduction of Operation Management Systems has shown
how important guest satisfaction is for hotels, OMS like Vesta and
Triton makes sure that guest gets what he needs within specified
duration of time, helps engineering department in handling
complaints and issues, all of this is recorded, resulting in guest
preference jtems, pattermns, departmental performance analysis
and focuses the management's attention where itis most B
facilitating in interdepartmental communication for efficiency
and productivity.

Post Stay-

Tourism is an information sensitive sector. The information or
data which has been collected in the preceding parts is now
analyzed to understand customers' needs and profiles, redefining
target markets at the end of each sales cycle. We see the industry
evolve in front of our eyes, faster than ever, this equips hotels to
change with constantly shifting demands of today's market.
Under Customer Relationship Managemen! Loyalty program is
one such attempt to acquire and sustain market share, increase
intimecy with customers thereby increased jevel of customer
satisfaction to retain the business has become possible only
because of ICT. The reviews on social media are another
perspective of ICT which minimizes the gap between perceived
services and actual services. The expectation of customers has
increased tenfold and to understand and meet those with a
constant eyc on ucosts” is @ challenge that can omly be
accomplished with real time information thatis derived fom ICT

tools.

The chunk of ICT tools are concentrated onuse of technology for
marketing and advertizing purposes. From marketing the product
on the internet, 10 reaching and advertising the product by using
platforms like social media, ¢ mail, paid media (Google ads,
programmatic display). Real timeoom rate comparisonsites like
“rivago”™. In room registration and check ins of guests through
portabledevices, deliveryof. gmtservicesusing OMS like Triton
and Vesta are all the tools which are taking us to self-sustained
ecosystem of information system, successfully aligning

“People”, “Process’, “Technology” together.

Findings-

In the research, the synergy of ICT tools are observed o yield

revenue, facilitate in efficient operations and furthermore are
ved to be a market differentiator working as 2 marketing tool
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1. Responsesrcceivedﬁomhotelslman'imunslyagreedthatlcr
plays a very crucial tole in hotel business and revenue
generation. Many believe that embracing ICT is a must; jthas

evolved from being an enabler into adifferentiator.

2. Most commonly used ICT tool across all the categories of
hotel has been found to be Property Management Systems

thatincorporates IDS, Opera, and Champaign. It involves

activities from guest room bookings to departure and post

3. The average spending for growth and maintcnances of ICT
tools was found to be between 5- 10 per cent of the total
budget amongst all categories, whereas the highest 20% was 373.

observedinbusinesshotels.

4. With theuse of ICT tools, 66 hotels saw up to 20% increase

inrevenue, and the rest registered 10% increase.
5. The hotels in the category of business and budget have b

observed to be benefited the most from ICT. Hotels in these “ {10} Sheldon, B(1997), Tourism Information Technology,

categorics have seen more than 40% increases in revenue ord !
compared to 10-20%increase in Luxury hotels and Resorts.

6. Most of the hotels disagree that the use of ICT tool has some
impact on loss of personal touch to the services offered to the

guests.

. 7. When the opinion was sought about future of ICT for hotel {12} Walker JR (2010).“Introduction to Hospitali |
industry they responded in acceptance and promising bright -
future. Furthermore they agreed that it makes the process
paperless and on the finger tips. Also according to them
digitalization will provide channels for fast and easy
alternatives to conventional process. They added that ICT
presents opportunity to grow further, and will surely make

the differenceinthehotel industry.

Conclusion

Many organizations have gradually increased their investment in

information technology for planning in order to boost

_efficiency of their business processes, support management &

decision-making, and improve productivity {7}.

The hotels in all categories are adopting ICT tools to remain in C
competition and provide best possible services to their customers.
Advancement in Information and Communication Technology is k
being incorporated in the hotels. It is influencing operational &

productivity and guest service delivery. Gradual technological ’ ;5

advancements are also empowering greater connectivity, sp
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