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ABSTRACT
Purpose – The main objective of this paper is to analyze the acceptance of technology by hotel guests and to find out the
variables that influence the factors of acceptance of various kinds of technologies in hotels.

Design/methodology/approach – The paper critically examines research papers related to this topic and the variables.
The critical review of these papers is intended to derive linkage between usage of technology by guests and their degree
of acceptance.

Findings – There is a clear positive link between uses of technology in hotels by hotel guests and customer satisfaction.
In relation to human psychology, the flow theory and Cognitive absorption are two main factors as to why we, a humans
accept technology or chose not to. Smart phones are seen as the most reliable technology to be used in a hotel. A mobile
phone belongs to the guest and is aware of the usage. Therefore it is easier to incorporate this into the guest experience.

Practical implications – The growth of technology in hotels seems to have developed sequentially. The customer base is
heterogeneous and hence it is vital to find one form of technology that will appeal to them all. Smart phones are seen as
the next best option. This can  be further used in hotels to ensure that the introduction of technology will yield positive
results.

Paper type – Review Paper
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1. INTRODUCTION
Understanding Linkage between Usage of Technology and Acceptance by Guest in Hotel Industry- An
Introspection, Navaz Bharucha, Bachelor of Hotel Management, Christ University, Bengaluru,
navazb@gmail.com,  Dr Leena Nitin Fukey, Associate Professor, Christ University, Bengaluru,
Leena.n.fukey@christuniversity.in

1.1Technology
Since the dawn of the century, there has been a drastic shift in operations and management of organizations.
Technology has played a major role in this reposition and advancement. Various phenomenons such as
globalization and industrialization have transpired into the worldwide access. Information technology industry
(IT) has evolved over the years and diversified into various avenues which can be placed into categories by
virtue of applications and end users (Chau et al, 2002). The efficiency of the individual has increased due to
self-dependency aided by technology. Millennials have grown up in this age of technology, while Gen X and
Baby boomers have simply learnt to adapt due to lack of choice. They are more reluctant to using technology
as they prefer human interaction. The result show that  normative age-associated alternatives in potential must
be accounted for  when formulating products and training programs for older adults (Charness et al, 2009).
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Organizations are diverse and individuals of all ages have to work together. Unifying operations becomes
difficult especially when dealing with different generations. Gender also plays a role in the acceptance of
technology. A comparative study was done on females and males to determine their level of acceptance of
technology. The results suggest that there is an evident gender variation in terms of technology acceptance in
the high-power condition. Further, such a gender difference is attenuated in the low-power condition.
Specifically, when primed with the feeling of powerful, male users (vs female users) have higher computer
self-efficacy and rate the IS as easier to use and more enjoyable. However, when the feeling of powerless was
elicited, the effect of gender on technology acceptance disappeared (Zhang et al, 2014).Boone or bane,
technology hasn’t just become part of our lives; it is the basis of our lives today.

1.2Consumer psychology
Consumer psychology in the service industry is a varied. It is more dependent on the experience rather than
the product. Consumers are of all cultures and ages. The service industry is therefore dynamic by nature. The
two main factors driving consumers are brand loyalty and price. Persuasion, the process which attempts are
made to alter the attitude of one or more persons. The main aspects concerned with consumer choices are the
message source. There are two aspects to credibility of the message source; Expertness which is skill
dependant and Trustworthiness which is based on credence. Experts are more persuasive than non experts.
Millenials are influenced by experts while Gen X is influenced by Trustworthiness. The second aspect of
consumer choices is Content of the message. Aggressive persuasion is not an effective tool, its cause’s
distrust, thus soft selling is adopted. This uses beliefs, hopes and emotion. The third aspect of consumer
choices isthe state of mind of the consumer. The logical mind and gullible mind come into picture. A logical
person will be harder to influence while a gullible person is easier to influence. The interpretation of the
messages also affects the consumer choices. (Morgan, 5th edition).This is the basic functioning of consumers.
This is further analyzed when differentiation in specific choices are affected by varied generations.

Brand personality is accumulated knowledge possessed by customers on a brand is and its meaning to them.
The existence of brand personality is possessed by customer’ wants for brining in the familiar (self
consistency) or showing positive aspects of the self (self-esteem) (Reynolds,2015). The millenials are more
price conscious while Gen X is brand loyal. Gen X looks for familiarity while Millenials are more
adventurous and want to try new things. This has resulted in the startup boom.

1.3Consumers and technology
Technology has only come into our daily lives in the recent years. Daily activities are being replaced by
technology. User friendly is the term commonly associated with technology. Consumers are likely to accept a
device which is easy to use and does not need intensive training. The IT industry is also finding ways to
simplify technology for the end user. On a global scale, people of all generations and walks of life are
subjected to technology. The main reason for its acceptance is its simplicity and perceived ease of use. This is
defined as the level at which a user believes that usage of innovation would permit the user to finish a  task
with  little effort (Davis, 1989).Previous reports on individual psychology shows that wholesome experiences
in accordance to innovation as viewed in aspects such as enjoyment and flow are potentially vital explanatory
variables in innovation acceptance theories(Agarwal et al, 2000).

Cognitive absorption refers to the likelihood if an individual to pay attention to an object. In the beginning, it
was seen a personality trait, the belief of absorption has been seen as a state and a trait (Kulviwat et al, 2007).
A new theory emerged from cognitive absorption called flow theory. This is based on the fact that ‘nothing
else matters’. When consumers use technology they are highly subjected to the flow theory. Technology is
designed in such a way as to engage a consumer entirely. This results in isolation in a crowded room. Thus,
flow was brought about from a innovation aspect, and characterized by both the concentration related to an
activity and the enjoyment experienced as a result of participating in that activity (Ghani and Deshpande,
1994).
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The biggest perpetrator in this phenomenon is the gadget itself. Technology is housed in a gadget that is easy
to hold, easy to navigate and has long battery life. The basic design is what brings out the attraction to the
consumer. The flow theory is not  recent development,  people have been subjected to this since the black and
white brick video games. It becomes a point of amusement. Conversation is not required when technology is
present. The present day consumer doesn’t find the need for human touch when an alternative is found in
technology. The new age customers are all about immediate appreciation. They do not wait and make plans,
they just go for it. No allowance to stop and reflect. Thus adding this obsession is how the online world gains
leverage. (Food and Beverage News, 2015).Technology is not only used for leisure but for business also. Even
money is in a dematerialized now. The high dependency will not take a setback anytime soon. It is bound to
only increase as the years go on.

1.4Hotel Industry
The hotel industry has evolved with the evolution of the consumer market. The hotel industry is required to
keep with the current trends in order to adhere to guest needs. In earlier time, the hotel industry was not
technologically advanced. They used old methods of operations and were highly dependent on paper. Filing
was a big part of the operations. This was tedious and room for error was large. Innovation permits hotels to
increase their “internal efficiency and effectiveness” and reiterate their products (Kandampully, 2006). The
hotel industry is not only seen a lodging, it is now seen as a luxury. The services to be provided are becoming
more intensive, guests expect more from the hotel and its employees. The existence of  concierge proves this
point. Guest executives also enhance the guest experience. Guest satisfaction is not only dependent on the use
of lodging services during their stay, but also on the observation in other “touch points” with the hotel e.g.
information and query, booking, check-in and check-out (Minghetti, 2003).

Restaurants in hotels are also stepping up a notch to make them a “must visit”. The hotel bar has become a
point of USP. The architecture of the hotel is a focal point. It is just as important as the service. Many hotels
even have shopping complexes and arcades. This also brings in the local crowd. These have become common
factors in hotels nowadays. Therefore hotels are finding new ways to step up their competition.

Guest Empowerment Technologies(GET) are self-based service innovations  uniquely made to give hotel
customer a higher level of individual control over their visit, irrespective of the direct participatinn of hotel
employees. In-room entertainment systems and checkout systems and lobby check-in and checkout kiosks are
examples of guest empowerment technologies (Erdem, Schrier, & Brewer, 2009).Guests have become a part
of the service now. Hotels are seen as more of an experience as opposed to a commodity.

2.LITERATURE REVIEW
2.1Interactive mobile technologies in hotels
(Zhu W.W &Morosan C., in 2013, in the research study titled “An empirical examination of guests’ adoption
of interactive mobile technologies in hotels, revisiting cognitive absorption, playfulness, and security”)
This paper studies the effect of Interactive Mobile Technologies in hotels and their implications on guests. It
also explores psychological avenues such a cognitive absorption and security to differentiate how the guest is
expected to react to Interactive mobile technologies in the long run. The other variable examined is the degree
of Playfulness of technology. Playfulness can be defined as a measure of an individual’s use of a product
reflected by a belief that this activity is perceived as enjoyable without any performance consequences (Davis
et al., 1992).Security is a variable that was also examined when determining guest acceptance of Interactive
Mobile Technologies. The lack of guest knowledge results in scepticism on use of technology and sharing of
information. These factors posed as threats to guest acceptant of Interactive Mobile technologies.

Technology is a vital part of hotel functioning. It has transformed greatly with the current market. The paper
explored the use of Interactive Mobile technologies to enhance the guest experience and in turn increase
efficiency of the hotel. Generally, the value proposition of the hotel experience can be enhanced if hotels are
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able to anticipate new advances in technology and implement them into their current systems (Magnini et al.,
2003). The aspect of ‘technology psychology’ is explored with theories such as Cognitive absorption and
Flow theories. Curiosity is given importance as it a basic human processing which helps aid in acceptance on
Interactive Mobile Technologies.

This research was a quantative study.1260 Students from a hotel school in South West USA were used as
samples. This was done as youngsters are easily able to determine the level of dependence on a technology.
The variables are more prominent is youngsters as compared to the older generations.  The survey was done
by means on a case study scenario where they were subjected to IMT at a hotel. The results of the survey were
analyzed and the variables such as cognitive absorption, playfulness, security, perceived usefulness and ease
of use. The results showed that a 89% of the students will be inclined to use IMT’s. Cognitive absorption was
the main factor for their acceptance of IMT’s. This research shows that adoption is influenced more strongly
by “experiential” predictors, such as cognitive absorption, and to a lesser extent by “traditional” system beliefs
such as perceptions of usefulness and ease of use, or predominantly hygienic factors (Zhu et al , 2013)

There were a few limitations, the sample was from a particular area which meant that the researchers had a
certain level of control and the results may have been biased. The students were familiar with the hotel
industry and advantages of technology. The case study given was probably only valid for that scenario.

2.2Age Gap and Technolgoy
(Charness N. & Boot W. in 2009, in the research study titled “Aging and Information Technology Use
Potential and Barriers”)
This paper explores the reasons as to why there is a variation in the acceptance of technology by the Millenials
and older generations. This is becoming an increasingly big problem recently due to the technology era. The
older generation is finding it difficult to acclimatise themselves to the impersonal shift in society. Companies
have to adhere to all generations and with the technology gap this becomes hard to appease all. Technology is
also being used for leisure now and this is hindering the mental state of the older generation.  This is the main
reason as to why the variables are examined when determining the older generation and their barriers in
technology.

A primary reason for concern in this area of study, called gerontechnology, is with anallysing the future of
innovative use of technology in old age people. Thus analsysing how small alerations with age, affect
communication with technology, and understanfing how to design better technology products(Czaja, 2007 and
Fisk, 2006).

This paper is a secondary research. Researches from Pew Internet &American Life Project Research showed
that 30% of individuals above 65 were Internet users while 45% were Mobile phone users (Melen horst,
Rogers, &Bouwhuis, 2006).

The variables in the research concluded that the older generation has a negative view of this technology based
era. Due to the numerous psychological problems amongst youngsters, they feel that technology is to blame. It
causes isolation and the flow theory comes into play.

The older generation lived a slower paced life and the new era is fast paced. To learn how to use technology,
It takes a great deal of effort and they may not possess the cognitive skills to use the gadget to its full
potential.

Technology nowadays are only getting smaller. The availability of technology for the older generation is
minimal. From the input to the sound to the visuals, the new gadgets are not ideal. Older people do not trust
technology as they are sceptic of breach of privacy. They do not want to be connected at all times and are
subjected to the flow theory as much as Millenials.

The results of the paper show that with the advent of this problem, designers have started coming out with
newer models which are easier to use, example SOS mobile.  There is a slow rate of acceptance of technology
by the older generation now. They slowly understand the reason for the technology boom. The biggest reason
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for acceptance is the medical advancements that make their life easier to life. They are able to keep in touch
with their families and receive real time news. They will never be fully dependent on technology but they will
accept it into certain parts of their lives.

2.3Guest Empowerment Technologies
(Bachelo, P.N, 2011, in the research study titled “What is Mission Critical in the Hotel Guest Room:
Examining In-room Guest Empowerment Technologies”)
The main objective of the paper is to examine the level of preference of in room guest technologies. It aims at
looking at the frequency of use of these technologies. It also considers the guest willingness to pay for these
extra services. The results of this study will help managers decide whether investing in in-room technologies
is beneficial.  Hotels are in constant stiff competition in order to claim a larger market share. In 2008 the ARR
was $106.84, this rate fell to $97.85 in 2009 (AH&LA, 2010) This can be solved by means of a USP. The
number of business travellers have increased tremendously recently and the need to in room technology is
increasing. Even leisure guests are looking for the extra incentive in the room.

The results of a study by Erdem in 2011shoed that WiFi was votel as the most used innovation by guests to
invest in by a hotel (89%). 70% of the participants voted for flat screen television (83%), high definition
television content (75%), increasing bandwidth to guest rooms (73%) and energy management (72%)  as areas
for hotels to invest in. Only eight percent of the participants voted for 3D television as a vital innovation for
hotels to have. (Erdem et al,2011)

The samples used were individuals above 18year olds from USA who have stayed in hotels before.  508
respondents were given a survey of all the variables such as age, gender, level of income, frequency of travel,
usefulness of guest room technologies, etc.

The results showed 82.5% of guests prefer having in room technologies and will influence their choice. On the
contrary 36.1%woulf not pay extra for extra in room technologies.

The limitations in the research were that the survey was conducted online. Those who did not use technologies
were not part of the survey. Different hotel use different technologies, therefore the preference may change
and the results are not absolute. Majority of the sample were leisure travellers. They have different
expectations as compared to a business traveller. The survey was conducted by individuals who have visited
all levels of hotels so the level of technology is differed.

2.4Technology Acceptance by Physicians
(Chau P. & Hu J.P, 2002, in the research study titled “Examining a Model of Information Technology
Acceptance by Individual Professionals: An Exploratory Study”)

The technology era has affected the medicine field the most, it has created way for major breakthroughs. This
paper aims at identifying the acceptance of technology by medical professionals. Technology Acceptance
Model (TAM) and the Theory of Planned Behaviour (TPB) are the main theories analysed in this research to
obtain results. Hong Kong is the base of this research. Hong Kong is a tremendously advanced city which is
known for its excellent Medicare. They also provide health benefits for its citizens. Several intention-based
theories and models have been developed and empiric- cally examined, including the Theory of Reasoned
Action (TRA), TAM, and TPB. Proposed by Fishbein and Ajzen , TRA postulates that beliefs influence atti-
tude, which in turn shapes a behavioural intention guiding or even dictating an individual's behaviour.

The study was conducted on 400 Physicians from Public tertiary hospitals in Hong Kong. With the
tremendous medical advancements in Hong Kong, the use of technology is wide. This makes it easier to gain
fair results. Attitude, ease of use, perceived usefulness, peer use were the variables used to analyse the results.
The results showed that the physicians were more focused on usefulness as opposed to ease of use.
Furthermore, the research model was supplemented by factors drawn or modified from other relevant theories
or models, making it increasingly adequate for the target "professional" context.  (Paul Hu et al 2002)



548 Navaz Zarir Bharucha, Dr Leena Nitin Fukey

International Journal of Engineering Technology Science and Research
IJETSR

www.ijetsr.com
ISSN 2394 – 3386
Volume 4, Issue 6

June 2017

The limitations to the study were that professional users and common users will view technology differently.
This study was done on a particular group of people, particular profession and particular place with a
particular technology product. The data was collected using a self reported technique. This may give
inaccurate answers.

2.5The implications of ICT in Hotels
(Ruiz-Molina M.E &Gil-Saura I., 2002, in the research study titled “The use of ICT in established and
emerging tourist destinations: a comparative analysis in hotels”)

This paper studies the importance of Information Communication Technologies in the hotel and service
industries. It talks about how hotels need to integrate ICT to remain competitiveand also better the service
provided to customers.  It talks about the different systems of the hotel ICT can be implemented in, for
examples it can be implemented for internal systems like sales and management and also external systems like
facilitating equipment and human resources,

According to this study , all the successful hotels implement ITC and the customer's experience also depends
on factors other than the hotel's services. One of these being ICT. The hotels can use different Bluetooth and
other technological services to improve and fasten guest services, while on the other hand they can use it for
promotion and also to manage bookings.

Productivity from ICT investments differs significantly  according to the exploitation of ICT capabilities
(Sigala, 2003). This means that technology cannot be used just for the sake of it , but needs to be used
appropriately. Good technological use is appropriate technological use.

There is a notion that information technology for advertising might be futile since guests prefer new holiday
destinations every time. However the counter argument  is that by enhancing the guest's experience , he is
more likely to visit again.It is also understood that to compete with rivals , hotels need to increase their
information communication technologies.A list of the most successful hotels from Spain, Croatia and Portugal
was studied in this research. And not coincidentally , these hotels were the most technologically progressive.

To conclude , times are changing and the hotel industry is evolving with new technologies. Firms need to keep
up with the growing demands of the industry to compete.

2.6Gender and power on Technology
(Zhang L, Nyheim P. &Mattila A.,2014, in the research study titled “The effect of power and gender on
technology acceptance the effect of power and gender on technology acceptance”)
This paper aims at examining the joint effect of power and gender on individual’s perceptions and evaluations
of information systems (IS) and their behavioural intentions of technology acceptance.

In the Theory of Reasoned Action (TRA), behaviour can mostly be analysed by the personal attitudes towards
executing the behavior. This is done through the intervening effect of behavioral intention. The vital
behaviours in this paper are those that are unique to the specificied atitude being studied. It is not sufficient to
take into consideration only the individual’s attitudes generally (Ajzen 1988; Fishbein&Ajzen 1975).

In this study, the focus is on the influence of power on stereotyping.  Gender moderates the impact of power
on technology acceptance considering the gender stereotyping of IT skills. Research has shown that power
influences individual’s stereotypic impressions. Powerful people are more vulnerable to stereotyping, whereas
powerless individuals tend to form non-stereotypic impressions. Considering the gender stereotypes in the
area of information technology (IT), power moderates the effect of gender on technology acceptance.

128 undergraduate students (63 male, 65 female), who were enrolled in an introductory-level hospitality IT
class, participated in the experiment. Method of research was quantitative and qualitative in nature.
Hospitality management students were used because they are a group of people who are or will soon be
working in a hospitality organization, and most likely receive trainings on using new IS. Hospitality
management students are exposed to work experiences but they tend to be unfamiliar with the specific
restaurant IS that was used in this study. Participants were randomly assigned to the powerful or powerless
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condition. Their age ranged from 18 to 25 with an average age of 20. Eighty-five per cent of the participants
were Caucasians.

The results showed that the role of gender in computer-related attitudes and in different aspects of computer
use has been investigated. It has been found that male students tend to have more confidence in their computer
abilities than their female counterparts. This pattern is quite consistent across age groups and cultures. Having
lower confidence in their abilities and lower interest in computers may lead female students to avoid
experiences that could help them develop computer competence . Girls personally feel less enjoyment in using
computers. Males exhibited higher self-efficacy – a measure of task-related self-confidence – with respect to
computer use than females. Females display lower computer attitude and feel more anxious about using
computers.
Research on gender and technology has shown some mixed findings. Several studies found that males’ and
females’ confidence in their computer ability was equal . The results of their study suggest that gender
differences regarding attitudes toward computers are diminishing. With computers now being used more often
for a variety of purposes, it is likely that females obtain an exposure to computers close to or equal to that of
male students. More recent research shows a narrowing of the gender gap in the domain of IT.

2.7Manager’s Perspective
(Mndzebele N.,2014, in the research study titled “Attitudes of Hotel Managers Towards EC in South Africa”
conducted in South Africa)

This paper explores the correlation between Hotel managers’ attitudes and extent of Electronic Commerce
(EC) adoption in the South African Hotel industry. It aims to highlight the importance of changing managers’
attitudes in the Hotel industry. He explains ‘Attitude’ as the extent of an individual’s favourable or
unfavourable reactions toward a given behaviour.

The paper investigates the reasons for non-adoption of Information Communication Technologies (ICT)
among this Hotel industry and identifies the main causes to be; lack of ICT support, lack of managerial
education and training in ICT usage, possible bad experiences with previous technologies, limited
understanding of the benefits of new technologies  and the degree of ease of use and usefulness of technology.

This research was a quantative study using a correlational and descriptive survey for data collection. It
surveyed 332 South African hotel managers under four categories; Business to Customer (B2C) outbound
communication, B2C order taking and Business to Business (B2B) Inbound and Outbound communication.
The limitations included a lack of information on EC in the Africa Subcontinent.

In a Nutshell, the survey found a positive correlation between managers’ attitudes and the B2C Outbound and
B2B Outbound communication, with a medium to large strength of relationship. It found no correlation
between the same variables in B2C order taking and B2C outbound communication.

The author then explains the importance of achieving a competitive advantage by being ready and keeping up
with industrial developments for maximum business advantage. However, the managers are seldom receptive
to new ideas, thus the technology lags behind in this industry. He also states that customers would be asking
for new technologies which would negatively impact response times.

These findings confirm that there is a positive relationship between attitudes and EC adoption in B2C
communication. The success of hotels also depends on EC adoption. The author recommends that hotel
suppliers create EC awareness to create positive attitudes with managers through innovative products, unique
advertising campaigns, new production processes and new markets.

2.8Trust and Technology
(Lippert S.K.,2014, in the research study titled “An Exploratory Study into the Relevance of Trust of
Information Systems Technology” conducted in South Africa)
Society has advanced and many new inventions and machines dominate our lives in the modern day world.
The question is do we trust a machine to do a task , the same way we would trust a person to achieve it.
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The objective of this study is to find out the relationship between trust and user acceptance in information
services. It also delves in the different factors of information services that helps the customer build trust in the
Information service. The author speaks about the different factors that comprise of this trust in Information
Services.

This has been identified by theoretical data that was gathered from eight organisations in different sectors
(private, public and nonprofit)

The different surveys done were as follows:

• The interplay between technology trust;
• The users’ trust in the developers;
• The users’ trust in the maintainers of the technology; and,
• The individual’s trust in the organization as an overall assessment of trust in a larger context of system
implementation.

These surveys help us narrow down on what strengthens user's trust in the service.The results of the survey
showed that the consumer trust was proportional to different factors of the IS, namely predictability ,
reliability, ease of use and usefulness.  No evidence suggests that the trust is related to an individual's
dependence on the technology.Overall , trusting the Information Service you are going to use/are using is
absolutely necessary.

2.9Smart phones and Guest relations
(Tina Y. T. Chan in 2004, in the research study titled “Mobile customer relationship management: Factors
affecting consumer mobile technology adoption within the hotel industry”)
The main objective of this paper is to analyze how mobile usage by hotel guests and employees affects
customer relations in hotels. This paper focuses on both applications(third party) and in built features such as
SMS. Applications are of three types, provide information, entertainment and social networking. To promote
brands and self-serve tasks. Five star Hotels have adopted this in order to create an ease of communication for
guests and reduce the work load at the front desk and phone lines. The hypothesis of this paper questions the
ability of the hotels to establish a relationship with their consumers and if this acceptance will create a positive
relationship with the guests. This paper is based on a variety of literature. Various articles relating to
academia, trade and case studies from, marketing, service management and business process management
fields were analysed and findings were added to the hotels industry. They contributed to a larger relation of
mobile’s influence. Though there are many risks to usage of technology, the advantages prove to be more
fruitful to both parties. (Chan,2012)  This research helped analyse the adoption on a global scale. Hence
secondary research was preferred.

The results of this study shows that using mobile technology does strengthen the relationship between the
hotel and guests. The distinctive nature of this technology aids in its acceptance. As more guests prefer this,
hotels can strength relationships with guests. Trust is something that adds to a guest’s experience and repeated
usage. Therefore providing relevant information and putting together a higher degree of safety will help this
adoption process.

2.10Influence of ICT on Hotel Performance
(Sirawit S., Nazrul I. and Do Ba K. in 2010 ,  in the research study titled “Does ICT adoption enhance hotel
performance?”conducted in Thailand)

The objective of this study is to analyse the implications of information and communication innovation
adoption on the level of success of Thai hotels.  Enhanced competition leads to hotels to look for different
advantages. One of them would be the integration of Information Communication Technology to cope with
the changing scenario. The design of ICT is divided into the available of ICT aspects, its integration and the
intensity of usage.  Many hotels have now taken to information communication technology to compete with
the growing competition. Wifi , room reservations , hotel websites etc are some of the information
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communication technologies that are used. Managers believe that adopting ICT is a key factor for hotel
growth. Improving the hotel's productivity and customer satisfaction is a key factor for the growth of a hotel.
The findings will benefit hotel industries by helping the management decide on which critical areas , ICT
should be implemented. Customer satisfaction and optimum productivity was used as a factor for the results.
Data was collected from hotels, mainly 3 star hotels operating in the same location. Phuket (Thailand) was
chosen as the location for this study. Out of the 85 hotels surveyed, half are small and have less than 100
rooms. 36 percent have 100 to 200 rooms .The occupancy rate for most of the smaller hotels is a whopping 81
percent.
In the survey it can be seen that the implementation of ICT has a positive relationship with the hotel's
productivity. CT enables hotels to do more work with similar manpower.
The findings show that ICT affects productivity more than customer satisfaction in three star hotels.
However the higher the intensity of I C T usage , it has a positive relationship with customer satisfaction as
well.
2.11Sales and Mobile Technology
(Chieh-HengKo& Shinn-NenJeng in 2015,  in the research study titled “Mobile Technology Adopted in Hotel
Sales”)

The objective of this study is to find out how mobile technology affects hotel industries. Mobile  innovation
has  increased over time and has shown great promise to change the world.  By extending ICT into the
wireless zone, mobile innovation permits the users to have access to ICT at  any point. The introduction o f
mobile innovation is set to make an impact the working of the hotel industry. Because of this fact , the world
of mobile technology requires more research. Mobile technology can be broken down into three parts. Namely
software , hardware and communications. Because of mobile communication technologies , users can attend
to internet and mobile applications whenever the need arises, be it wherever they are. This study that was
conducted examines the strategic importance of mobile technologies in the hotel industry. This is done b
examining a new age and  botique hotel. Six objectives were discovered to oytline the aims of increasing the
scope of using mobile innovation by hotels. These are "to increase efficiency", "to increase effectiveness", "to
provide better customer service" ,  "to maximize the company's image", "to maximize employee satisfaction"
and "to minimize cost". The findings of this research were as follows. It says that mobile innovation has
increased drastically and quickly. It has shown great potential for use in the hotel industry.  One of the key
findings of this study were how basic aim were achieved through the aims that is , how hotels can achieved
their goals by used of mobile innovations.

2.12Hotel Managers and Technology
(Anjana S. &Sandeep M.in 2012, in the research study titled “Issues and concerns in technology decisions:
the hotel operator’s perspective”)

This paper plans to investigate the difficulties in embracing and executing innovation the hotel business in
India. The paper perceives the up and coming patterns of technology and their effect on the extension of the
business. Technology assumes a vital part in vital basic leadership, yet the hotel industry has just possessed
the capacity to use the technology externally.  However it has not possessed the capacity to incorporate its
capacities at an operational level. This paper aims to investigate the issues in taking on and actualizing new
advancements in the hotels in India.

The paper addresses the challenges faced by hoteliers with reference to security, guest relations, operations
and marketing. The employee and management also needs to be involved in this adoption. The must be
sufficient funds and skilled staff to ensure that the transition goes on smoothly. A concern to this is that
technology is encouraged at the front line level, the senior managers are not as easily adopted. The managers
view technology only a short term performance objective but they also view it  as a long term objective to
reach organizational goals.
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The research has used in depth semi-structured interviews. Individual meetings were held with general
managers of worldwide hotel chains in India. To gain knowledge into the difficulties confronted by hotels all
around and at the unit level in embracing and applying the innovations in their business operations. The
examination additionally gives data on future patterns technology that may lead towards the improvement of
services.

Technology aids in giving ongoing data at the right time under the control of  administrators and specialists
who are in charge of settling on the choices that effect on the  nature of service .  As the effect of technology
is felt in some numerous zones, it will assume a vital part in profiling the changing desires of guests and in
conveying these desires and  to drive these progressions, the part of the IT supervisor in an inn must be re-
characterized.. Most hotels don't support the utilization of modern advances because of the high cost of
selection and support and hotel administrators as of now have worries about the  set number of merchants in
India. It is vital to get technology and its suggestions before selection as technology alone can't bring a
change. Porter (1985) proposed technology should be received which can be managed longer as far as
cost/income  furthermore, to offer focused edge over others. In this manner, it can be seen that IT has
significantly a larger amount to offer and its mix with the business is pivotal to maintaining and making
visitor fulfillment better in the medium and long sense.

2.13Self-Check in Kiosks
(Shaw R. in 2004, in the research study titled “Hotels test self-serve kiosk acceptance”)

In 1996, self-check in kiosks were introduced. Various hotels such as Hilton, Starwood, ChoiceHotels
International's MainStay Suites adopted these kiosks. Initially this was seen as a revelation to hotels
worldwide. Hilton was one of the first brands to introduce these kiosks. They ordered them in bulk at various
locations. Over time, kiosks were not used as much and “Customer acceptance was lukewarm and not
overwhelming” (Spider, 2004). The hype died down, there was long lines to use these machines and the level
of customization was minimal

The initial idea behind these kiosks was to have less front desk working hours(Yellen, 2004) and lesser time at
the front desk.

Guests did not like using their credit card and they also did not want to purchase a hotel card, especially if its
only for one stay.

The innovators need to strike a balance between providing a service and usage of technology.

2.14Price and willingness of Hotel Guests
(Bilgihan& Anil in 2008, in the research study titled “A study of accepted pricing points for in-room
entertainment technology amenities by guests“conductedin USA)

Guest-room technologies have ended up being the spotlight of late industry activities to repeat locally
established innovations in lodging rooms and keep pace with the advances utilized by US purchasers (Beldona
et al, 2007). Hoteliers will build incomes and improve experience of the guest in time to come(Brewer et al,
2008).

The service business has seen exceptional innovative changes between the late 1980s through to today. Today,
in-room excitement innovation enhancements offer welcoming guestrooms to visitors by enhancing the "home
far from home" solace. The improvement of the sight and sound stimulation items in the course of the most
recent couple of years mirrors the acknowledgment and significance of in-room diversion offerings in
lodgings. The differing qualities of enhancements can comprise run from customized inviting message on the
HD TV, VOD, fast Wi-Fi, intuitive TV frameworks, computer games, in-room wellness, et cetera. In-room
stimulation pleasantries accessible in inns have advanced throughout the years. Today, with numerous choices
accessible in the commercial center, it is not clear what in-room amusement alternatives will be requested by
visitors and will positively affect visitor fulfillment and enhance their unwaveringness to the brand. The era
that grew up playing computer games is today's business explorers. There is by all accounts a developing
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interest for the high caliber of in-room amusement (McMullen, 2006). These visitors will expect that visitor
room civilities will coordinate the alternatives accessible to them at their homes and workplaces.

A Questionnaire was created based on a review of literature. The questions were based on the guest’s
willingness to pay for in room systems. 408 respondents completed the survey.

Result showed that guests need a large portion of the in-room excitement innovation comforts as
complimentary. In any case, they will be willing to pay for gaming supports in the hotel rooms. This review
demonstrated that 42 % of the participants will not pay for gaming consoles and applications in guestrooms.
The remaining were eager to pay, despite the fact that the sums every hour shifted. In any case, given that
almost 10 % of participants were ready to pay around $5 every hour with a few others in the scopes of $2-$4
every hour, the noteworthy income era potential is clear here. With today's moderate costs of gaming
consoles, hoteliers can produce income by introducing gaming consoles to their hotel rooms.

2.15RFID and Demographics
(Aluri&Palakurthi in 2011, in the research study titled “The influence of demographic factors on consumer
attitudes and intentions to use RFID technologies in the US hotel industry” conducted in USA)

The purpose of this paper is to investigate the impact of statistic elements (age, sexual orientation, training,
pay) on customer dispositions and their expectations to utilize radio frequency identification

(RFID) in the hotel business.  RFID is used in innovations that use radio waves for “identifying and tracking
objects automatically”. (Jones et al., 2005)Quantitative analysis was utilized as a part of this review. Taking
into consideration of TRA and TAM, new innovations have RFIDs, these must be utilizes in companies only
when guests have an pre conceived notion to accept and intentions to utilize them (Davis et al, 1989). In
relation to gender, females are not inclined to new technologies. They prefer human touch. Men are more
open to using technology. Individuals who are educated are more inclined to using technology as opposed to
individuals who are not as educated. Individuals from a higher class are more likely to use technology, as the
lower income group cannot afford as many technologies.

This paper concentrate utilized web-survey technique for gathering and examining information. 406
respondents were part of this survey. The client statistic data age, sexual orientation, instruction level, and
salary level were measured.

The outcomes show that there are couple of contrasts in consumer demeanors and goals as far as the
demographic components. It can be reasoned that buyer contrasts can be related with consumer states of mind
that are dictated by age. The outcomes for statistic variables, sex, wage, what's more, instruction levels
demonstrate no distinction in the states of mind and goals of buyers to utilize RFIDs.

2.16GET and Hotel Guests
(Schrier in 2009, in the research study titled “The Utilization of a Hybrid Task Technology FIT-Technology
Acceptance Model for the Evaluation of Hotel Guest Empowerment Technologies Usage” conducted in USA)

In the current economy, associations are attempting to discover methods to increment profitability and
decrease costs. All things considered, numerous associations have swung to innovation to help in this.
Because of this as of late there has been a move from consumer purchaser self-benefit situations to technology
helped self-benefit situations. Using innovation

,clients can make items to buy by with practically no assistance. The lodging business has likewise observed
an ascent in the utilization of innovation applications to visitors in performing administrations once just led by
workers. A particular type of this sort of use of self-administration innovation in the hotel business is known
as Guest Strengthening Technology (GET). In particular, Guest Empowerment Technologies are electronic
frameworks that permit hotel visitors to have more individual control over their stay in a lodging and
frameworks that give more accommodation to visitors without direct intercession from inn staff.
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A questionnaire was used as a measure for the research. They tested 11 popular hotel guest empowerment
innovations found in the paper.  Innovations were divided into 3 groups; reservation innovation, entertainment
innovation, and communication innovation. 606 participants were used

This review found that the elements of individual qualities, innovation attributes, errand qualities, fit, saw
convenience, and saw handiness significantly affect expectation to utilize. The advancement and expansion of
a multidimensional instrument to quantify saw convenience, saw handiness, goals to utilize, errand attributes,
innovation qualities, person attributes, and fit.

3.0 Research Methodology
3.1 Purpose of the Study /Problem Statement
The hotel industry caters to a variety of guests of all demographics. To achieve homogeneity in service is a
tedious task. Technology is adopted in hotels to increase efficiency and add value to the guest experience. Gen
X prefers human touch with Millenials prefer to live on the digital network. This poses a problem when it
comes to adoption of technology to suit all guests. Technology preference differs with leisure guests and
business guests.  Many psychological factors such as cognitive absorption, persuasion affect the acceptance of
technology in hotels.

The purpose of this study is to find out the acceptance of technology of hotel guests, with the homogeneity of
technology and heterogeneity of guest demographics. The study will also analyze the psychological aspects
which affect the degree of acceptance. The degree of perceived usefulness in accordance to security and ease
of use are taken into consideration. This will help managers in hotels manage their budgets effectively. They
will know the right technologies to invest in and to what degree it is profitable. The manpower can also be
reduced, thus reducing the working capital of the hotel.

Thus, conducting this research will aid in understanding how technology will benefit the future of the hotel
industry and the implications it will have on the various demographics of guests.

3.2 Objectives of the study
The recent changes in technology have caused an effect on the urban society as whole. The main objective of
this study is to

 Analyze the acceptance of technology by hotel guests.
 Find out the variables that influence the factors of acceptance of various kinds of technologies in hotels.
 Analyze how hotel managers incorporate technology in order in increase efficiency while considering the

importance of human touch.
 Taking consumer psychology into consideration to increase acceptance.
 The bring out the differences in preferences of technology between Millenials and Gen X

3.3 Sampling
The papers reviewed are based on gender and technology, Interactive Mobile Technologies in hotels,
preferences of millennials and Gen X and Information Communication Technologies in the hotels. This gives
the study a wider perspective and all angles are being studied.

3.4Data Collections Tools and Methods
To conduct this research, The Meta analysis method is used. Aspects of Technology and Psychology are being
analyzed to come to an absolute conclusion. This method is being used because the study is not area specific
and is based on the primary views of human acceptance to change.

The main aim of the study is to find a linkage between Hotel Guest psychology and technologies in hotels.
Thus giving way for further research into the balance of human touch and technology in hotels. With the study
of papers written since 2000, technology has changed drastically since. An analysis of past and recent paper
will give me conclusive evidence on the each demographic variable contributes to the overall acceptance of
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technology in hotels. The variations in demographics will also be analyzed. The study of various theories of
human interaction with technology such as Cognitive absorption and Flow theories will bring in the science
behind the degree of acceptance of technology. The hotel perspective is also taken into consideration with
aspects such as manpower efficiency versus technological efficiency. The finances and degree of guest
satisfaction will determine the level of adoption of technology.

The main approach to this research will be review of literature to understand human psychology and the
technology used by hotels. Conceptual framework will aid arriving at a conclusion. The variable of age and
gender will be analyzed in relation to consumer psychology and technology. These findings will help in
further study of acceptance of technology in other industries too.

4.0 META- ANALYSIS
4.1Information Communications Technology (ICT)
In the three papers, Does ICT adoption enhance hotel performance?”, “The use of ICT in established and
emerging tourist destinations: a comparative analysis in hotels” and “The Utilization of a Hybrid Task
Technology FIT-Technology Acceptance Model for the Evaluation of Hotel Guest Empowerment Technologies
Usage” we can see that ICT has a positive influence on guest satisfaction and hotel performance. The full
form of ICT is Information Communications Technology. ICT relates to any system that permits the memory
,bringing out data , change of data , transfer and receipt of digital info. Computers, television, email, robots
and mobile phone are examples of ICT

In a survey it can be seen that the implementation of ICT has a positive relationship with the hotel's
productivity. ICT enables hotels to do more work with similar manpower.
The findings show that ICT affects productivity more than customer satisfaction in three star hotels.
However the higher the usage of ICT , the higher the level of a positive relationship will be achieved.
In the paperThe use of ICT in established and emerging tourist destinations: a comparative analysis in
hotels”, we can see that ICT must be used in the right place yield positive outcomes. The paper “Does ICT
adoption enhance hotel performance?”Did not look into thetype of ICT used by the hotel., all the successful
hotels implement ITC and the customer's experience also depends on factors other than the hotel's services.

Similarly, in the paper and “The Utilization of a Hybrid Task Technology FIT-Technology Acceptance Model
for the Evaluation of Hotel Guest Empowerment Technologies Usage”, hotel guests who have a greater
amount of experience with various types of technologies are more approachable towards ICT. Therefore it
would be beneficial for hotel owners to focus their efforts on methods to capture the marketing and revenue
generating potential of these technologies. (Murphy, Forrest, Wotring, &Brymer, 1996).

The analysis shows that hotels must implement ICT’s which are simple to use. These ICT’s must be
implemented in the right place at the right time to the right customer. The hotel must also allow for provisions
for guests to not use ICT’s in case they are not aware of it. On an average, most travellers are tech savvy and
can figure out ICT’s. This is a major reason why the use of ICT’s has a positive influence on the productivity
and customer satisfaction.

4.2Demographics
In the paper, “Aging and Information Technology Use Potential and Barriers” and The effect of power and
gender on technology acceptance the effect of power and gender on technology acceptance” we can
understand the hurdles involved in acceptance of technology. Both papers take theories into consideration to
explain these factors. Gerontechnology is taken into consideration for older adults. Theory of Reasoned
Action is taken into consideration for Gender basis. Here we see that older people consider using technology
as a burden. They are skeptical on breach of privacy. In the same aspect, females are also skeptical about
technology, in regards to safety and security. Both females and older people prefer human interaction as
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compared to technology.  In the more recent times, this gap is slowly being bridged and technology has started
adapting itself to various types of humans.

In the paper Aging and Information Technology Use Potential and Barriers”, Technology  is seen as a
hindrance to the mental state of mind of the older generation. They view technology as a means of isolation.
While in the paper The effect of power and gender on technology acceptance the effect of power and gender
on technology acceptance”, this shows that the problem exists due to the stereotype of females being delicate
and not tech savvy. This paper deals with confidence while in relation to age; it’s to do more with cognitive
issues. In the study conducted, the level on enjoyment is less as compared to males. In the study conducted on
the older generation, there was no level on enjoyment measured, just the cognitive abilities.

In both papers, we can see that there are obvious hindrances to the ease of use of technology. Taking both
factors into consideration, cognitive abilities and confidence,  the use of technology is affected. Hotels
dependent on technology  must have provisions for older people and the usage must be easy for all to prevent
a loss of confidence. This is also a clear indicator that the hotel industry needs personalization and human
touch. Technology is just an add on and must not replace the human interaction.

4.3Managers Perspective
In the paper “Issues and concerns in technology decisions: the hotel operator’s perspective”and “Attitudes of
Hotel Managers Towards EC in South Africa” explores the reasons as to why technology is not entirely
accepted by hotel managers. The new generation of managers are more accepting towards technology, while
the old timers are not willing to change their ways. Putting aside age difference, in both papers the main
reason for non-adoption of technology is cost. The second main factor is availability of skilled labour. Hotels
employ people from all strata. Therefore not all are exposed to technology and utilizing of this may cause
negative productivity On the contrary,  both papers show that  managers are encouraging towards technology
used at the base level. This makes their work easier and efficient, thus ensuring standardization.

In the paper “Issues and concerns in technology decisions: the hotel operator’s perspective”, the main reason
for non-adoption of technology is price and the old style view of managers. It does not take into consideration
the changing perspective of managers.  While in the paper “Attitudes of Hotel Managers towards EC in South
Africa” focuses on attitude of the managers. The competitive advantage is taken into consideration for hotels
are gain higher profits. There is a positive relationship between attitudes and EC adoption in B2C
Communication. Hotel suppliers must create EC awareness to create positive attitudes with managers through
innovative products, unique advertising campaigns, new production processes and new markets.

The analysis shows that the main hindrance to managers’ adoption of technology is attitude and cost. If the
management gives the managers the liberty to enhance their department, the acceptance of technology will be
rapid. The attitude of managers should also change and this is the crux of the whole study. With globalization,
new managers have started revolutionizing the industry. Training programmes are required to ensure the
employees are on the same page as the mangers. Since technology is a vital factor in customer satisfaction and
hotel productivity, managers must be aware of the right technology to introduce.

4.4Mobile Technology
In the paper titled, “An empirical examination of guests’ adoption of interactive mobile technologies in hotels,
revisiting cognitive absorption, playfulness, and security”, “Mobile customer relationship management:
Factors affecting consumer mobile technology adoption within the hotel industryand “Mobile Technology
Adopted in Hotel Sales” shows how the use of mobile technology is hotels has a positive effect on the hotel
productivity and customer satisfaction. Using mobile technology does strengthen the relationship between the
hotel and guests. The distinctive nature of this technology aids in its acceptance. As more guests prefer this,
hotels can strength relationships with guests. Hotels strategise in a way that mobile innovation can be
achieved. Providing relevant information and putting together a higher degree of safety will help this adoption
process.
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In the paper, An empirical examination of guests’ adoption of interactive mobile technologies in hotels,
revisiting cognitive absorption, playfulness, and security” this talks about the psychological aspects of
adoption of mobile technology. Theories such as the flow theory and cognitive absorption are taken into
consideration. Cognitive absorption was the main factor for adoption of mobile technology. While the
paper,“Mobile customer relationship management: Factors affecting consumer mobile technology adoption
within the hotel industry” focuses more on the human attitude towards technology from a usefulness point of
view and not an innate humanistic point of view. Both papers do not address sales in relation to mobile
technology. The paper titled “Mobile Technology Adopted in Hotel Sales” shows that there is a positive
relationship between the use of mobile technology and sales.

The outcomes of the three papers show that there is a positive relation between the use of mobile technology,
guest satisfaction and hotel productivity. The psychology related to adoption of technology, to the attitude of
guests to the increase in sales show that mobile technology is the strongest point of adoption of technology.
Safety is a vital feature in this acceptance. Therefore a phone is a guest’s own property and the acceptance is
easier as opposed to using a third party device. Mobile technology is quick and at the finger tips. The current
travellers are looking  at fast and efficient. Hence mobile technology is the next big thing in the hotel industry.

4.5Price
In the following papers, A study of accepted pricing points for in-room entertainment technology amenities by
guests”, Hotels test self-serve kiosk acceptance, Issues and concerns in technology decisions: the hotel
operator’s perspective eand“What is Mission Critical in the Hotel Guest Room: Examining In-room Guest
Empowerment Technologies, we can see the importance of price in the adoption of technology. Mangers see
technology as a financial waste as they are not open to the modern style of functioning. The large amount
spent of installing and training takes a long time to gain returns on investment.  In the paper A study of
accepted pricing points for in-room entertainment technology amenities by guests”, it shows that guests are
willing to spend extra on in room technologies. The self-check in kiosks were seen as a great investment,
reducing the cost of labor. In the paper titled “What is Mission Critical in the Hotel Guest Room: Examining
In-room Guest Empowerment Technologies”, we see that the increase of technology increased the market
share of the hotel.

The paper “Hotels test self-serve kiosk acceptance”, the managers initially saw self-check in kiosks as a
positive aspect, but it did not take well to the market. On the flip side, managers are not willing to use
technology in their operations. They view technology as more of a guest amenity than an employee amenity.
This showed that the market needs human touch at the initial stages of the stay. The self-check in kiosk was
the only negative result in the introduction of technology.  In the paper “What is Mission Critical in the Hotel
Guest Room: Examining In-room Guest Empowerment Technologies ,all the in room technologies were
analysed while in the paper “A study of accepted pricing points for in-room entertainment technology
amenities by guests”, only the technologies which cost extra were analysed.

The analysis shows that here is a cost involved in this introduction of technology process. In most cases,
technology has reaped benefits. A hotel must not compromise on human interaction and replace it with
technology. The self-Check in kiosks were a failure due to its complexity and its lack of flexibility. Hotel
guests are willing to pay more for technological comforts. Hotels are nowadays evolving and have included
technological comforts in the room rate. This helps wider usage of technology by the guest. The hotel also
does not go under los. Therefore the investment on technology yields positive results.

5.ANALYSIS AND RESULTS
In the seventeen papers reviewed, there is a clear positive link between uses of technology in hotels by hotel
guests and customer satisfaction. The defining factor of this satisfaction is usage of the right technology at the
right place. Guest demographics vary and therefore mobile technology is seen as the most widely accepted
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form of technology used by hotel guests. Previous experience to technology is also a major factor. Technology
in hotels need to be seen a s USP in order to achieve guest acceptance.

The variables that influence the acceptance of technology are ease of use, playfulness. Acceptance is increased
when technology is included in the room rate. 63.9% of the guests are willing to spend 5$-10$ on in room
entertainment. But this is considered mainly for late stage millenials who also form a large chunk of the hotel
market. Age and gender is a barrier but as technology has advanced, there have been numerous compromises
to ensure this acceptance. Trust and security are vital factors for the usage of technology. Smart phones are
seen as the most reliable technology to be used in a hotel. A mobile phone belongs to the guest and is aware of
the usage. Therefore it is easier to incorporate this into the guest experience.

Hotel managers have been negative view of technology in hotels. They see it as a financial burden. They are
positive towards the use of technology by guests but not by the employees. They are very process oriented and
any change is seen as a decline is productivity. Technology is now replacing human touch. It is used
extensively at the front line but has not been adopted at the managerial level as much. The failure of the self
check in kiosk proves that in the hotel industry, human interaction is required outside the guest rooms. The
customer expectation varies from room to lobby to restaurant.

In relation to human psychology, The flow theory and Cognitive absorption are two main factors as to why
we, a humans accept technology or chose not to.Aggressive persuasion is not an effective tool, its cause’s
distrust, thus soft selling is adopted. This uses beliefs, hopes and emotion. The third aspect of consumer
choices isthe state of mind of the consumer. The logical mind and gullible mind come into picture. A logical
person will be harder to influence while a gullible person is easier to influence

Millenials are influenced by experts while Gen X is influenced by Trustworthiness. The millenials are more
price conscious while Gen X is brand loyal. Gen X looks for familiarity while Millenials are more
adventurous and want to try new things. Gen X prefers human touch with Millenials prefer to live on the
digital network. The older generation has faced numerous hurdles with the use of technology. Designers have
started coming out with newer models which are easier to use, example SOS mobile.  There is a slow rate of
acceptance of technology by the older generation now. They slowly understand the reason for the technology
boom. The biggest reason for acceptance is the medical advancements that make their life easier to life. They
are able to keep in touch with their families and receive real time news. They will never be fully dependent on
technology but they will accept it into certain parts of their lives.

6.CONCLUSION
The main aim of the study is to find a linkage between Hotel Guest psychology and technologies in hotels.
The main approach to this research was done by review of literature to understand human psychology and the
technology used by hotels. Topics such as gerontechnology, Flow theory, Cognitive absorption, Trust in
relation to use of technology, view point of mangaers in relation to guests and employees, ICT’s and Gender
have been addressed to understand the acceptance of technology by hotel guests,  Various phenomenon’s such
as globalization and industrialization have transpired into the worldwide access. Information technology
industry  (IT) has evolved over the years and diversified into various avenues which can be placed into
categories by virtue of applications and end users (Chau et al, 2002). The efficiency of the individual has
increased due to self-dependency aided by technology. Millennials have grown up in this age of technology,
while Gen X and Baby boomers have simply learnt to adapt due to lack of choice.User friendly is the term
commonly associated with technology. Consumers are likely to accept a device which is easy to use and does
not require intensive training. The IT industry is also finding ways to simplify technology for the end user. On
a global scale, people of all generations and walks of life are subjected to technology. The main reason for its
acceptance is its simplicity and perceived ease of use.
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7.RECOMMENDATIONS & IMPLICATIONS
This research paper has addressed only hotel guests primarily in relation to 5 stars. This demography is very
different in its view of technology. Therefore research can be done with all types of travelers, the budget,
leisure, family and business. There has been no study done on the percentage of technology to human
interaction preferred by a guest. Thus giving way for further research into the balance of human touch and
technology in hotels. The view of managers is very diverse depending on the place the research has been
conducted. Further research can be conducted on Indian specific views of hotel managers and technology.

This research will be useful to understand how to introduce technology and which market to target. The
biggest breakthrough was to understand how mobile technology has been the most widely accepted mode of
technology in the hotel. Hotels can now focus on mobile technology to ensure that there is no loss of
productivity or customer satisfaction.

8.LIMITATIONS
This study was not based on statistical data. This proved to be the biggest limitation. This paper has not
addressed the balance of human touch and technology in hotels. The paper has taken into consideration
conceptual ideas to come to a conclusion based on the acceptance of technology.

Table 1.  Analytical interpretation of Reviews
Sl.
No

Author Paper Respondents
/test
audience

Method
of data
collection

Method of
Analysis

Key Findings Weaknesses/
Limitations

Research Issue

1 Zhu et al,
2013

An empirical
examination
of guests’
adoption of
interactive
mobile
technologies
in hotels,
revisiting
cognitive
absorption,
playfulness,
and security

1260
Students
from a hotel
school in
South West
USA were
used as
samples.

Survey
instrumen
t- based
on a
scenario

Upon
validation of
the instrument,
an analysis of
the research
model was
performed
using AMOS
19.0.

The results showed
that a 89% of the
students will be
inclined to use
IMT’s. Cognitive
absorption was the
main factor for their
acceptance of
IMT’s. This
research shows that
adoption is
influenced more
strongly by
“experiential”
predictors, such as
cognitive
absorption, and to a
lesser extent by
“traditional” system
beliefs such as
perceptions of
usefulness and ease
of use, or
predominantly
hygienic factors

the sample was
from a particular
area which meant
that the researchers
had a certain level
of control and the
results may have
been biased.

The students were
familiar with the
hotel industry and
advantages of
technology.

This paper
studies the
effect of
Interactive
Mobile
Technologies in
hotels and their
implications on
guests. It also
explores
psychological
avenues such a
cognitive
absorption and
security to
differentiate
how the guest is
expected to
react to
Interactive
mobile
technologies in
the long run.

2 Charness
et al, 2009

Aging and
Information
Technology
Use Potential
and Barriers

* Secondary
Research

Papers were
reviewed and
findings were
extrapolated to
the hotels
industry

The variables in the
research concluded
that the older
generation has a
negative view of
this technology
based era.

The availability of
technology for the
older generation is
minimal. There is a
slow rate of

This paper is a
secondary research.
Therefore there has
been no actual data
collection and
study. This is based
on theories and
assumptions.

This paper
explores the
reasons as to
why there is a
variation in the
acceptance of
technology by
the Millenials
and older
generations
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acceptance of
technology by the
older generation
now.

3 Bachelo,
2011

What is
Mission
Critical in the
Hotel Guest
Room:
Examining In-
room Guest
Empowerment
Technologies

745 hotel
guests
nationwide
who were
older than 18
years old and
have stayed
in a hotel in
the past
twelve
months.

Survey
Questionn
aire

Data collected
from the
survey was
transferred to
SPSS 18.0 and
Minitab 16.

Two-way
ANOVA and
Turkey‟s post
hoc tests were
conducted

The results showed
82.5% of guests
prefer having in
room technologies
and will influence
their choice. On the
contrary
36.1%woulf not pay
extra for extra in
room technologie

The limitations in
the research were
that the survey was
conducted online.
Those who did not
use technologies
were not part of the
survey.

Different hotel use
different
technologies,
therefore the
preference may
change and the
results are not
absolute.

The main
objective of the
paper is to
examine the
level of
preference of in
room guest
technologies. It
aims at looking
at the frequency
of use of these
technologies. It
also considers
the guest
willingness to
pay for these
extra services.

4 Hu, et al,
2002

Examining a
Model of
Information
Technology
Acceptance by
Individual
Professionals:
An
Exploratory
Study

The study
was
conducted on
400
Physicians
from Public
tertiary
hospitals in
Hong Kong

Survey
Questionn
aire

evaluated using
Cronbach's
alpha. As

The results showed
that the physicians
were more focused
on usefulness as
opposed to ease of
use

The limitations to
the study were that
professional users
and common users
will view
technology
differently. This
study was done on a
particular group of
people, particular
profession and
particular place
with a particular
technology product.
The data was
collected using a
self reported
technique. This may
give inaccurate
answers.

. This paper
aims at
identifying the
acceptance of
technology by
medical
professionals.
Technology
Acceptance
Model (TAM)
and the Theory
of Planned
Behaviour
(TPB) are the
main theories
analysed in this
research to
obtain results.

5 Molina et
al, 2002

The use of ICT
in established
and emerging
tourist
destinations: a
comparative
analysis in
hotels

110 hotels in
Spain and 17
hotels in
Croatia out
of 446 and
94,
respectively,
agreed to
participate

Survey
Questionn
aire

Tested the
existence of
differences
between
clusters in
several
dimensions
through
ANOVA.

Built
contingency
tables between
cluster
membership
and hotel
characteristics.
In addition,

Productivity from
ICT investments
differs significantly
according to the
exploitation of ICT
capabilities (Sigala,
2003). This means
that technology
cannot be used just
for the sake of it ,
but needs to be used
appropriately. Good
technological use is
appropriate
technological use.

The hotels in the
study were the most
technologically
progressive. The
comparision
between the degree
of use of ICT is not
defined.

This paper
studies the
importance of
Information
Communication
Technologies in
the hotel and
service
industries. It
talks about how
hotels need to
integrate ICT to
remain
competitive and
also better the
service provided
to customers.

6 Zhang et
al, 2014

The effect of
power and
gender on
technology
acceptance

128
undergraduat
e students
(63 male, 65
female), who

The results showed
that the role of
gender in computer-
related attitudes and
in different aspects

The  research relies
on self-reported
measures of
behavioral
intentions rather

This paper aims
at examining the
joint effect of
power and
gender on
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the effect of
power and
gender on
technology
acceptance

were enrolled
in an
introductory-
level
hospitality IT
class,
participated
in the
experiment

of computer use has
been investigated. It
has been found that
male students tend
to have more
confidence in their
computer abilities
than their female
counterparts.

than actual
behavior.

The research is a
cross-sectional
experimental design
rather than a
longitudinal study.

individual’s
perceptions and
evaluations of
information
systems (IS) and
their
behavioural
intentions of
technology
acceptance

7 Mndzebel
e, 2014

Attitudes of
Hotel
Managers
Towards EC
in South
Africa

It surveyed
332 South
African hotel
managers
under four
categories;
Business to
Customer
(B2C)
outbound
communicati
on, B2C
order taking
and Business
to Business
(B2B)

descriptiv
e research
survey

A composite of
twelve
questions on
the
questionnaire
was used to
measure the
relationship
between
management at
titudes and the
extent
of EC adoption
.

These findings
confirm that there is
a positive
relationship between
attitudes and EC
adoption in B2C
communication.

The limitations
included a lack of
information on EC
in the Africa
Subcontinent.

This paper
explores the
correlation
between Hotel
managers’
attitudes and
extent of
Electronic
Commerce (EC)
adoption in the
South African
Hotel industry.
It aims to
highlight the
importance of
changing
managers’
attitudes in the
Hotel industry.

8 Lippert,
2014

An
Exploratory
Study into the
Relevance of
Trust of
Information
Systems
Technology

data that was
gathered
from eight
organisations
in different
sectors
(private,
public and
nonprofit)

Survey
Questionn
aire

The results of the
survey  showed that
the consumer trust
was proportional to
different factors of
the IS, namely
predictability ,
reliability, ease of
use and usefulness.

This paper did not
explore the trust in
relation to an
individual's
dependence on the
technology

The objective of
this study is to
find out the
relationship
between trust
and user
acceptance in
information
services

9 Tina Y. T.
Chan,
2004

Mobile
customer
relationship
management:
Factors
affecting
consumer
mobile
technology
adoption
within the
hotel industry

* Secondary
Research

Academic
articles, trade
magazines and
case studies
from,
marketing,
service
management
and business
process
management
fields were
reviewed and
findings were
extrapolated to
the hotels
industry

The results of this
study shows that
using mobile
technology does
strengthen the
relationship between
the hotel and guests.
The distinctive
nature of this
technology aids in
its acceptance. Trust
is something that
adds to a guest’s
experience and
repeated usage.

First, the findings
for this paper are
not based on
primarily research
but rather, on
empirical works of
other researchers.
some of the
literature presented
in this paper
focuses on e-
commerce as
opposed to m-
commerce.

The main
objective of this
paper is to
analyze how
mobile usage by
hotel guests and
employees
affects customer
relations in
hotels.

10 Sirawit S.,
Nazrul I.
and Do Ba
K. in 2010

Does ICT
adoption
enhance hotel
performance?

Questionnair
e was
pretested
with
management
personnel
from 40
hotels, and

questionn
aire

Multiple
regression
analysis was
utilized to
assess the

relationship
between ICT
adoption and

The findings show
that ICT affects
productivity more
than customer
satisfaction in three
star hotels.
However the higher
the intensity of I C

he objective of
this study is to
investigate the
influence of
information and
communication
technology
adoption on the
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400 hotel
customers

hotel
performance.

T usage , it has a
positive relationship
with customer
satisfaction as well.

performance of
Thai hotels.

11 Chieh-
HengKo&
Shinn-
NenJeng
in 2015

Mobile
Technology
Adopted in
Hotel Sales

* Case
Study
Research

Papers were
reviewed and
findings were
extrapolated to
the hotels
industry

One of the key
findings of this
study were how
fundamental
objectives were
achieved through
means objective that
is , how hotel
strategies can be
achieved via the use
of mobile
technologies.

The objective of
this study is to
find out how
mobile
technology
affects hotel
sales

12 Anjana S.
&Sandeep
M

Issues and
concerns in
technology
decisions: the
hotel
operator’s
perspective

with general
managers of
global chains
of hotel
organizations
in India

in depth
semi-
structured
interviews

The data have
been taken
from
discussions
with decision
makers at five
star deluxe
hotel properties
as they are best
placed to share
insights
relating to this
research topic.

Technology should
be received which
can be managed
longer as far as
cost/income
furthermore, have
the ability to offer
focused edge over
others. In this
manner, it can be
seen  that IT has
significantly more to
offer and its mix
with the business is
pivotal to
maintaining and
enhancing visitor
fulfillment in the
medium and long
terms

This paper did not
address how the top
level managers can
adopt technology in
their operations and
management.

This paper plans
to investigate
the difficulties
in embracing
and executing
innovation the
hotel business in
India. The paper
perceives the up
and coming
patterns of
technology and
their effect on
the extension of
the business.

13 Shaw R.
in 2004

Hotels test
self-serve
kiosk
acceptance

* Article
Review

Papers were
reviewed and
findings were
extrapolated to
the hotels
industry

The initial idea
behind these kiosks
was to have less
front desk working
hours(Yellen, 2004)
and lesser time at
the front desk.

Guests did not like
using their credit
card and they also
did not want to
purchase a hotel
card, especially if its
only for one stay.

The innovators need
to strike a balance
between providing a
service and usage of
technology.

This paper did not
provide facts and
figures in relation to
the hotel occupancy
and acceptance of
these kiosks.

This paper
enumerates how
the self check in
kiosk was
introduced and
the progression
of its downfall.

14 Bilgihan&
Anil in
2008

A study of
accepted
pricing points
for in-room
entertainment
technology

408 US
travelers.

Questionn
aire

Answers were
reviewed and
the price
brackets were
categorized.

Guests need a large
portion of the in-
room excitement
innovation comforts
as complimentary.
In any case, they

This paper focused
on In room
entertainment in the
gaming sense and
did not target the
business guest

This paper
analysed the
amount guests
are willing to
pay for in room
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amenities by
guests

will pay for gaming
supports in their
guestrooms

preference entertainment,

15 Aluri&Pal
akurthi in
2011

The influence
of
demographic
factors on
consumer
attitudes and
intentions to
use RFID
technologies
in the US
hotel industry

406 US
travelers

Web-
survey
technique

The final
section
contained four
questions
relating to
demographic
information of
the participants
using nominal
scales.

The outcomes show
that there are a
couple of contrasts
in consumer
demeanors and
goals as far as the
demographic
components. The
outcomes for
statistic variables,
sex, wage, what's
more, instruction
levels demonstrate
no distinction in the
states of mind and
goals of buyers to
utilize RFIDs.

The study may not
include a complete
list of population
members who are
frequent travelers in
the US hotel
industry. A future
research to study
the influence of
consumer
demographics on

Security and
privacy concerns
are highly
recommended in the
hotel industry.

The purpose of
this paper is to
investigate the
impact of
statistic
elements (age,
sexual
orientation,
training, pay) on
customer
dispositions and
their
expectations to
utilize radio
frequency
identification

16 Schrier in
2009

The
Utilization of
a Hybrid Task
Technology
FIT-
Technology
Acceptance
Model for the
Evaluation of
Hotel Guest
Empowerment
Technologies

606 US
travelers

Questionn
aire

Structural
Equation
Modeling
(SEM) analysis
on the data.

This review found
that the elements of
individual qualities,
innovation
attributes, errand
qualities, fit, saw
convenience, and
saw handiness
significantly affect
expectation to
utilize

Computer software,
for example, has a
tendency to become
obsolete within a
relatively short
period of time.
While the findings

of this study of this
study are current as
of the date of
publication, they
may not be in a few
years. It would
therefore be wise to
replicate this study
in the future

This paper
explored the
elements of
individual
qualities,
innovation
attributes,
errand qualities,
fit, saw
convenience,
and saw
handiness
significantly
affect
expectation to
utilize.

17 Karadag&
Dumanogl
u, 2008

“The
productivity
and
competency of
information
technology in
upscale
hotels.The
perception of
hotel
managers in
Turkey”

122 high
grade hotels
in Turkey

a
structured
questionn
aire

MANOVA test The findings of this
study show that

hotel managers view
guest-related IT
applications as

highly productive
and appreciate IT’s
benefits. There is a
strong relationship

between guest-
related IT

applications and
productivity in the
lodging industry

This paper did not
address hotel guests
towards IT
applications.

This paper
explores how
hotel managers
view hotel guest
usage of
applications.
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