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ABSTRACT

The research is about Hospitality and
Information Technology facilities in Hotels. It identifies
the Information Technology facilities in use in these hotels,
to assess the competence of staffto use the facilities and
to find out the purpose for which the facilities are used in
hotels and also to assess the relevance of information
Technology facilities to the hotel operation and explore
constraints to the effective use of these facilities. Six
selected hotels were used for the study. Two hundred and
ten questionnaires were distributed to both guests and
staff of these six hotéls and one hundred and eighty
questionnaires were received and analysed statistically
using frequency distribution, Statistical Packages for
Social Sciences (SPSS) and the hypothesis was analysed
using T-Test. Results showed that not all the hotels had
Information Technology facilities in use for their quests
and staff could not use these facilities for easy service
delivery. In conclusion, Information Technology facilities
in hotels do not influence customer inflow but influence
easy service delivery and customer satisfaction.

Keywords:Information Technology, ICT facilities,
Hospitality, customer satisfaction, Service delivery

Introduction

Hospitality is the relationship between a quest
and a host, or the act or practice of being hospitable; that

is, the reception and entertainment of guests, visitors, or

strangers, resorts, clubs and any other position that deals
with tourists. Hospitality is also known as the act of
generosity providing care, kindness to whoeveris in need

(www.en.wikipedia.com, 2009).

Hotel is an institution of commercial hospitality which
offers its facilities and services for sale individually or in
various combinations and this concept is made of several
elements. It is an establishment that provides

accommodation, food and drink for travelers (Medlik,
2010).

Hospitality has become an industry that plays an important
role in many countries especially as globalization of the
business world had been prospering over the past years
and in Nigeria in particular. The industry provides facilities
for the transaction of business, conferences, meetings,
recreation, entertainment, events and celebrations at any
level/magnitude or sphere of life (Boniface, 2000). The
hospitality industry is made up of various departments
that work together to achieve the goal of making a home
away from home which is the main objective of the
industry.

Information Technology (IT) is the study, desngn
development, implementation, support or management
of information system and it is a general term that
describes any technology that helps to produce,
manipulate, store, communicate and/or disseminate
information (www.en.wikipedia.com.2011).

Today, Information Technology involves more than just
computer literacy, it also takes into account how
computers work and how these computers can further
be used not just for information processing but also for
communications and problem solving tasks as well. With
the aid of Information Technology we are not only able to
stream line our business processes but we are also able
to get constant information in ‘real time' that is up to the
minute and up to date. The significance of Information
Technology can be seen from the fact that it has
penetrated almost every aspect of our daily lives from
business to leisure and even society. However,
Information Technology has made the delivery of service
very easy and efficient in hospitality industry (Clayton,
2006).

Significance of Study

The sxgmf icance of the study is to identify the functional
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Information Technology facilities in selected hotels in
lkeja, Lagos and derive the benefits from using ICT by
these hotels to make bookings easy, improve customer

relation, enhance feedback from customers and make.

the hotel more popular and visible.
Objectives of the study
Due to the significance of Information Technology in
hotels, this study aims at:
o Assessing the competence of staff who use the facilities-

o Finding out the purpose of which the facilities are used forin
hotels

o Assessing the relevance of the Information Technology
facikties to the hotel operation

e Exploring constraints to the effective use of the facilities

Scope of the Study

The scope of the study is limited to six selected hotels in
Ikeja/Lagos with the use of Information Technology in
these hotels and staff and guests serving as respondents
to the questions raised in this research work.
Literature Review

Information Technology is the use of computers and

software to manage information. In the broadest sense,
Information Technology refers to both the hardware and
software that are used to store, retrieve and manipulate
information. At the lowest level you have the servers with
an operating system installed on these servers are things
like database and web serving software. The servers are
connected to each other and to users via a network
infrastructure. And the users accessing these servers
have their own hardware, operating system and software
tools (Wikipedia, 2011).

It is on record that the electronic digital computer made
its first appearance in Nigeria in 1963, in connection
with the analysis of the 1962/63 national census data. In
the 10yrs between 1963 and 1973, the total computer
population in the country stood at 20-25, with some of
these being associated with the multinational companies.
By 1977, the total number of installation had grown to
around 70. It was by this time that many Universities,
government Ministries, Departments and Agencies
(MDA), including the West African Examination Council
(WAEC), the Joint Admission and Matriculation Board
(JAMB), the National Electric Power Authority (NEPA), the
Nigerian Port Authority (NPA) and the Federal Office of
Statistics (FOS), as well as many banks and commercial
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firms began to show interest in computers (Copulshy
and Wolf, 1990). Up to 1977, there were only three
computer vendors in Nigeria. They were JCL, IBM and
NCR, and all were the local subsidiaries of overseas
computer manufacturers dealing almost entirely with
mainframes and minicomputers (Osuji, 1986).

The competition in the industry led to more aggressive
marketing policies. As a result, the number of computer
installations in the country rose sharply. Whereas 39
computers were installed in 1975-1977, 1978-1980
witnessed the addition of 197 new installations. There
were 149 new installations in 1981-1983, and a further
99in.1984-1986. Already by the end of 1982, the price of
crude oil was dropping sharply in the sport market, and
this marked the beginning of the foreign exchange and
the attendant import restrictions (Osuji, 1986).

Our world today has changed a great deal with the aid of
Information Technology. Things that were once done
manually or by hand have now become computerized
operating systems, which simply require a single click of
a mouse to get a task completed with the aid of
Information Technology, we are not only to stream line
our business processes but we are also able to get
constant information. Personal PCs, cell phones, fax
machines, pagers, email and intemet have all not only
become an integral part of our very culture but also play
an essential role in our day to day activities. Some of the
advantages of Information Technology include;
Globalization, communication, cost effectiveness,
bridging the cultural gap, more time, creation of new
jobs, privacy, job security (Kenneth, 2006).

Information Technology centres provides training as well
as allows people to do word processing, send and
checking of electronic mails otherwise known as emails,
and browsing the internet. Overall usage of Information
Technology in Nigeria is widespread but the depth is
very shallow. The reasons for these, which are similar to -
those in other developing countries, includes; very low

literacy level, extremely low density of telecommunication

facilities and services, underdeveloped computing

infrastructures and culture, government regulations,

corruption in both public and private organizations, and

lack of a coordinated nation Information Technology

policy (Oslen, 2008).

Currently, there are a number of agencies offering the

industry the opportunity to market hotels on the Worldwide

Web. These systems also offer the facility to make direct
reservation of hotel accommodation. The benefit of this
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approachis hatitis avalable tanyone having acoess o the intemet (Caserani
etal 2009). The reservation systems avallable in hotels include property
managementsystem, electronic pointofsale (EPOS) system, stock-control
systems, foodandbeverage menagementsystems, menuengneering, detary
analysis, eventmanagementsystems, generic software, computer (Global
distibution system)—GDS (Shekher; 2006).

Methodology

Theinformation was obtained through quesfionnaire purposely designed for
staffand guestsin the six selected hotels studied. One hundred and eighty
questionnaires (180) were administered o the staff and guests. The data
colected were andysed with T-Test and Statisfical Package for Social Sciences
(SPSS). :

Results and Discussion

From the findings of the study, it was discovered through the
demography of the respondents thatthe male population was more than the
female, this shows that guests in these hotels were mostiymen and between
theagesof 181025.

Also, it was discovered that hotels in lkeja, Lagos
have e-mail (98.9%) as the most common information
technology facility as reported by the staff. Electronic mail is
said to be a very easy and fast way of communication between
staff and also between guests. It is very chieap, easy and fast

and amount of bookings which leads to the growth of the
hotel.

The study explores constraints to the effective use of the
Information Technology facilities, the constraints are
factors that hinder the effective use of Information
Technology in hotels, the common constraints in using
Information Technology is the complexity of the facilities.
Most Information Technology facilities are complicated
and hence require training for their use and after the
training most staff still find it difficult to understand. On
the part of the guests, some of them don't really know
how to use these facilities because of their complexity
and they don't have any training on how to use them.
From the findings of the study, it is established that
Information Technology is the backbone of any hotel
services; also it is apparent that ICT is a motivational
factor in hotel services because of the enhanced
performance especially in the area of communication,
booking, reservation, security and surveillance.
Information Technology is necessary on day to day basis
for booking, communication, reservation, internet
facilities (Uzoamaka, 200] )

Table 1:Demographic Features of Guests

means of communication. ‘Guests  Frequency Percentage (%)
Theguests perceived the wireless connections inmostofhotels ﬁe?der: 53 - 58.9

understudy to be very eflective. Another common Information Technology e '
fadiityin he hotelsis electronic checkoutsystem, hissysemenalessiaf ~ Female 37 41.1
tocheckin and outguests within ashorttime. Age: 40 44 4
Anothermajorfinding of this study is that staff of these hotels demonstrates~ 18-25 27 300
high computer use skills. Data analysis revealed hat 70percentof hestaff ~~ 26-35 18 20'0
respondentsindicated they went through formal computer rainingwhie 75~ 36-45 5 5.6
pementoﬂhestafmpmdentsreoavedmmepbmn ICT/Corrqur 46-55 )
use. This mples it he holeismanagementconsiders compuierCTraig  Marital Status: 38.9
tobe effiective and efficient o hote! services, hence the infroduction on staff Single 35 46.7
tenng ; . > Married 42 '
Also, it was discovered that the major purpose of ICT use in S ted 6 6.7
these hotels is for booking. Lodging is the major business of vepardle
hotels and electronic booking is a major exercise in these Widowed / 78
hotels. Furthermore, ICT is used for communication purpose ~ Educational Background:
as indicated by 96percent of staff respondents. This is WAEC/SSCE 6 6.7

. established by the popularity of electronic mail practiced NCE/OND 12 13.3
among the staff and guests. HND/BSc. 45 50.0
Customer relation is the most relevant advantage of MSc. MBA % 28.9
Information Technology because it makes 'Othe'rs 1 11
communication between the staff and guests fast and . Nationality: o . :
very easy with the use of email, intemet etc. Information Nigeri F .'79 878
Technology facilities allow a rapid increase in the number Oltgzr: ' ;

11 122 -
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Table 2. _Demographic Features of Staff
Staff  Frequency Percentage (%)

Table 3: Job Description for Staff
Job Description ~ Frequency Percentage (%)
89

Gender: 533 Manager and Supervisor 8
Male 48 e Chef and cook 12 133
Female 42 : Reception and receptionist 9 10.0
Age 229 Waitress and bar tenders 22 244
18-25 20 61.1 Security 8 8.9
26-35 55 16.7 Accounting and
36-45 15 ' human resources 13 14.4.
MaritalStatus: 42.9 Customer relation and
: 38 - :
Single 556 Reservation 4 44
Married 50 99 Guest service 4 44
Separated 2 ' Housekeeping 9 10.0
Educational Backgropmd: 14.4 .
WAEC/SSCE 20 29 Table 5: Purpose of ICT Use in Hotels
NCE/ND 40 14 4 Purpose Frequency  Percentage (%)
HND/B.Sc 17 18.9 Electronic Booking ~ 89 99
MSc/MBA Communication 87 97
Others Security 78 87
Nationality: 81 90.0 Browsing the internet 84 94
Nigerian 1 0.0 Surveillance 67 75
Others 19 ' Electronic sales 73 81
Working Experience: Others 61 77
1-5 52 57.8
6-10 31 344 Table 4: Information Technology
s 7 he present _in the Hotels
Staff ar Guest
Frequency Percentage % Frequency Percentage %
Email 89 98.9 79 87.8
Online booking 81 90.0 _ 76 84.4
Gds 62 68.9 61 67.8
Cyber café 64 711 77 85.6
Internet 59 65.6 81 90.0
Wifi 82 92.2 83 92.2
Lan 62 68.9 82 - 911
Pms 65 72.2 66 73.3
E checkout 83 92.2 74 82.2
Others 63 70.0 54 600 - . J
Conclusion take hours to be reduced to minutes with the aid of

Looking at the survey result with the general
knowledge of Information Technology, ICT enhances
services in these hotels but it does not determine
customer in flow and it doesn't influence job efficiency, it
could help to make work easy by doing a job that could

Information Technology. Information Technology
facilities should not be dependent on solely due to its
constraints especially here in Nigeria where power failure,
network failure, complexity, inability of customers to use
these facilities etc. Information Technology helps in the
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hospitality industry but for it to work effectively and
efficiently depends on the hotel and its staff on how they
can use it. Hotels can function with or without the use of
Information Technology as Iong as they have the right
staff and attitude.
Recommendations

. The use of Information Technology facilities is
very important in Hospitality industry to achieve maximum
profit and promote the growth of the industry. The
following recommendations based on the result of this
study help the six selected hotels in lkeja, Lagos (Sheraton,
Protea, Hillcrest, Knightsbridge, Whitehouse and Lagos
Airport Hotel).

o Hotelsshould employ expertsin these Information Technology
facilities to train their staff on how to use the facilities.

e Hotelsshould have an effective stand-by generator because
of constant power failure.

e Hotels should have intemet supply from reliable and trust
worthy intemet provider preferably more than two service
providersin case of any malfunction in one.

¢ Hotelmanagement should ensure that they make maximum
use of these Information Technology facilities to profit their
establishment.

¢ Hotelsshouldensure frequentserv:c:ng of these Information
Technology faciiies and also ensure that they are handled by
experts to prevent frequent equipment breakdown.

References
Boniface, P.12000": Information Technology Tourism Biodiversity Nigeria.
Ceserani V. an. roskettD. (2007): The Theory of Catering Eleventh
Edition. Lone .: Book Power.
Clayton, T.A. (2006): Introduction to Management in the Hospitality
Industry. New Jersey: John Wiley and Sons.
Copulshy, R. and Wolf A. (1990): Information Technology and its
relevance on customer relationship management. .
Kenneth, C.L., Carol G.T. and Jane P.L., (2006): Information
Technology and Systems. Cambridge M.A.
Osuiji, F. (1986): Survey of Computer Evolution in Nigeria to Date in
Nigeria. .
Oslen, D. (2068): Acase study of understanding the impact of Information
Technology on Competitive advantage in the lodging industry.
Medlik, S. (2010): The Business of Hotels: Great Britain: Bilings and
Sons.
Shekhar, N.C. (2008): Information Technology: ABoom in If]e Hospitality
Industry: India. '
Uzoamaka, P.E. (2001): Tourism and Information Technology. Nsukka
Journal of Humanities Vol. 11: 672-682.

www.en.wikipedia.com, 2009

on.wikipedia.com. 20

_African Hospitality & Tourism Volume 16 Number 1,2012 p4

Ll



