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Introduction
The Information and Communications Technology (ICT) 

development has altered the ways in which tourism and hotel sector 
companies operate [1], driving significant changes and providing new 
opportunities for the industry [2]. Technological advances have been 
linked to organizational learning [3-5], which can be understood as the 
organizations’ ability to maintain or improve their performance based 
on experience [6]. This ability involves acquiring, sharing and using the 
knowledge. Therefore, this is a process which increases the knowledge 
created in an organized and transformed way within the organization’s 
knowledge system [6]; and it influences, according to Petrash [7], Gupta 
and Govindarajan [8] and Olivera [9], organizational performance in 
the tourism sector.

The technologies have positively contributed to the hotel industry, 
which has led the hotels to invest substantially in them [10] in order 
to improve both, internal processes and the service provided to 
consumers [11]. The research in this field has shown that the initiative 
to use ICTs can lead to achieve a sustainable competitive advantage 
[12,13], although in a recent study, Mihalič and Buhalis [14] show that 
ICTs do not directly increase the productivity of companies.

Since the technology plays an important role in the operations 
and management of the hotel, both managers and researchers must be 
informed about its development [1], so it becomes necessary that the 
researches deepen the ICT’s general impact on the hotel performance 
[14,15]. In this connection, our paper aims to analyse the utility level 
of different ICTs within the context of organizational learning granted 
by the managers of 3, 4 and 5 star hotels in Valencia, but especially how 
the ICTs influence organizational results.

To achieve this goal, first a review of the related literature is done; 
secondly, the methodology used is explained in details, and then a 
descriptive statistical analysis of the data is carried out in order to find 
what technology and what organizational performance are most valued 
by the respondents in context of learning. Subsequently, association 
between ICTs and organizational performance is analysed and, 
finally the achieved results are presented and discussed to reach the 

conclusions.

Theoretical Framework
Information and communications technology

Up to now, the literature has been more focused on the introduction 
and development of new ICTs, as well as on the costs and benefits 
involving its implementation, than on the impact of sharing knowledge 
and its use [1,16-23]. Therefore, this study pretends to shed more light 
on the latter. Technological progress and the tourism sector have been 
linked for decades [5]. The hotel industry has begun to use them into 
its management processes since the seventies of the last century. The 
Property Management Systems (PMS) improving interoperability and 
interconnectivity [24], as well as the Central Reservation System (CRS), 
providing automatic management of reserves [25] began to be used in 
hotels in that decade. The Global Distribution Systems (GDS), systems 
in which take part a group of tourism suppliers that offer information 
both airlines and hotels, while allowing to make bookings appeared 
in the late eighties. The Internet revolution, known as network of 
networks [26] came in the nineties, but it is since 2000 when a true 
transformation in the ICTs have been taking place with the appearance 
of other technologies, like Wireless-radio connection and Wi-Fi, thank 
to which Internet can be accessed anywhere without requiring a physical 
connection. At that time also appeared the blogs as a platform through 
which users collaborate in the construction of knowledge. In the case of 
tourism, we can mention Web 2.0 or Travel 2.0 which link the concepts 
of virtual communities or social networks and, according to Xiang and 
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Abstract
Hotel sector is one of the most influenced by the new information and communication technologies (ICTs) since it 

generates a vast amount of information which circulates through these new technologies. Additionally, the latter could 
be a potential source of organizational performance. This paper has an exploratory character and analyses how the new 
ICTs influence the hotels’ organizational performance. Thus, a descriptive statistical analysis and a study of statistical 
associations through Cramer’s V have been carried out using data from 106 Valencian Community hotel establishments. 
The results show, on the one hand, that Internet and Intranet are the most influential technologies on intra-organizational 
level and, on the other hand, show that the Central Reservation Systems -CRS- and web 2.0 are the most important on 
an inter-organizational level. Both technologies affect most of the analysed results at organizational level.
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Gretzel [27], apply them in the search of travel information related. 
Finally, we can add the proliferation of different mobile technologies 
such as Personal Digital Assistants (PDA), 3G, Global Position Systems 
(GPS), etc.

When applied to organizational learning, ICTs include a variety of 
ways to create, capture, manipulate, communicate, share, present and 
use information [28]. In this study, the main ICTs have been grouped 
into two blocks: (1) for internal use among hotel employees and (2) 
oriented to relationships with stakeholders [10], using as a measuring 
unit the ICTs utility level in the process of organizational learning [15].

ICT and organizational learning

Fiol and Lyles [29] defined organizational learning as the process of 
improving actions through better knowledge and understanding. This 
organizational learning is supported by the management of knowledge 
creation in the organization and ICTs are a mean that can facilitate 
knowledge sharing and application [30]. In this line, some authors 
like Robey et al. [3], Moreno and Vargas [31], Martín-Rojas et al. [13] 
state that ICTs can facilitate the learning process, i.e., the processes of 
creating, accessing, transferring, sharing and codification of knowledge 
[31,32] and information [33].

One of the hotel sector’s main features is that their services processes 
are becoming knowledge-based priority due to the huge influence of the 
ICTs’ use [34]. In this sense, Figueroa [25] argues that ICTs are means 
to improve the management of information and to create new tourism 
products and services. Companies operating in the hotel sector have to 
become more innovative and increase their technological capacities in 
order to improve their organizational learning [35,36].

Different types of technologies have been adopted in the hotel 
industry during the past two decades) [37]. Thus, Buhalis [26] 
distinguished those technologies in the sector oriented to intra-
organizational functions which exist within one organization from 
those oriented to inter-organizational functions-which occur between 
different tourism companies and, finally, distinguish those which are 
customer-oriented. The same author points out as examples of the 
technologies used at intra-level - Internet, Intranet and PMS. The email 
cannot be ignored at this level, as it allows not only an interaction 
with external agents, but also between the organization’s members 
[38]. Furthermore, at inter-organizational level, Buhalis [26] mentions 
the CRS, email and website; and at consumers relations level, repeats 
the Internet, the website, email and the CRS. It should be added Web 
2.0, which has also had a big influence on the tourism sector [37] 
and the CRM because its technology allows the hotels to collect the 
preferences of customers and learn how to use them in the future [39]. 
In consequence, we consider in this research all these technologies 
because of their close relationship with the organizational learning.

Results of the use of ICTs as a learning tool

Certainly many hotel executives evaluate the technologies’ 
potential to achieve significant advantages in operational and strategic 
direction, so the hotel organizations have relied on technologies to 
take decisions and to develop their business [40]. In order to improve 
organizational performance, ICTs are becoming a strategic asset for 
the tourism and hotels business [41]. Since the rapid development and 
commercialization of the ICTs, there are many advantages for hotels 
and related industries which are incited to adopt these technologies 
[42]. Some researches show that investment in ICTs could improve 
the performance and productivity of a hotel [40,43,44], but others 

suggest the opposite, it is to say, the investment does not improves 
return [45,46]. The present study attempts to follow this research line, 
enquiring whether an extraordinary organizational performance can 
be achieved through the ICTs.

In relation to the returns that tourism sector organizations could 
achieve through ICTs, we observe in the literature that: (1) if ICTs are 
properly directed, they would help tourism companies to achieve a 
competitive advantage to maintain price leadership in the market or to 
differentiate their products and services [24], which can be assimilated 
with organizational performance as a strategic renewal or new product 
development and innovation; (2) investment in ICTs in the hotel sector 
benefits the hotels in the way that it allows customers to have a better 
experience and the hotel staff work more efficiently to better assist 
customers [11] which can increase loyalty; (3) the use of ICTs can bring 
knowledge and information in the focus of the hotel organization’s 
competitive profile [47], which can improve its competitive position. 
Law and Jogaratnam [11] point out that for hotel professionals is 
important to introduce proactively ICTs in their hotels in order to 
improve service quality; (5) There are many more benefits that can 
be obtained through the adoption of ICTs, for example, reducing 
operational costs, enhancing customer satisfaction, increasing market 
share and increasing operational efficiency [26,46,48,49] and, therefore, 
they are also linked to the improve of profits, sales or targets.

Methodology
This quantitative study is focused on the hotel sector in the 

Valencian Community, as it is one of the main tourist destinations in 
Spain. The Valencian Community was the sixth community in number 
of tourists’ visits, with a total of 7.293.995 travellers in 2014, mainly 
for sun and beach tourism, and represent 8% of all international and 
national travellers in Spain. Additionally, the hotel sector in Valencia 
is one of the industries with major importance. That Community has 
960 hotel establishments with a total of 13.847 people employed in the 
sector [50].

To achieve the proposed research aim, a questionnaire based on 
the most relevant literature was designed. It consisted of 32 questions 
related to a) the use of ICTs in the field of the internal organizational 
process; b) the relationships maintenance with other stakeholders 
linked to the analysed hotels; c) the organizational results reached by 
the analysed in the survey hotels. The survey also included questions in 
order to categorize respondents and the hotels where they work. Table 
1 shows the technical specifications of the research.

To contrast the validity of the measurement instrument, a panel 
composed by four academic experts on the topic was set up with the 
aim to use their theoretical and empirical experience to analyse and 

Population or Universe 395 hotels of 3, 4 and 5 stars in the Valencian 
Community 

Sample size 106 hotel establishments
Analysis units Hotel establishments 
Response rate  26.84%
Sampling error  8.1%
Confidence level  95%
Fieldwork period November 2013-April 2014
Tracking Phone
Survey’s delivery method Post, personal, email
Respondents Senior managers or Department heads
Source: Compiled by authors

Table 1: Technical details. 
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evaluate the full list of items that were collected from the literature. 
Thanks to their points of view after setting the first survey, we went on 
to perform a pre-test which was evaluated by three senior managers 
from 3, 4 and 5 star hotels respectively. The final questionnaire was 
established considering their remarks.

According to the results, most of the 106 hotels that were sampled 
belonged to chains: 58.2%. 70.2% of them are owned by national 
chains; 64.7% are directly operated by the owners; most of the clients 
who were staying there did so for leisure: 57.7%; higher percentage of 
hotels 36.3% have been between 20 and 50 years in the industry; 26.2% 
have between 100 and 199 rooms and 54.4% of the hotels studied have 
between 10 and 49 employees being, and therefore classified as small 
businesses by the European Commission [51].

Results
Once data collection process was completed, first, a descriptive 

statistical analysis was performed to, then, conduct a study of existing 
statistical associations of each variable contained in ICTs within the 
organizational learning in the organization and with other stakeholders, 
as well as with different variables which shape the organizational results 
achieved by the hotels.

The first results refer to the use of the ICTs by the hotels studied 
here. Table 2 shows how the most used technology internally by the 
employees is Internet, with a mean value of 4.85, having the lowest 
standard deviation 0.494. Internet is the most used by the employees’ 
technology in their deals with customers, suppliers, etc. It is the most 
valued by respondents with a mean of 4.75 and a low standard deviation 
-0.61.

In reference to organizational results, it can be seen in Table 2, 
that increased customer loyalty is the most valuated result, with a 
mean of 4.10 and the lowest standard deviation, 0.804. It is particularly 
important that the third most appreciated variable is the quality 
improvement, with a mean value of 4.04 which is closely linked with 
increased loyalty.

Then, analysis of the existing statistical association between 
each type of technology used, both internally and externally, and 
organizational results achieved by the hotels was carried out. To do 
so, we used the Cramer’s V which is a correction that can be applied to 
Pearson Chi-Square. This allows obtaining a maximum index value of 
1 (indicating the largest association between quantitative or qualitative 
variables) and a minimum value of 0 (which represents no association). 

In addition, to carry out the contrast of the null hypothesis of 
no association through Cramer’s V, the critical value of probability 
is tested. Usually, if it is less than or equal to 0.05 said hypothesis is 
rejected and therefore a statistically significant association between 
each pair of variables considered exists.

Regarding the results on technologies use at intra-organisational 
level - Internet, Intranet, PMS and email, it can be seen that:

• According to the results, internet connection is one of the tools 
that are most related to a big part of the organizational results analysed. 
One exception is the operational efficiency increase and the costs 
reduction (Table 3) although some authors like Wan [52] argue that 
the use of Internet does not give a guarantee of success or a competitive 
advantage. 

• Regarding Intranet, there was also a significant association with 
several organizational results analysed, but in a lesser degree than 
that with Internet. These results are related mainly to financial and 
customers service improvement (increase of profits, strategic renewal, 
sales growth, achievement of objectives, increased customers’ loyalty, 
quality improvement and costs reduction) (Table 4). In any case, 
Intranet is a tool that can benefit internally every member of the hotel 
as it allows conducting communications and interactions [53], which 
can improve competitiveness. Thus, Intranet, along with Internet, as 
proved in this study, in line with Garbin [53], is considered as one of 
the technologies with greatest impact on tourism sector.

• The email had a lower association with organizational results 
at the hotels employees’ level of use. It only related to the strategic 
renewal, fulfilment of objectives and customers loyalty increase, results 
linked to the employees’ work (Table 5). On the contrary, according to 
the literature, the email is more related to knowledge in organizations 
development [54].

Tecnologies Mean Std. dev.

In
tr

a

Internet connection 4.85 0.494
Email 4.46 0.978
Existence of Intranet 4.43 1.060
PMS –Property Management System- 4.40 1.097

In
te

r

Internet connection 4.75 0.619
Email 4.73 0.595
Web site 4.61 0.756
Web 2.0/Blogs 4.39 0.938
CRS -Central Reservation System- 4.35 0.983

O
rg

an
is

at
io

na
l P

er
fo

rm
an

ce
 

Increased customers loyalty 4.10 0.804
Competitive position improvement 4.06 0.807
Quality improvement 4.04 0.827
Efficiency increase 3.98 0.894
Costs reduction 3.94 0.893
Sales growth  3.88 0.885
Fulfilment of objectives 3.87 0.906
Increase of profits 3.72 0.881
Strategic renewal 3.69 0.909
Innovation 3.69 0.970
Development of new products 3.63 0.949

Source: Compiled by authors

Table 2: Descriptive statistical analysis of the variables.

Internet connection – Performance Value Approx. 
Significance

Internet connection - Market share increase  Cramer's V 0.367 0.000
Internet connection - Increase of profits  Cramer's V 0.273 0.022
Internet connection - Strategic renewal  Cramer's V 0.593 0.000
Internet connection - Efficiency increase  Cramer's V 0.167 0.711
Internet connection-Sales growth  Cramer's V 0.320 0.005
Internet - Fulfilment of objectives  Cramer's V 0.325 0.000
Internet connection - Development of new 
services

 Cramer's V 0.317 0.001

Internet connection - Customers loyalty 
increase

 Cramer's V 0.260 0.011

Internet connection - Innovation  Cramer's V 0.281 0.003
Internet connection - Quality improvement  Cramer's V 0.246 0.023
Internet connection - Competitive position 
improvement

 Cramer's V 0.262 0.039

Internet connection - Costs reduction  Cramer's V 0.204 0.352
Source: Compiled by authors

Table 3: Internet connection- Intra-organizational level - Organizational results.
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• The Property Management Systems were more correlated to 
organizational results than the email. Thus, they are linked to strategic 
renewal, customer loyalty increase, quality improvement and cost 
reduction (Table 6). These results are linked to the very purpose of this 
tool, which is to improve the management of both the back-office, that 
includes, among others, the financial and commercial arrangements, 
and the front office, which would be linked to other related to customers 
activities: reception, telephone connections. etc. [27]. Additionally, 
the study of these authors shows that hotels using PMS reach higher 
productivity rates than those which do not use it. Finally, we analysed 
organizational results achieved related to the use of technologies at 
inter-organizational level: Internet, email, website, CRM, CRS, Web 
2.0 and blogs. We have reached the following conclusions:

• The use of Internet with the stakeholders in the analysed hotels 
does not imply so good organizational results as those achieved by its 
use among employees. They include strategic renewal, sales growth, 
fulfilment of objectives and, finally, one which most sense has for 
the remarkable link between Internet and customers: customers 
loyalty increase (Table 7). Internet itself can be considered as an 
important innovation that can contribute to the increase of companies’ 
competitiveness, as it facilitates the relationship with customers [55]. 
Then, Internet is a new communication and distribution channel 

for consumers and suppliers of products and services in the tourism 
sector [56]. Internet has been highlighted as one of the most influential 
technologies commercially to the consumers’ behaviour [34,57,58]. 

• The e-mail, which is conceived as a tool for inter-organizational 
learning, almost did not have relationship with organizational results 
of the analysed hotels. Thus, it only had a significant association with 
the strategic renewal and fulfilment of objectives (Table 8). The email 
has been seen as a mean of marketing with commercial purposes and 
results, but lately its use has been limited by the appearance of spam 
[59].

• The website had a greater effect on organizational performance 
because it leads to increase in the efficiency, fulfilment of objectives, 
customer loyalty increase. It is a key tool in the hotel sector’s interaction 
with customers and the possible increase in consumer buying intention 
depends on its quality [60]. Finally, it leads to innovation (Table 9). 
The websites are a key tool to attract customers, especially through its 
design [37,61].

• Customer Relationship Management (CRM) is a technology 
based on deep insight into our customers’ identification in order to 
adapt products and services to their tastes and preferences. It was 
associated with a considerable number of organizational performances 

Internet connection – Performance Value Approx. 
Significance

Intranet connection - Market share increase  Cramer's V 0.233 0.111
Intranet connection -Increase of profits  Cramer's V 0.297 0.002
Intranet connection - Strategic renewal  Cramer's V 0.337 0.000
Intranet connection - Efficiency increase  Cramer's V 0.226 0.153
Intranet connection - Sales growth  Cramer's V 0.317 0.002
Intranet - Fulfilment of objectives  Cramer's V 0.287 0.010
Intranet connection - Development of new 
services

 Cramer's V 0.248 0.054

Intranet connection - Customers loyalty 
increase

 Cramer's V 0.280 0.015

Intranet connection - Innovation  Cramer's V 0.252 0.064
Intranet connection - Quality improvement  Cramer's V 0.270 0.026
Intranet connection - Competitive position 
improvement

 Cramer's V 0.231 0.123

Intranet connection - Costs reduction  Cramer's V 0.300 0.001
Source: Compiled by authors

Table 4: Intranet connection- Intra-organizational level - Organizational results.

Email-Performance Value Approx. 
Significance

Email - Market share increase  Cramer's V 0.227 0.149
Email - Increase of profits  Cramer's V 0.222 0.180
Email - Strategic renewal  Cramer's V 0.293 0.003
Email - Efficiency increase  Cramer's V 0.220 0.199
Email - Sales growth  Cramer's V 0.259 0.097
Email - Fulfilment of objectives  Cramer's V 0.471 0.000
Email - Development of new services  Cramer's V 0.237 0.092
Email - Customers loyalty increase  Cramer's V 0.366 0.000
Email - Innovation  Cramer's V 0.229 0.163
Email - Quality improvement  Cramer's V 0.223 0.200
Email - Competitive position improvement  Cramer's V 0.219 0.208
Email - Costs reduction  Cramer's V 0.201 0.380
Source: Compiled by authors

Table 5: Intra-organizational email - Organizational results.

PMS-Performance Value Approx. 
Significance

PMS - Market share increase  Cramer's V 0.217 0.455
PMS - Increase of profits  Cramer's V 0.223 0.396
PMS - Strategic renewal  Cramer's V 0.321 0.002
PMS - Efficiency increase  Cramer's V 0.247 0.171
PMS - Sales growth  Cramer's V 0.255 0.098
PMS - Fulfilment of objectives  Cramer's V 0.228 0.350
PMS - Development of new services  Cramer's V 0.260 0.093
PMS - Customers loyalty increase  Cramer's V 0.325 0.004
PMS - Innovation  Cramer's V 0.251 0.172
PMS - Quality improvement  Cramer's V 0.281 0.049
PMS - Competitive position improvement  Cramer's V 0.210 0.543
PMS - Costs reduction  Cramer's V 0.300 0.008
Source: Compiled by authors

Table 6: PMS at intra-organizational level – Organizational results.

Internet connection – Performance Value Approx. 
Significance

Internet connection - Market share increase  Cramer's V 0.190 0.508
Internet connection - Increase of profits  Cramer's V 0.225 0.161
Internet connection - Strategic renewal  Cramer's V 0.283 0.006
Internet connection - Efficiency increase  Cramer's V 0.201 0.378
Internet connection - Sales growth  Cramer's V 0.273 0.047
Internet connection - Fulfilment of objectives  Cramer's V 0.309 0.003
Internet connection - Development of new 
services

 Cramer's V 0.175 0.678

Internet connection - Customers loyalty 
increase

 Cramer's V 0.322 0.001

Internet connection - Innovation  Cramer's V 0.198 0.408
Internet connection - Quality improvement  Cramer's V 0.199 0.397
Internet connection - Competitive position 
improvement

 Cramer's V 0.231 0.126

Internet connection - Costs reduction  Cramer's V 0.162 0.805
Source: Compiled by authors

Table 7: Internet connection at inter-organizational level- Organizational results.
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as market share increase, profits increase, strategic renewal, 
development of new services, quality improvement and costs reduction 
(Table 10). The literature, in general, is based on the fact that the CRM 
increases customers’ satisfaction and, therefore, leads to customers’ 
retention [62]. Notwithstanding, we have to consider that the research 
that reveals the relationship between CRM and the performance of a 
hotel is scarce [62] and that the existing studies reject its impact on 
organizational performance [63,64].

• The Central Reservation Systems (CRS), an application of central 
location, that controls and updates the inventory of rooms, prices in 
different distribution channels and allows the automatic management 
of the reserves, produced a large number of organizational results 
that can be obtained through its use at inter-organizational level. 
Specifically, most of them, with exception of the development of 
new services, innovation and competitive position improvement. It 
indicates that there is a clear orientation towards financial returns 
(Table 11). According to Figueroa [25], the CRS offer clear advantages 
for the management of a hotel which is also supported by our study.

• Finally, more innovative technologies used with stakeholders, 
especially customers, namely, the Web 2.0 and the blogs, also have a 
significant association with most of the analysed results unless with 
profits increase, strategic renewal, competitive position improvement 
and costs reduction,. i.e., results closely linked with the financial aspects 
of the company (Table 12). 

Conclusions and Discussion 
According to results of descriptive statistics, we find that Internet 

is the most valued technology by respondents from the analysed hotels 
because of its utility at both intra-organizational learning - learning 
among employees, as well as inter-organizational level-learning with 
the stakeholders. These results are in line with Sooraksa [65] who 
indicates that organizational learning among employees in the hotel 

Email -Performance Value Approx. 
Significance

Email - Market share increase  Cramer's V 0.199 0.398
Email - Increase of profits  Cramer's V 0.215 0.236
Email - Strategic renewal  Cramer's V 0.271 0.013
Email - Efficiency increase  Cramer's V 0.243 0.070
Email - Sales growth  Cramer's V 0.240 0.226
Email - Fulfilment of objectives  Cramer's V 0.284 0.012
Email - Development of new services  Cramer's V 0.244 0.064
Email - Customers loyalty increase  Cramer's V 0.246 0.082
Email - Innovation  Cramer's V 0.224 0.193
Email - Quality improvement  Cramer's V 0.213 0.276
Email - Competitive position improvement  Cramer's V 0.183 0.581
Email - Costs reduction  Cramer's V 0.155 0.859
Source: Compiled by authors

Table 8: Email – Organizational results.

Website – Performance Value Approx. 
Significance

Website - Market share increase  Cramer's V 0.199 0.404
Website - Increase of profits  Cramer's V 0.181 0.611
Website - Strategic renewal  Cramer's V 0.220 0.194
Website - Efficiency increase  Cramer's V 0.261 0.025
Website - Sales growth  Cramer's V 0.218 0.449
Website - Fulfilment of objectives  Cramer's V 0.266 0.032
Website - Development of new services  Cramer's V 0.219 0.206
Website - Customers loyalty increase  Cramer's V 0.290 0.008
Website - Innovation  Cramer's V 0.290 0.008
Website - Quality improvement  Cramer's V 0.224 0.192
Website - Competitive position improvement  Cramer's V 0.216 0.232
Website - Costs reduction  Cramer's V 0.203 0.352
Source: Compiled by authors

Table 9: Website- Organisational results.

CRM-Performance Value Approx.  
significance

CRM - Market share increase  Cramer's V 0.333 0.001
CRM - Increase of profits  Cramer's V 0.289 0.018
CRM - Strategic renewal  Cramer's V 0.311 0.004
CRM - Efficiency increase  Cramer's V 0.269 0.060
CRM - Sales growth  Cramer's V 0.254 0.102
CRM - Fulfilment of objectives  Cramer's V 0.264 0.101
CRM - Development of new services  Cramer's V 0.317 0.002
CRM - Customers loyalty increase  Cramer's V 0.276 0.061
CRM – Innovation  Cramer's V 0.258 0.132
CRM - Quality improvement  Cramer's V 0.303 0.015
CRM - Competitive position improvement  Cramer's V 0.203 0.619
CRM - Costs reduction  Cramer's V 0.298 0.010
Source: Compiled by authors

Table 10: CRM-Organizational results.

CRS-Performance Value Approx. 
Significance

CRS - Market share increase  Cramer's V 0.310 0.004
CRS  - Increase of profits  Cramer's V 0.289 0.018
CRS  - Strategic renewal  Cramer's V 0.348 0.000
CRS  - Efficiency increase  Cramer's V 0.309 0.004
CRS  - Sales growth  Cramer's V 0.273 0.033
CRS  - Fulfilment of objectives  Cramer's V 0.281 0.048
CRS  - Development of new services  Cramer's V 0.265 0.074
CRS  - Customers loyalty increase  Cramer's V 0.368 0.000
CRS  - Innovation  Cramer's V 0.239 0.256
CRS  - Quality improvement  Cramer's V 0.334 0.002
CRS  - Competitive position improvement  Cramer's V 0.248 0.165
CRS  - Costs reduction  Cramer's V 0.395 0.000
Source: Compiled by authors

Table 11: CRS-Organizational results.

Web 2.0/Blogs-Performance Value Approx. 
Significance

Web 2.0/Blogs - Market share increase  Cramer's V 0.282 0.028
Web 2.0/Blogs  - Increase of profits  Cramer's V 0.270 0.056
Web 2.0/Blogs  - Strategic renewal  Cramer's V 0.237 0.254
Web 2.0/Blogs  - Efficiency increase  Cramer's V 0.274 0.045
Web 2.0/Blogs  - Sales growth  Cramer's V 0.273 0.032
Web 2.0/Blogs - Fulfilment of objectives  Cramer's V 0.349 0.001
Web 2.0/Blogs  - Development of new services  Cramer's V 0.310 0.004
Web 2.0/Blogs  - Customers loyalty increase  Cramer's V 0.394 0.000
Web 2.0/Blogs  - Innovation  Cramer's V 0.371 0.000
Web 2.0/Blogs - Quality improvement  Cramer's V 0.282 0.047
Web 2.0/Blogs  - Competitive position 
improvement

 Cramer's V 0.231 0.312

Web 2.0/Blogs  - Costs reduction  Cramer's V 0.257 0.108
Source: Compiled by authors

Table 12: Web 2.0/Blogs-Organizational results. 

http://dx.doi.org/10.4172/2169-0286.1000115


Citation: Pedroche MSC, Antón JMR, Andrada RL, Karaboytcheva MK (2015) A Study on the Influence of Technologies Applied to Organizational 
Performance Learning in the Hotel Sector. J Hotel Bus Manage 4: 115. doi:10.4172/2169-0286.1000115

Page 6 of 8

Volume 4 • Issue 1 • 1000115
J Hotel Bus Manage
ISSN: 2169-0286 JHBM, an open access journal

industry has involved extensive use of Internet. Furthermore, Internet 
is important in the commercial area referring to a good learning from 
customers, suppliers, etc. as testified by Redondo [66].

We can find studies focused on how organizational learning 
can affect organizational effectiveness in the tourism sector [7-
9] and specifically, in the hotel sector it is proved empirically that 
organizational learning influences organizational performance [67]. 
Then, some researchers analyse organizational learning as a cause that 
explains and solves the problems related to new technologies use in 
organizations [3]. We analysed which technologies associated with 
learning generate specific organizational results. We found that the 
most valued result is customer loyalty increase.

Specifically, organizational learning-oriented technologies which 
have had a greater effect on organizational outcomes on intra-
organizational level are Internet and Intranet. Internet use among hotel 
employees assumes, according to our study, an improvement of all 
organizational results analysed unless operational efficiency increase 
and costs reduction. This means that Internet is a very powerful tool 
and a key for the development of appropriate management of the 
tourist organization through organizational learning, as indicated by 
Martin-Rojas et al. [5].

Although the use of Intranet supports the use and access to 
knowledge flowing in the organization [68-71], this study has shown 
that even though it may influence some organizational results, it has no 
such a positive impact as Internet.

In order to obtain positive results, the most valued technology-
oriented to organizational learning at inter-organizational level is 
the CRS, followed by Web 2.0, blogs and CRM and to a lesser extent 
Internet, website and email which can be highlighted as they are 
technologies closely linked to customers and suppliers although two of 
them, Internet and website, are significantly associated with customers 
loyalty. The CRS allows mainly to control, promote and sell products 
globally as well as to facilitate the yield management, as advocates 
Buhalis [26]. This can be related mainly to good financial returns, as 
indicated in this study, through results such as market share increase, 
profits increase, sales growth, etc.

Web 2.0 and blogs have also been highlighted in this study as a 
technology that can generate efficient results if used as a learning tool 
at inter-organizational level. According to Lim et al. [72] introducing 
Web 2.0 technologies allow to interact with clients to share comments 
and provide feedback. 

On the one hand, from an academic perspective, this study 
enhances the understanding of the importance of ICTs as a tool that 
can improve organizational results from a learning point of view. As 
mentioned in the literature, previous research has been more focused 
on the introduction and development of ICTs and their costs and 
benefits [16-19,21], but not from a specific point of view as it is the 
learning. On the other hand, this study re-emphasize that Internet 
can improve performance and competitiveness, as indicated also by 
Namasivayam et al. [73], Porter [74] and Salter et al. [75]; and the CRS 
could be seen as a new competitive source, as indicated by Mihalič and 
Buhalis [14].

From the business perspective, we conclude that (1) the use of 
Internet is a key learning tool that can generate positive results in 
hotels and, above all, its use at inter-organizational level, it is to say, 
between employees. It means that employees have to make more use 
of it like Intranet (2) that the hotels should promote the use of the CRS 

as interaction tool with stakeholders as it can generate effective results 
at inter-organizational level similarly as the blogs and Web 2.0; (3) that 
the customer loyalty increase is one of the most appreciated results 
from the use of ICT as a learning tool. Thus, hotels should give it a 
boost as customer loyalty can lead to better financial results.

We have to point out that there are a number of limitations in 
this work. First of all, the measurement of variables is based on the 
subjective assessments of respondents. The collected information 
comes from the perceptions of a single informant - senior and middle 
managers of the hotel establishments, which includes a certain degree 
of subjectivity in their opinions. Even though it is a common approach 
in such studies, the possibility of including more objective measures 
to improve the validity of the obtained results could be considered. 
However, it is not easy to obtain such information in the hotel industry 
which makes difficult gathering more objective measurements.

Finally, we could point out the following future research lines: (1) 
it would be interesting to consider a qualitative research methodology, 
introducing case studies, in order to be able to compare between our 
results and business practices; (2) owing to the fact that our study 
includes hotels of 3, 4 and 5 stars, a comparison between the level of 
learning achieved by different categories could be made. Furthermore, 
a cluster analysis could be carried out according to the size of the hotel, 
age, number of employees and belonging or not to a chain; (3) finally, 
this study could be carried out in other Spanish regions or regions in 
other countries in order to determine whether there are significant 
statistical differences in comparison with our results of the ICTs-
related organizational results in terms of learning. 

References

1. Law R, Leung R, Au N, Lee HA (2013) Progress and development of information 
technology in the hospitality industry: evidence from Cornell hospitality 
quarterly. Cornell Hospitality Quarterly 51: 10-24.

2. Law R, Buhalis D, Cobanoglu C (2014) Progress on information and 
communication technologies in hospitality and tourism. International Journal of 
Contemporary Hospitality Management 26: 727-750.

3. Robey D, Boudreau MC, Rose GM (2000) Information technology and 
organizational learning. A review and assessment of research. Accounting 
management and Information Technologies 10: 125-155.

4. Mihi-Ramirez A, Garcia Morales VJ, Martin Rojas R (2011) Knowledge creation, 
organizational learning and their effects on organizational performance. 
Inzinerine Ekonomika-Engineering Economics 22: 309-318.

5. Martín-Rojas R, García-Morales, VJ, Mihi-Ramírez A (2014) Knowledge-based 
organization in tourism industry. Inzinerine Ekonomika-Engineering Economics 
25: 82-93.

6. DiBella A, Nevis EC, Gould JM (1996) Understanding organizational learning 
capability. Journal of Management Studies 33: 361-379.

7. Petrash G (1996) Dow´s journey to a knowledge value management culture. 
European Management Journal 14: 365-373.

8. Gupta AK, Govindarajan V (2000) Knowledge flows within multinational 
corporations. Strategic Management Journal 21: 473-496.

9. Olivera F (2000) Memory systems in organizations: an empirical investigation 
of mechanisms for knowledge collection. Storage and access. The Journal of 
Management Studies 37: 811-832.

10. Ruíz-Molina ME, Gil-Saura I, Moliner-Velázquez B (2011) Does technology 
make a difference? Evidence from Spanish Hotels. Service Business. An 
International Journal 5: 1-12.

11. Law R, Jogaratnam G (2005) A study of hotel information technology 
applications. International Journal of Contemporary Hospitality Management 
17: 170-180.

12. Piccoli G, Lui TW (2014) The competitive impact of information technology: 

http://dx.doi.org/10.4172/2169-0286.1000115
http://cqx.sagepub.com/content/54/1/10.short
http://cqx.sagepub.com/content/54/1/10.short
http://cqx.sagepub.com/content/54/1/10.short
http://www.emeraldinsight.com/doi/abs/10.1108/IJCHM-08-2013-0367
http://www.emeraldinsight.com/doi/abs/10.1108/IJCHM-08-2013-0367
http://www.emeraldinsight.com/doi/abs/10.1108/IJCHM-08-2013-0367
http://www.sciencedirect.com/science/article/pii/S095980229900017X
http://www.sciencedirect.com/science/article/pii/S095980229900017X
http://www.sciencedirect.com/science/article/pii/S095980229900017X
http://erem.ktu.lt/index.php/EE/article/view/521
http://erem.ktu.lt/index.php/EE/article/view/521
http://erem.ktu.lt/index.php/EE/article/view/521
http://www.itc.ktu.lt/index.php/EE/article/download/2030/3432
http://www.itc.ktu.lt/index.php/EE/article/download/2030/3432
http://www.itc.ktu.lt/index.php/EE/article/download/2030/3432
file:///E:/Journals/IJEMS/IJEMS%20Vol%204/IJEMS%20Vol%204.10/IJEMS%20Vol%204.10_AI/onlinelibrary.wiley.com/doi/10.1111/j.1467-6486.1996.tb00806.x/pdf
file:///E:/Journals/IJEMS/IJEMS%20Vol%204/IJEMS%20Vol%204.10/IJEMS%20Vol%204.10_AI/onlinelibrary.wiley.com/doi/10.1111/j.1467-6486.1996.tb00806.x/pdf
http://www.sciencedirect.com/science/article/pii/0263237396000230
http://www.sciencedirect.com/science/article/pii/0263237396000230
file:///E:/Journals/IJEMS/IJEMS%20Vol%204/IJEMS%20Vol%204.10/IJEMS%20Vol%204.10_AI/onlinelibrary.wiley.com/doi/10.1002/(SICI)1097-0266(200004)21:4%3C473::AID-SMJ84%3E3.0.CO;2-I/pdf
file:///E:/Journals/IJEMS/IJEMS%20Vol%204/IJEMS%20Vol%204.10/IJEMS%20Vol%204.10_AI/onlinelibrary.wiley.com/doi/10.1002/(SICI)1097-0266(200004)21:4%3C473::AID-SMJ84%3E3.0.CO;2-I/pdf
http://scholar.google.co.in/scholar?q=Memory+systems+in+organizations%3A+an+empirical+investigation+of+mechanisms+for+knowledge+collection.+Storage+and+access.+&btnG=&hl=en&as_sdt=0%2C5
http://scholar.google.co.in/scholar?q=Memory+systems+in+organizations%3A+an+empirical+investigation+of+mechanisms+for+knowledge+collection.+Storage+and+access.+&btnG=&hl=en&as_sdt=0%2C5
http://scholar.google.co.in/scholar?q=Memory+systems+in+organizations%3A+an+empirical+investigation+of+mechanisms+for+knowledge+collection.+Storage+and+access.+&btnG=&hl=en&as_sdt=0%2C5
http://link.springer.com/article/10.1007/s11628-010-0098-y
http://link.springer.com/article/10.1007/s11628-010-0098-y
http://link.springer.com/article/10.1007/s11628-010-0098-y
http://www.emeraldinsight.com/doi/abs/10.1108/09596110510582369
http://www.emeraldinsight.com/doi/abs/10.1108/09596110510582369
http://www.emeraldinsight.com/doi/abs/10.1108/09596110510582369
http://www.palgrave-journals.com/ejis/journal/v23/n6/abs/ejis201320a.html


Citation: Pedroche MSC, Antón JMR, Andrada RL, Karaboytcheva MK (2015) A Study on the Influence of Technologies Applied to Organizational 
Performance Learning in the Hotel Sector. J Hotel Bus Manage 4: 115. doi:10.4172/2169-0286.1000115

Page 7 of 8

Volume 4 • Issue 1 • 1000115
J Hotel Bus Manage
ISSN: 2169-0286 JHBM, an open access journal

can commodity IT contribute to competitive performance? European Journal of 
Information Systems 23: 616-628.

13. Terrett -Rojas R, García Morales VJ, Mihi Ramirez A (2011) How can we 
increase Spanish technology firms’ performance? Journal of knowledge 
Management 15: 759-778.

14. Mihalič T, Buhalis D (2013) ICT as a new competitive advantage factor-Case of 
small transitional hotel sector. Economic Business Review 15: 33-56.

15. Sirirak S, Islam N, Khang DB (2011) Does ICT adoption enhance hotel 
performance? Journal of Hospitality and Tourism Technology 2: 34-49.

16. Hudson BT (1994) Innovation through acquisition. The Cornell Hotel and 
Restaurant Administration Quarterly 35: 82-87.

17. Jones P (1996) Management hospitality innovation. The Cornell Hotel and 
Restaurant Administration Quartely 37: 86-97.

18. Van Hoof HB, Verbeteen MJ, Combrick TE (1996) Information technology 
revisited-international lodging-industry technology needs and perceptions: A 
comparative study. The Cornell Hotel and Restaurant Administration Quarterly 
37: 86-91.

19. Feinstein AH, Stefanelli JM (1999) Technology application in foodservice 
pursaching: A primer for foodservices marketers. Journal of Restaurant and 
foodservice Marketing 32: 3-22.

20. Leung R, Law R (2007) Information technology publications in leading tourism 
journals: a study of 1985 to 2004. Information Technology and Tourism 9: 133-
144.

21. Yang JT (2008) Individual attitudes and organizational knowledge sharing. 
Tourism Management 29: 345-353.

22. Law R, Leung R, Buhalis D (2009) Information technology applications in 
hospitality and tourism: a review of publications from 2005 to 2007. Journal of 
Travel and Tourism Marketing 26: 599-623.

23. Ip C, Leung R, Law R (2011) Progress and development of information 
and communication technologies in hospitality. International Journal of 
Contemporary Hospitality Management 23: 533-551

24. Xiaoqiu MaJ, Buhalis D, Song H (2003) ICTs and Internet adoption in China´s 
Tourism Industry. International Journal of Information Management 23: 451-
467.

25. Figueroa C, Talón P (2007) La gestión de la información en el sector hotelero 
madrileño: La inversión en TICs. La importancia de la conectividad y las 
características del hotel. XXI Congreso Anual AEDEM. Universidad Rey Juan 
Carlos. Madrid.

26. Buhalis D, Main H (1998) Information technology in peripheral small and 
medium hospitality enterprises: Strategic analysis and critical factors. 
International Journal of Contemporary Hospitality Management 10: 198-202.

27. Xiang Z, Gretzel U (2010) Role of social media online travel information search. 
Tourism Management 31: 179-188.

28. Ryssel R, Ritter T, Gemunden HG (2004) The impact of information technology 
deployment on trust. Commitment and value creation in business relationships. 
Journal of Business and Industrial Marketing 19: 197-207.

29. Fiol C, Lyles M (1985) Organizational learning. Academy of Management 
Review 10: 803-813.

30. Spender JC (2008) Organizational Learning and Knowledge Management: 
Whence and Whither? Management Learning 39: 159-176.

31. Moreno MJ, Vargas A (2003) El modelo THALEC para la gestión interna del 
conocimiento: Una definición de los elementos facilitadores del aprendizaje 
organziativo. XII Congreso de la Asociación Española de Contabilidad y 
Administración de Empresas (AECA). Cádiz.

32. Terrett A (1998) Knowledge management and the law firm. Journal of 
Knowledge Management 2: 67-76.

33. Mazón C, Pereira P (1999) Las empresas industriales y las tecnologías de 
Internet. Economía Industrial 329: 99-108.

34. Kahle E (2002) Implications of new economy traits for the tourism industry. 
Journal of Quality Assurance in Hospitality and Tourism 3: 5-23.

35. Hjalager A (2002) Repairing innovation defectiveness in tourism. Tourism 
Management 23: 465-474. 

36. Rodrígues J, Burguet G (2003) El turismo. La ciencia y la innovación 
tecnológica. Mundo turístico 2: 2-4.

37. Buhalis D, Law R (2008) Progress in information technology and tourism 
management: 20 years on and 10 years after internet. The state of e-tourism 
research. Tourism Management 24: 609-623.

38. Martínez León I (2002) El aprendizaje en las organizaciones. Aplicación al 
sector agroalimentario. Tesis Doctoral. Universidad Politécnica de Cartagena.

39. Piccoli G, O´Connor P, Capiccioli C, Álvarez R (2003) Customer relationship 
management: A driver for change in the structure of the US lodging industry. 
Cornell Hotel and Restaurant Administration Quartely 44: 61-73.

40. Ham S, Kim W, Jeong S (2005) Effect of information technology on performance 
in upscale hotels. International Journal of Hospitality Management 24: 281-294.

41. Siguaw A, Enz A, Namasivayam K (2000) Adoption of information technology 
in US hotels strategically driven objetives. Journal of Travel Research 39: 192-201.

42. Sahadev S, Islam N (2005) Why hotels adopt ICTs: A study on the ICT adoption 
propensity of hotels in Thailand. International Journal of Contemporary 
Hospitality Management 17: 391-401.

43. Brown J, Dev C (1999) Looking beyond RevPar: Productivity consequences of 
hotel strategies. Cornell Hotel & Restaurant Administration Quarterly 40: 23-33.

44. Sigala M (2003) The information and communication technologies productivity 
impact on the UK hotel sector. International Journal of Operations and 
Productions Management 23: 1224-1245.

45. Witt AC, Witt F (1989) Why productivity in the hotel sector is low? International 
Journal of Contemporary Hospitality Management 1: 28-33.

46. David J, Grabski S, Kasavana M (1996) The productivity paradox of hotel-
industry technology. The Cornell Hotel & Restaurant Administration Quarterly 
37: 64-70.

47. Olsen MD, Connolly DJ (2000) Experience-based travel: How technology is 
changing the hospitality industry. Cornell hotel and Restaurant Administration 
Quarterly 40: 30-40.

48. Tae GK, Jae HL, Rob L (2008) An empirical examination of the acceptance 
behavior of hotel front office systems: An extended technology acceptance 
model. Tourism Management 29: 500-513.

49. Karadag E, Cobanoglu C, Dickinson C (2009) The characteristics of IT 
investment decisions and method used in the US lodging industry. International 
Journal of Contemporary Hospitality Management 21: 52-68.

50. INE (2014) Encuesta de ocupación hotelera. Principales resultados 2014 
provisional.  

51. Comisión Europea (2003) CE. Diario Oficial de la UE.

52. Wan H (2000) Opportunities to enhance a commercial web site. Information & 
Management 38: 15-21.

53. Garbin D (2008) The effects of Intranet. Internet and Extranet on performance in 
hospitality industry: A case of split region. An enterprise Odyssey. International 
Conference Proceedings, Zagreb 860-873. 

54. Stevens RG, McElhill J (2000) A qualitative study and model of the use of e-mail 
in the organizations. Internet research: Electronic Networking Applications and 
Policy 10: 271-283.

55. Garau Vadell JB, Orfila-Sintes F (2008) Internet innovation for external relations 
in the Balearic hotel industry. The Journal of Business & Industrial Marketing 
23: 70-80.

56. Frías DM, Rodriguez MA, Castañeda JA (2008) Internet vs. travel agencies on 
pre-visit destination image formation: An information processing view. Tourism 
Management 29: 163-179.

57. Bonn MA, Furr HL, Susskind AM (1988) Using the Internet as a pleasure 
travel planning tool: An examination of the sociodemographic and behavioural 
characteristics among Internet users and non-users. Journal of Hospitality & 
Tourism Research 22: 303-317.

58. Luo S, Lorenzi F, Saldana R, Licthnow D (2004) A tourism recommender 
system based on collaboration and next analysis. Information Technology and 
Tourism Marketing 17: 15-25.

59. O´Connor P (2008) E-mail marketing by international hotel chains. Cornell 
Hospitality Quartely 49: 42-52.

http://dx.doi.org/10.4172/2169-0286.1000115
http://www.palgrave-journals.com/ejis/journal/v23/n6/abs/ejis201320a.html
http://www.palgrave-journals.com/ejis/journal/v23/n6/abs/ejis201320a.html
http://www.emeraldinsight.com/doi/abs/10.1108/13673271111174311
http://www.emeraldinsight.com/doi/abs/10.1108/13673271111174311
http://www.emeraldinsight.com/doi/abs/10.1108/13673271111174311
http://edr.ef.uni-lj.si.hosting-7.domovanje.com/ojs/index.php/ebr/article/view/214
http://edr.ef.uni-lj.si.hosting-7.domovanje.com/ojs/index.php/ebr/article/view/214
http://www.emeraldinsight.com/doi/abs/10.1108/17579881111112403
http://www.emeraldinsight.com/doi/abs/10.1108/17579881111112403
http://cqx.sagepub.com/content/35/3/82.short
http://cqx.sagepub.com/content/35/3/82.short
http://www.sciencedirect.com/science/article/pii/0010880496889798
http://www.sciencedirect.com/science/article/pii/0010880496889798
http://www.sciencedirect.com/science/article/pii/S0010880497899673
http://www.sciencedirect.com/science/article/pii/S0010880497899673
http://www.sciencedirect.com/science/article/pii/S0010880497899673
http://www.sciencedirect.com/science/article/pii/S0010880497899673
http://www.tandfonline.com/doi/abs/10.1300/J061v03n02_02
http://www.tandfonline.com/doi/abs/10.1300/J061v03n02_02
http://www.tandfonline.com/doi/abs/10.1300/J061v03n02_02
http://www.ingentaconnect.com/content/cog/itt/2007/00000009/00000002/art00007
http://www.ingentaconnect.com/content/cog/itt/2007/00000009/00000002/art00007
http://www.ingentaconnect.com/content/cog/itt/2007/00000009/00000002/art00007
http://www.sciencedirect.com/science/article/pii/S0261517707000611
http://www.sciencedirect.com/science/article/pii/S0261517707000611
http://www.tandfonline.com/doi/abs/10.1080/10548400903163160
http://www.tandfonline.com/doi/abs/10.1080/10548400903163160
http://www.tandfonline.com/doi/abs/10.1080/10548400903163160
http://www.emeraldinsight.com/doi/abs/10.1108/09596111111130029
http://www.emeraldinsight.com/doi/abs/10.1108/09596111111130029
http://www.emeraldinsight.com/doi/abs/10.1108/09596111111130029
file:///E:/Journals/IJEMS/IJEMS%20Vol%204/IJEMS%20Vol%204.10/IJEMS%20Vol%204.10_AI/dialnet.unirioja.es/descarga/articulo/2517647.pdf
file:///E:/Journals/IJEMS/IJEMS%20Vol%204/IJEMS%20Vol%204.10/IJEMS%20Vol%204.10_AI/dialnet.unirioja.es/descarga/articulo/2517647.pdf
file:///E:/Journals/IJEMS/IJEMS%20Vol%204/IJEMS%20Vol%204.10/IJEMS%20Vol%204.10_AI/dialnet.unirioja.es/descarga/articulo/2517647.pdf
file:///E:/Journals/IJEMS/IJEMS%20Vol%204/IJEMS%20Vol%204.10/IJEMS%20Vol%204.10_AI/dialnet.unirioja.es/descarga/articulo/2517647.pdf
http://www.emeraldinsight.com/doi/abs/10.1108/09596119810227811
http://www.emeraldinsight.com/doi/abs/10.1108/09596119810227811
http://www.emeraldinsight.com/doi/abs/10.1108/09596119810227811
http://www.sciencedirect.com/science/article/pii/S0261517709000387
http://www.sciencedirect.com/science/article/pii/S0261517709000387
http://www.emeraldinsight.com/doi/abs/10.1108/08858620410531333
http://www.emeraldinsight.com/doi/abs/10.1108/08858620410531333
http://www.emeraldinsight.com/doi/abs/10.1108/08858620410531333
http://mlq.sagepub.com/content/39/2/159.short
http://mlq.sagepub.com/content/39/2/159.short
http://www.emeraldinsight.com/doi/abs/10.1108/EUM0000000004608
http://www.emeraldinsight.com/doi/abs/10.1108/EUM0000000004608
http://dialnet.unirioja.es/servlet/articulo?codigo=140154
http://dialnet.unirioja.es/servlet/articulo?codigo=140154
http://www.tandfonline.com/doi/abs/10.1300/J162v03n03_02
http://www.tandfonline.com/doi/abs/10.1300/J162v03n03_02
http://www.sciencedirect.com/science/article/pii/S0261517702000134
http://www.sciencedirect.com/science/article/pii/S0261517702000134
http://www.sciencedirect.com/science/article/pii/S0261517708000162
http://www.sciencedirect.com/science/article/pii/S0261517708000162
http://www.sciencedirect.com/science/article/pii/S0261517708000162
http://repositorio.bib.upct.es/dspace/handle/10317/775
http://repositorio.bib.upct.es/dspace/handle/10317/775
http://www.sciencedirect.com/science/article/pii/S001088040390259X
http://www.sciencedirect.com/science/article/pii/S001088040390259X
http://www.sciencedirect.com/science/article/pii/S001088040390259X
http://www.sciencedirect.com/science/article/pii/S0278431904000714
http://www.sciencedirect.com/science/article/pii/S0278431904000714
file:///E:/Journals/IJEMS/IJEMS%20Vol%204/IJEMS%20Vol%204.10/IJEMS%20Vol%204.10_AI/jtr.sagepub.com/content/39/2/192.short
file:///E:/Journals/IJEMS/IJEMS%20Vol%204/IJEMS%20Vol%204.10/IJEMS%20Vol%204.10_AI/jtr.sagepub.com/content/39/2/192.short
http://www.emeraldinsight.com/doi/abs/10.1108/09596110510604814
http://www.emeraldinsight.com/doi/abs/10.1108/09596110510604814
http://www.emeraldinsight.com/doi/abs/10.1108/09596110510604814
http://www.sciencedirect.com/science/article/pii/S0010880499800214
http://www.sciencedirect.com/science/article/pii/S0010880499800214
http://www.emeraldinsight.com/doi/abs/10.1108/01443570310496643
http://www.emeraldinsight.com/doi/abs/10.1108/01443570310496643
http://www.emeraldinsight.com/doi/abs/10.1108/01443570310496643
http://www.emeraldinsight.com/doi/abs/10.1108/EUM0000000001669
http://www.emeraldinsight.com/doi/abs/10.1108/EUM0000000001669
http://www.sciencedirect.com/science/article/pii/0010880496831028
http://www.sciencedirect.com/science/article/pii/0010880496831028
http://www.sciencedirect.com/science/article/pii/0010880496831028
http://www.sciencedirect.com/science/article/pii/S0010880400888837
http://www.sciencedirect.com/science/article/pii/S0010880400888837
http://www.sciencedirect.com/science/article/pii/S0010880400888837
http://www.sciencedirect.com/science/article/pii/S0261517707001392
http://www.sciencedirect.com/science/article/pii/S0261517707001392
http://www.sciencedirect.com/science/article/pii/S0261517707001392
http://www.emeraldinsight.com/doi/abs/10.1108/09596110910930188
http://www.emeraldinsight.com/doi/abs/10.1108/09596110910930188
http://www.emeraldinsight.com/doi/abs/10.1108/09596110910930188
http://www.ine.es/jaxi/menu.do?type=pcaxis&path=%2Ft11%2Fe162eoh&file=inebase&L=0
http://www.ine.es/jaxi/menu.do?type=pcaxis&path=%2Ft11%2Fe162eoh&file=inebase&L=0
http://www.sciencedirect.com/science/article/pii/S0378720600000483
http://www.sciencedirect.com/science/article/pii/S0378720600000483
http://bib.irb.hr/prikazi-rad?lang=en&rad=379410
http://bib.irb.hr/prikazi-rad?lang=en&rad=379410
http://bib.irb.hr/prikazi-rad?lang=en&rad=379410
http://www.ingentaconnect.com/content/mcb/172/2000/00000010/00000004/art00001
http://www.ingentaconnect.com/content/mcb/172/2000/00000010/00000004/art00001
http://www.ingentaconnect.com/content/mcb/172/2000/00000010/00000004/art00001
http://www.emeraldinsight.com/doi/abs/10.1108/08858620810841506
http://www.emeraldinsight.com/doi/abs/10.1108/08858620810841506
http://www.emeraldinsight.com/doi/abs/10.1108/08858620810841506
http://www.sciencedirect.com/science/article/pii/S0261517707000404
http://www.sciencedirect.com/science/article/pii/S0261517707000404
http://www.sciencedirect.com/science/article/pii/S0261517707000404
http://jht.sagepub.com/content/22/3/303.short
http://jht.sagepub.com/content/22/3/303.short
http://jht.sagepub.com/content/22/3/303.short
http://jht.sagepub.com/content/22/3/303.short
http://www.ingentaconnect.com/content/cog/itt/2003/00000006/00000003/art00002
http://www.ingentaconnect.com/content/cog/itt/2003/00000006/00000003/art00002
http://www.ingentaconnect.com/content/cog/itt/2003/00000006/00000003/art00002
http://www.citeulike.org/group/12110/article/9638444
http://www.citeulike.org/group/12110/article/9638444


Citation: Pedroche MSC, Antón JMR, Andrada RL, Karaboytcheva MK (2015) A Study on the Influence of Technologies Applied to Organizational 
Performance Learning in the Hotel Sector. J Hotel Bus Manage 4: 115. doi:10.4172/2169-0286.1000115

Page 8 of 8

Volume 4 • Issue 1 • 1000115
J Hotel Bus Manage
ISSN: 2169-0286 JHBM, an open access journal

60. Bai B, Law R, Wen I (2008) The impact of website quality on customer 
satisfaction and purchase intentions: Evidence from Chinese online visitors. 
International Journal of Hospitality Management 27: 391-402.

61. Chu R (2001) What online Hong Kong travellers look for on airline/travel 
websites? International Journal of Hospitality Management 20: 95-100.

62. Chadha A (2015) Case study of hotel Taj in the context of CRM and customer 
retention. Kuwait Chapter of Arabian Journal of Business and Management 
Review 4: 1-9.

63. Reinartz WJ, Krafft M, Hoyer WD (2004) The customer relationship 
management process: its measurement and impact on performance. Journal 
of Marketing Research 41: 293-305.

64. Jayachandran S, Sharma S, Kaufman P, Raman P (2005) The role of 
relational information processes and technology use in customer relationship 
management. Journal of Marketing 69: 177-192.

65. Sooraksa N (2012) Using computer-based continuing professional education 
of training staffto develop small- and medium-sized enterprises in Thailand. 
International Journal of training and Development 16: 235-242.

66. Pablo Redondo R (2004) Las nuevas tecnologías aplicadas al sector turístico. 
Editorial Universitaria Ramón Areces.

67. Yang JT (2010) Antecedents and consequences of knowledge sharing 
international tourist hotels. International Journal of Hospitality Management 29: 
42-52.

68. Cohen D (1998) Toward a knowledge context: Report on the first annual U.C. 
Berkeley forum on knowledge and the firm. California Management Review 
40-3 Spring 22-39.

69. Ruggles R (1998) The state of the notion: Knowledge management in practice. 
California Management Review 40: 80-89.

70. Gottschalk P (2000) Strategic knowledge networks: The case of it support for 
eurojurist law firms in Norway. International Review of Law. Computers and 
Technology 14: 115-129.

71. Guadamillas Gómez F (2001) La gestión del conocimiento como recurso 
estratégico en un proceso de mejora continua. Alta Dirección. nº 217 mayo-
junio: 199-209.

72. Lim S, Zegarra-Saldaña A, Zegarra-Saldaña P (2011) Do market oriented 
firms adopt web 2.0 technologies? An empirical study in hospitality firms. 
International Entrepreneurship and Management Journal 7: 465-477.

73. Namasivayam K, Enz CA, Siguaw JA (2000) How wired are we? Selection 
and use of new technology in U.S. hotels. The Cornell Hotel and Restaurant 
Administration Quarterly 41: 40-48. 

74. Porter ME (2001) Strategy and the Internet. Harvard Business Review 79: 63-78.

75. Slater SF, Narver JC (1995) Market orientation and the learning organization. 
Journal of Marketing 59: 63-74.

OMICS International: Publication Benefits & Features
Unique features:

• Increased global visibility of articles through worldwide distribution and indexing
• Showcasing recent research output in a timely and updated manner
• Special issues on the current trends of scientific research

Special features:

• 700 Open Access Journals
• 50,000 editorial team
• Rapid review process
• Quality and quick editorial, review and publication processing
• Indexing at PubMed (partial), Scopus, EBSCO, Index Copernicus and Google Scholar etc.
• Sharing Option: Social Networking Enabled
• Authors, Reviewers and Editors rewarded with online Scientific Credits
• Better discount for your subsequent articles

Submit your manuscript at: http://www.omicsonline.org/submission

Citation: Pedroche MSC, Antón JMR, Andrada RL, Karaboytcheva MK 
(2015) A Study on the Influence of Technologies Applied to Organizational 
Performance Learning in the Hotel Sector. J Hotel Bus Manage 4: 115. 
doi:10.4172/2169-0286.1000115

http://dx.doi.org/10.4172/2169-0286.1000115
http://www.sciencedirect.com/science/article/pii/S0278431907001028
http://www.sciencedirect.com/science/article/pii/S0278431907001028
http://www.sciencedirect.com/science/article/pii/S0278431907001028
http://www.sciencedirect.com/science/article/pii/S0278431900000463
http://www.sciencedirect.com/science/article/pii/S0278431900000463
http://www.arabianjbmr.com/pdfs/KD_VOL_4_7/1.pdf
http://www.arabianjbmr.com/pdfs/KD_VOL_4_7/1.pdf
http://www.arabianjbmr.com/pdfs/KD_VOL_4_7/1.pdf
http://journals.ama.org/doi/abs/10.1509/jmkr.41.3.293.35991
http://journals.ama.org/doi/abs/10.1509/jmkr.41.3.293.35991
http://journals.ama.org/doi/abs/10.1509/jmkr.41.3.293.35991
file:///E:/Journals/IJEMS/IJEMS%20Vol%204/IJEMS%20Vol%204.10/IJEMS%20Vol%204.10_AI/journals.ama.org/doi/abs/10.1509/jmkg.2005.69.4.177
file:///E:/Journals/IJEMS/IJEMS%20Vol%204/IJEMS%20Vol%204.10/IJEMS%20Vol%204.10_AI/journals.ama.org/doi/abs/10.1509/jmkg.2005.69.4.177
file:///E:/Journals/IJEMS/IJEMS%20Vol%204/IJEMS%20Vol%204.10/IJEMS%20Vol%204.10_AI/journals.ama.org/doi/abs/10.1509/jmkg.2005.69.4.177
file:///E:/Journals/IJEMS/IJEMS%20Vol%204/IJEMS%20Vol%204.10/IJEMS%20Vol%204.10_AI/onlinelibrary.wiley.com/doi/10.1111/j.1468-2419.2012.00407.x/full
file:///E:/Journals/IJEMS/IJEMS%20Vol%204/IJEMS%20Vol%204.10/IJEMS%20Vol%204.10_AI/onlinelibrary.wiley.com/doi/10.1111/j.1468-2419.2012.00407.x/full
file:///E:/Journals/IJEMS/IJEMS%20Vol%204/IJEMS%20Vol%204.10/IJEMS%20Vol%204.10_AI/onlinelibrary.wiley.com/doi/10.1111/j.1468-2419.2012.00407.x/full
http://dialnet.unirioja.es/servlet/libro?codigo=259587
http://dialnet.unirioja.es/servlet/libro?codigo=259587
http://search.proquest.com/openview/f301eaebb26156ca4dc0dbdcb16fe136/1?pq-origsite=gscholar
http://search.proquest.com/openview/f301eaebb26156ca4dc0dbdcb16fe136/1?pq-origsite=gscholar
http://search.proquest.com/openview/f301eaebb26156ca4dc0dbdcb16fe136/1?pq-origsite=gscholar
http://www.tandfonline.com/doi/abs/10.1080/13600860054953
http://www.tandfonline.com/doi/abs/10.1080/13600860054953
http://www.tandfonline.com/doi/abs/10.1080/13600860054953
http://europa.sim.ucm.es/compludoc/AA?articuloId=128653
http://europa.sim.ucm.es/compludoc/AA?articuloId=128653
http://europa.sim.ucm.es/compludoc/AA?articuloId=128653
http://link.springer.com/article/10.1007/s11365-011-0207-y
http://link.springer.com/article/10.1007/s11365-011-0207-y
http://link.springer.com/article/10.1007/s11365-011-0207-y
http://cqx.sagepub.com/content/41/6/40.short
http://cqx.sagepub.com/content/41/6/40.short
http://cqx.sagepub.com/content/41/6/40.short
http://www.expert2business.com/itson/Porter HBR Corporate philantropy.pdf
http://www.sciencedirect.com/science/article/pii/S0148296398000770
http://www.sciencedirect.com/science/article/pii/S0148296398000770
http://dx.doi.org/10.4172/2169-0286.1000115

	Title
	Corresponding author
	Abstract
	Keywords
	Introduction 
	References

