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Information and Communication Technology (ICT) and Service: A Study of 

How Hotel Managers and Employees Perceive the Impact of the Application 

of ICT in Room Division and Food and Beverage Department on the Quality of

Customer Service and Customer Retention 

A Research Proposal 

Information and communication technology (ICT) has dramatically changed 

the tourism and hospitality industry. Many hotels across the globe invest in 

ICT to simplify tedious tasks like guest accounting, room management, and 

reservations. Five star hotels have used ICT as the main tool for an approach

that places emphasis on competitive customer service and retention of 

customer loyalty. This research will explore and assess the used ICT and 

their impact on the performance of the Food and Beverage Department and 

Room Division of hotels from the perspective of employees. This research 

will examine (a) whether employees think that ICT is functioning in the two 

departments, and (b) whether they think that ICT has changed the manner 

customer service is provided and if retention of customer loyalty has been 

reinforced. Both quantitative—self-administered questionnaires—and 

qualitative—in-depth interviews—methods will be used as the study tries to 

find out observations, opinions, and views of line employees and managers. 

ICT provides numerous benefits for hotels. One of the most important 

benefits is improvement in customer service and customer retention due to 

the likelihood of direct and close communication with the customers. This 

study will look at the use of ICT in room division department and food and 

beverage department. As reported by Ham and colleagues (2005), because 

ICT has been evident to significantly affect competition, hotels have 

https://assignbuster.com/information-communication-technology-proposal-
essay-samples/



 Information communication technology – Paper Example  Page 3

extensively depended on ICT to enhance customer service and customer 

satisfaction. Numerous researchers have discovered that there is positive 

correlation between application of ICT and quality of customer service. This 

study will examine how the room division department uses ICT to provide 

personalised customer care. Likewise, this study will examine how the food 

and beverage department employs ICT to provide premium food and service,

manage bars, restaurants, and so on. After exploring how the room division 

department and food and beverage department use ICT, the research will 

examine how line employees and managers perceive the application of ICT 

in these departments and its impact on customer service and customer 

retention. 

Hospitality is service-oriented in nature, with its own unique attributes which 

differentiate it from physical products. The provision of reliable premium 

service in international hotels is currently an important component of all 

corporate strategies. Most of the time positive customer experience results 

in customer loyalty. The positive relationship between the quality of 

customer service delivered by hotel employees and what customers expect 

or look for is where hotels measure their success at present. Hence hoteliers 

are becoming more and more interested in the advantages that ICT offers. 

As stated by Gianforte (2002), quality of customer service is one of the main 

aspects that could be improved with the application of technology. 

Substantiation is given by Honeycomb (2001) who argues that the Internet 

has provided hotels the chance to offer online customer service. The Internet

has allowed hotels to enhance the quality of customer service, improve 

customer retention, and heighten customer loyalty. Therefore, the 
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researcher will try to determine if hotel employees believe in or perceive the 

actual benefits of applying ICT in the management of room and food and 

beverage services. 
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