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[bookmark: _Toc523423175]	Introduction
The purpose of this report is to evaluate the effectiveness of the use of cloud computing resources and smartphones in hospitality industry at Ibis Hotel, in part one. The second part describes how social media is used as a tool of marketing at Ibis Hotels. In the end of this report, a professional online presence for Facebook and LinkedIn will be illustrated to evidence this research.
[bookmark: _Toc523423176]	Evaluating the effectiveness of the use of cloud computing and smartphones

1. [bookmark: _Toc523423177]Cloud computing
Cloud computing allows companies to manage online resources and to access their information virtually at any time and any place. Mell and Grance (2011) say that cloud computing is “a model for enabling ubiquitous, convenient, on-demand network access to a shared pool of configurable computing resources (e.g., networks, servers, storage, applications, and services) that can be rapidly provisioned and released with minimal management effort or service provider interaction”. Cloud computing offers many benefits for the workplace. Using cloud services companies can increase productivity because information can be accessed from every location and can be easily shared. With cloud technology, employers can hire from any location and they can reduce the cost of managing IT systems, without purchasing expensive software and hardware. Furthermore, cloud computing allows employees to be more flexible at work, because they have opportunity to access data from any place, from work, home or when they are in holiday.
Companies are reducing the use of hardware and infrastructure by using cloud storage.  Because there are many providers, companies must choose one who offers the maximum storage for low cost and which can keep data safe. The two most popular cloud storage services are Dropbox or Google Drive.
Dropbox is the oldest cloud storage, it offers 2GB for free and it can be increased to 16GB if linking Dropbox to social media or if friends are referred.  Business pricing starts from £10 per user each month, or it can be used for free with a 30-day trial.  Google Drive is a pure cloud storage, which works with apps like: Google Docs, Google Sheets, and Google Slides. Google Drive is a usual choice for Android owners as it is already integrated. Compared with Dropbox, Google Drive offers 15GB free storage and 1TB for 7.99 per month (TechRadar Website, 2018).
	Google Drive offers more storage and price plan flexibility, it has 100 GB plan for more storage, while with Dropbox people can buy more storage only as business users. Meanwhile, Dropbox is considered being a better cloud storage for synchronization (files can be automatically copied to different devices), as it uses block-level synchronization.  Furthermore, Dropbox offers same flexibility as Google Drive regarding file sharing, but business account holders can set passwords and expiry dates on links, which help users protect their data for long term (Cloudwards Website, 2018).
 	Hospitality industry has been suffered transformation in the last years because of mobile technology and the millennial generation.  Guests are demanding individualized experiences before, during and after their arrival. Hoteliers are using cloud-based information systems to accomplish tasks like: managing staff needs, reservations, check-in, financial operations, guest data management, loyalty tracking, kitchen and housekeeping. As more and more consumers share information about themselves and their preferences, hotels can engage guests with personalized offers and services that will increase revenue in addition to boosting brand recognition and solidifying customer satisfaction, leading to increased bookings (Oracle Website, 2016).
Ibis Hotel uses Oracle Hospitality OPERA Cloud services, a next-generation hotel management platform that is mobile-enabled and cloud-based. The advantages of using cloud for Ibis Hotel are: improved relationship between guests and hotel, fully secure information processing, teams spend less time on administrative tasks and cost savings (Accor Hotels Group Website, 2018).

2. [bookmark: _Toc523423178]Smartphones
	In 2007, the first iPhone was released. Only after eleven years, smartphones are no longer regarded as gadgets, but as necessary tools. Statista displayed a forecast about smartphone user numbers in the UK from 2015 to 2022. According to it, in 2022, the number of monthly active smartphone users is projected to reach 53.96 million, an increase of over 12 million new users from 41.09 million users in 2015 (Statista Website, 2018).
	In 2017, the Labour Force Survey discovered that there are approximately 32 million people in employment across UK. With 10 million more smartphone users than employees in the UK it is important for employers to know how they can benefit from this. Bring Your Own Device (BOYD) means letting employees use their own devices at work (phones, laptops, tablets, and other devices). When employees are connected to a wireless internet network, they can complete tasks without sitting at a desk or in an office. This flexibility can increase productivity, communication can be improved, and costs can be reduced (Emanuelli, 2017).
	In a survey conducted by Samsung and Frost & Sullivan to 500 business leaders, respondents report that smartphones increase productivity in the workplace. The research indicated that, by using smartphones, they earn almost an hour of work time every day and reported an increase in productivity by 34% percent. This productivity increase is because some applications were used within workplace. In these days, 51% percent of employees are using application mandated by employers (Turek, 2016). In contrast to this research, a CareerBuilder survey on 2,000 employers showed that nearly 20 percent of employers believe workers are productive for less than five hours a day. Fifty five percent of employers think that this decrease in productivity is because the use of phones in workplace, which are the biggest source of distraction (Farber, 2016).
	In 2017, Ibis Hotels launched a new concept, transforming the way guests are welcomed into a hotel by using mobile technology. This concept transforms traditional reception areas into vibrant revenue-generating spaces, and improves customer service, operational efficiency and employee satisfaction. AccorHotels developed FOLS Mobile back in 2017, and then a partnership with Microsoft was made. Employees can access all information they need by using their mobile devices.  They can access: check-in, information about customers and their preferences, housekeeping and maintenance, only with one app. In some hotels across UK employees are greeting customers on arrival with room keys in hand. With FOLS mobile software, employees are happier and more satisfied at work, but also a fully personalized experience will be remembered by customers (Hospitality-on Website, 2017).
[bookmark: _GoBack]	Housekeeping team is using this application which allows team members to see their tasks from their own smartphones. Check-ins and check-outs from reception are immediately received by housekeeping manager who will send messages to team members.  Cleaning lists with rooms ready to be cleaned are displayed each morning and housekeepers receive updates about check-in and check-out hours. Housekeepers use this application to send pictures with different maintenance problems found in rooms. If a housekeeper detects a maintenance problem in one room, she can inform her supervisor and the supervisor will send the information to maintenance team. In this way problems will be solved before guests will check-in. Housekeepers inform manager about items found in rooms (can use pictures) and in this way reception will be immediately updated.

[bookmark: _Toc523423179]	Social media as a tool of marketing
	Social media has become an important tool of marketing for companies which want to advertise to a wide range of consumers. Social media has transformed the mode companies are communicating with customers, and it is cost effective compared with traditional advertising.  Chi (2011, p. 46) describes social media marketing as a “connection between brands and consumers, [while] offering a personal channel and currency for user centred networking and social interaction.” In addition, Kaplan and Haenlein (2010, p. 61) define social media as “a group of Internet based applications that build on the ideological and technological foundations of Web 2.0 and allow the creation and exchange of user generated content.” Social media changed the way how companies are communicating with customers. Social media is seen as a mean of advertising, which every brand wants to use. Social media contribute to a direct relation between brands and online users. On social media, users can communicate, influence and retain a strong position towards brands.
	Social media have become an indispensable aspect for hospitality industry.  Because mobile technology has transformed the way people travel, people are now using mobile devices to plan their trip. While people are looking for total travel experience, booking companies are becoming more and more focused on mobile technology. By using social media channels, hotels encourage their customers to share their experiences. While many social media websites are available, the most often used for hospitality are: Facebook, YouTube, TripAdvisor, Myspace, Twitter, LinkedIn, and Flickr (McCarthy, Stock and Verma, 2010). Verma et al., (2012) think that people are using different social media channels depending on every travel stage, while Cox et al., (2009) argued that social media demonstrated his most important role in the stage before travel, when people explore social media to plan their trip, search for information and to take a decision about their trip.
	Chu (2011) said that group members from Facebook have a positive view regarding social media and advertising and that it is probable for them to join a company’s Facebook group to receive promotional information. Chu suggests that young users have the most positive attitude regarding social media advertising, meaning that social media can be used for marketing purposes. “Facebook promotes a consumer to consumer approach, exploited by consumers to share experiences and create a common knowledge on products and services; on the other, it provides managers a direct channel for communicating with clients through a business to consumer approach” (Di Pietro and Pantano 2012, p. 21). 
	According to Technopedia Website (2018), user-generated content (UGC) is “any digital content that is produced and shared by end users of an online service or website. This includes any content that is shared or produced by users that are members or subscribers of the service, but it is not produced by the website or service itself”. UGC means “the sum of all ways in which people make use of social media, usually applied to describe the various forms of media content that are publicly available and created by end users” (Kaplan and Haenlein 2010, p. 61). 
	Travel-related UGC is very important for future travellers  to know previous travellers’ experiences (Sigala et al., 2012). Consumers trust more on shared experiences from other travellers through social media compared with information from tourism websites and advertising. (Fotis et al., 2012). When people are searching for a hotel, they can be influenced by good and bad reviews, that can change someone’s attitude regarding an accommodation.   (Vermeulen and Seegers, 2009). For example, Verma et al. (2012) demonstrate that a hotel with bad reviews, it is less probable to be booked by travellers.  
	Ibis Hotel is using many social media channels like: Facebook, Foursquare, Google Places, TripAdvisor, Twitter, LinkedIn, Holiday Check, YouTube, Snapchat, Twitter, Qype, Yelp and blogs. To manage all this social media platform, AccorHotels created the AccorHotels Social Desk, which is a platform used as a tool for social media, with trainings, education and content for each hotel. With this tool, employees can find user generated content, see from where messages have been sent, and share previous approved content from company. With AccorHotels social Desk, hotels can find future customers, observe guest interactions, and send messages to guests about their experience. As a result, “AccorHotels has doubled their social media adoption across their hotels through training and inspirational content. This increased adoption and engagement has allowed them to grow their social following 4.5 to 10 million people. By monitoring requests and chatting with customers daily on social, customer satisfaction ratings are at an all-time high” (Hootsuite Website, 2018).

[bookmark: _Toc523423180]	Conclusion
	The hospitality industry has changed during last several years because of technology evolution. To be successful in hospitality industry, hoteliers must be open to use new technologies to ensure satisfaction for travellers. Using cloud in hospitality industry is important because customers want their personal data being safe. Furthermore, cloud computing allows hoteliers to improve staff collaboration, because they can respond easier when guests need assistance. This way, guests will be happier and will give higher reviews for theirs experiences. 
	In the hospitality industry, using devices – such as smartphones or tablets – at the front desk will simplify the check-in and check-out process. By using smartphones, hoteliers will improve employee satisfaction, they will save time and will focus more on guest experience. In addition, by using smartphones in workplace, communication between employees will improve and productivity will increase. 
	Social media has changed the relationship between guests and hoteliers. Guests are sharing experiences with others through social media channels. First thing a person will do before choosing one hotel is to read the reviews about it.   Reviews are important for guests, they have created a competitive market for hospitality industry. Bad reviews are threats to hoteliers, and they need to exceed guest expectation.
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