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Question: 
“Technology advances - specifically in the areas of e-Commerce and e-Business 2.0 — have rendered traditional models of organisational structure and theories of management roles obsolete in the light of the changing nature of 21st century corporations.” Evaluate whether this claim is justified - in relation to a business sector of your choice - and provide evidence for or against it, especially in relation to the management changes it implies.



















[bookmark: _Toc8627594]Executive summary
The aim of this report is to explore literature on how technology has impacted on modern day organisational structure and management practices. In attempting to provide exhaustive discussion, the hotel industry has been used to support the theoretical backgrounds of technology, organisational structure and the diverse management structures which have all been impacted significantly with the increasing innovation in the technology industry. 
The research further aimed to analyse the changes within the traditional organizational structure and the framework of management of service sectors like hospitality and tourism, due to the technological advancements in the areas of e-Business and e-Commerce 2.0. After analysing the main advancements in technology, the research focuses on examining the ways in which the organizational structure undergoes a change within the organisation. The kinds of job affected due to technological advancements and their numbers are also figured out. It even analyses how this advancement has paved way to significant worker dislocation, structure of management and leadership. 
The report discusses about the advantages and disadvantages of e-Commerce and e-Business to understand how the industry is affected by the two-sided effects of technology. With the help of such data, related suggestions have also been discussed in the research about how to enhance the organisational structure, practices and management which also provides guidance for any further technological advancement within the organisation and management of the Hotel industry. 
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[bookmark: _Toc8627596]1.0 Introduction
The introduction discusses how organisational structures were influenced by the technologies of the past, and the continued impact of the incremental technology till date. This research is in the form of a critical review of literature highlighting the impacts of technological innovation on the hotel industry. The research is aimed to analyse the changes within the traditional organisational structure and the framework of management of the service sectors like hospitality and tourism, due to the technological advancements in the areas of e-Business and e-Commerce 2.0. After analysing the main advancements in technology, the research focuses on examining the ways in which the organisational structure undergoes a change within the organisation. Moreover, the research also aims to analyse the ill-effects of the advancements in the information and communication technology on the Hospitality and Tourism industries. The kinds of job affected due to technological advancements and their numbers are also figured out. It even analyses how this advancement has paved way to significant worker dislocation, structure of the management and leadership. In order to effectively analyse the effects of technology on the organisational structure, the concepts of e-Commerce and e-Business are examined carefully. The research discusses about the advantages and disadvantages of e-Commerce and e-Business to understand how the industry is affected by the two-sided effects of technology. With the help of such data, related suggestions have also been discussed in the research about how to enhance the organisational structure, practices and management which also provides guidance for any further technological advancement within the organisation and management of the Hotel industry. 
[bookmark: _Toc8627597]1.1 Technological advancements and their evolution 
According to Bartlett and Ghoshal (2016) history is a clear evidence to the effect’s technology has brought in to the humans. History divides the growth and advancements of civilization into three distinct eras based on the core technological infrastructure used: firstly, the agricultural era, secondly the industrial era and lastly the digital era. According to Chung (2012), all the eras of technological advancements were deeply affected with the ability to have new knowledge and information. But each required as well as established a new social revolution, economic structures, work models and cultural transformations. The first era, that is the agricultural era was a period in which the people were focused to utilize the natural elements and its powers, like the water or wind. Livestock, land, agriculture and implementations were the most essential resources needed. The owners of these resources (farmers who owned fertile and huge farm lands) were ambitious to gain the main economic power and so this power was in their hands. This era saw the owners of the resources controlling the propriety information from the rest of the people (Holden, 2012). Second comes the industrial era where the people paid attention and worked towards the application of industrial power, bringing in new traditional physical resources, and mass production operating according to the laws of increasing the cost of products. This law states that once the production factors (land, capital and labour) gives maximum efficiency and output; the production of an extra unit will cost more than the average cost. According to Maund (2011) the core infrastructure consisted of the vapor, steam and fuel engines. During the industrial era, due to an increase in productivity of the physical space-building factories and new establishments of industrial complexes, the richness of the material civilization gained speed. The era brought an improvement in relationships among the distributors, manufacturers and the customers. Improvements were also shown in field of productivity, the process of manufacturing also enhanced, and the attention paid to the transaction cost also increased which gradually brought in more success to the industrial society. The next era was the digital era, where the people paid more focus on the generation and its needs, trading of products and services through digital information, knowledge and data (Reich, 2018). The whole era is dependent on an infrastructure which is the information and communication technology. People in this era became better and fast than the previous eras due to the technology. It even paved way to newer ways of coordination, controlling and collaboration on the activities of the organisation in a more effective manner, at a lower cost as well as governed by the law of diminishing cost. This became possible because of the properties of the digital goods, as the cost per unit of the marginal or the additional output incrementally reduced, while the cost of all the factors of production remained stable.
During the era, as the digital resources became more easily accessible, transferring, processing and storing became easier, overcoming barriers such as borders, time and geographical distances as they became those factors which remained no more important (Roth and Morrison, 2009). The importance and effect of globalisation in a business environment which is highly complex and competitive can clearly be seen in the current century. Discussions around the world are held, seeing the effects of technological advancements and innovations, to grow the demand of their products for enhanced organisational structure. According to Thomson (2012), the modern organisations in this era demanded of internal and external information technologies so that they can utilize them to enhance their products and organisations. Undoubtedly, the balanced coordination as well as the open channels of communication between the departments in the organisation enhances the efficiency of the organisation. According to Wendell (2015), combining information technology with the information and communication and sharing the outcomes will result in organisations which are more effective. The present scenario demands the organisation structures to provide transfer for the corporate information in order to be an ideal organisation. This brought about by moving from gaining knowledge through a narrow perspective to spreading and sharing of the information via organisation. By transferring the corporate information, the coordination within the organisation and the corporate communication can be enhanced. 

[bookmark: _Toc8627598]2.0 Literature review 
This section reviews journal articles that discusses technology effect on organisational structuring and management theories. The first part critically discuses organisational structure and its ramifications on modern organisations and how it’s been managed and led by modern ideologies. However, this section briefly will touch on information technology and how its diverse processes and components have yielded an impact on how organisation structures use their information. 
For example, Morgan (2013) states that the information technology affects different organisations in a different manner. On the other hand, Nohria and Ghoshal (2017), states that organisations work according to the objectives they set for themselves such as profit maximization. These organisations pay more attention to the fundamental issues like loss in business, recruitment, management intensity level of hierarchy, differentiation, centralization, decentralization and formalization. The information processing view covers the communication model as well as the rationalist view, social context and weak link as well. Perlmutter, H. V. (2016) states that the employees may have different objectives as compared to the objectives of the organisation. Thus, the employees may bring in some changes in the way they carry out their duties while being parallel to the objectives of the organisation in order to make sure that there is unity of purpose. Thomson, G (2012) also suggest that an organisation can also have employees or groups who are in conflict or have different objectives of their own. This view shows that power is needed to combine all the objectives together and that these groups can make use of the information technologies to empower themselves in the organisation. The areas which this view takes in charge are the power, horizontal or the vertical organisation (Crowston and Malone, 2012). Burns & Stalker (1994) even suggests that there are two more different organisational structures: the organic and mechanical structure, which is influenced by the information technology in different manner. They are based on features like formalisation, efficiency, hierarchy and efficiency which are essential to organisation adaptability.
[bookmark: _Toc8627599]2.1 Theoretical concepts for organisational structure
According to Boehm (2012), the structure of the organisation refers to the relationship between the components within the organisation. Thus, the term structure can be referred to everything within the organisation. For instance, a building is a structure made up of relationships between skeleton, foundations, walls and the ceiling. Likewise, the human body is also a structure which with its relations between the organs, bones, tissues and blood (Milliman et al, 2014). The same way, organisational structure is the framework of relations between operating process, jobs, systems, people and groups working together to achieve the organisational goals. According to Kobrin (2014), organisational structure is defined as a set of methods which divides the task to the determined duties and then coordinates those activities. Gratzer et al (2014) the organisational structure is one which is purposed and mechanised in such a way that the organisational goals are effectively achieved. This states that organisation embraces both, goals and all the elements which represent such a combination which is unique. According to Morgan (2013) the organisational structure and the processes which are taking place within the organisation are inter-related to each other; hence, it is mandatory to mention the other while speaking about the prior. Organisational structure is closely related to communication and leadership and also affects the processes of life cycle within the organisation (Rossouw, 2014). According to Shanker (2008) organisational structure is a grouping of people and their tasks into various units in order to build coordination of communication, actions as well as decisions. Since there is a very close connection between the processes and activities going inside an organisation, it becomes easy to understand how to direct and manage the organisation in an efficient manner. 
[bookmark: _Toc8627600]2.1 Weber’s Bureaucracy
German sociologist Taylor (2016) is considered to be one of the most famous and important researchers in the bureaucratic structure area. He has given many characteristics of a bureaucratic structure, but there are particularly four main characteristics of this structure (Leong and Tan, 2013). According to Weber, his first feature was that an organisation that provides jobs which are highly specialized, and it also has a well-defined division of labour, then it is regarded to be an actual bureaucratic structure (Ferris, 2009). Secondly, he stated that management roles are arranged in a hierarchical order, wherein the commands progress in a single chain that is from the top to the bottom most level (Irvin and Anderson, 2008). Third, he said that in a bureaucratic structure, the impersonal rules and regulation that are clearly defined are followed strictly by the employees to carry out their respective duties (Bartlett and Ghoshal, 2015). And lastly, he also stated that employees often share an impersonal relationship with each other since they are highly dependent on the written rules of conduct; but as evident from the hierarchical structure that the lowest common superior is the most important person and everyone else is answerable to him (Accel team, 2014). These four characteristics given by Weber clearly describe a bureaucratic structure within an organisation. 
[bookmark: _Toc8627601]2.2 Flatter Structures and Span of Control
What are the primary differences between a tall and a flat organisation has been explained by Blake et al (2016) A tall organisation is referred by them as an organisational structure which consists of few people which are managed by a single supervisor; hence the chain of command becomes large in this case. While, in a flat organisational structure many people are managed by a single supervisor but at different hierarchical levels (Chung, 2012). Thus, the managers in a flat organisation have much more responsibilities than the managers in a tall organisation; since the support, help and direction provided by the supervisor is limited within a flat organisation (Bartlett and Ghoshal, 2016). Hence, the finding of Ghiselli and Siegel (2012) shows that the managers in a flat organisation individually need to be capable enough to take his own decisions and work autonomously in order to make an effective job situation and condition. Drucker (1988), gives a good example of a flat organisation, the symphony orchestra which is comprised of highly specialised people would not play together in harmony in the absence of a skilled conductor before them. Drucker (1988) then compares this example with an information based organisation like a clinical lab or a hospital, where there are many specialised and skilled people so they do not require a person to instruct them about their job, but a manager is required at the topmost level who will take control over them. The span of control has been explained by Moenaert et al, (2014) as a large number of people reporting their works to one manager. And the flat organisations have large number of people working in them. A reason behind changing the organisational structure to flatter one is that it will reduce the response time to the changes in the market; which will be because of the reduced hierarchical levels in the organisations (Oliver and Wilkinson, 2011). Another way to flatten the organisational structure as suggested by Bloisi et al. (2007) is to make the span of control more wide, which will help in maintaining flexibility within the organisation without making it too hierarchical; especially in large organisations. 
[bookmark: _Toc8627602]2.3 Decentralization versus Centralization in organisational structure
One question remains unattended as to in many modern organisations, to what extent should the decision-making power should be centralized or decentralized. Centralization, as described by Bloisi et al. (2007) is “the concentration of authority and the power of decision making towards the highest position in the organisation”. Schuler et al, (2013) also describes decentralization as distribution of the right to take any decision and authority throughout the organisation. However, this concept is not new to the industry. According to Thomson (2012) centralization is a dimension: the extent up to which power is given to the top of the organisation which thereby decides the extent of bureaucratic nature an organisation has. According to Shanker (2008) an organisation which is larger in size and has people who are highly specialized are the ones which are less centralized. But, according to Leavitt (2015), the hierarchical structure or say the centralization is a key through which complicated and big tasks are dealt with. 
[bookmark: _Toc8627603]3.0 Traditional Organisational structures and the hospitality Industry.
[bookmark: _Toc6297009][bookmark: _Toc6296899]However big or small an organisation is, it must provide services to its customers in the most effective manner. Though in big hotels, the number of employees may be greater, but the structure of each organisation remains the same. In order to maintain the functioning of the organisation in a better manner, the chain of commands and the responsibilities given to each department are the most essential. Among the hotels in United States, in the initial stages of the twentieth century, the most predominant was the classic European hotel organisation model (Maund, 2011). It was a structure built around two major hotel managerial personalities: the maître d’hôtel and the chef. According to Morgan (2013) the chef was regarded to be the king of the kitchen. He was like a feudal lord of his estate and one who had authority and power over everything that was concerned with the preparation or election of the food in the hotel. Through this structure, it is evident that the food and the way it is prepared is very essential in any hotel. Similarly, the manager plays the role of master who supervises all the activities in the hotel. He needs to build a strong interaction between the hotel staff and the guests in order to make sure that the guests are attended to in a prompt and proper manner, and also see whether all the activities are according to the policies of the hotel. The title chef according to the French language means a strong European influence (Highes, 2015). 
Rossouw (2014), state that the organisational structure of a hotel is affected by the economy and the business cycle. And hence, it is also affected by the difficulties which arise in business during the economic downturns. According to Eddleson and Powell (2012), the changes that any hotel company undergoes can be well described using these terms: Downsizing and Reengineering. Roth and Morrison (2009) states that the hotels in the early 1990s used to either eliminate their entire levels of management or combined their managerial responsibilities to flatten organisational structure. The executive assistant manager did not exist, as seen from the typical functional chart given below in Figure 1; thereby making all the heads of the departments directly answerable to the general manager. There were some hotels which even eliminated the managers in each division, where all the departmental managers reported directly to the general manager (Taylor et al, 2016). 
[image: Typical Hotel Organization Chart]
[bookmark: _Toc6297010][bookmark: _Toc6296900]Figure 1: Functional chart


[bookmark: _Toc8627604]3.1 Multiple forms of social structures
According to the organisational theorists, there are two kinds of structures: the physical and the social structures. The physical structures are referred to the physical parts of an organisation like the geographical locations where the work is carried out (business) or the building of the organisation. And, the social structure is referred to the relationship existing between the social elements of the organisation like the employees, positions and the organisational units such as the sectors and the departments. 
Simple structure: It is referred to the flexible relations existing in the organisation, and since there is a limited separation between them, it has a very low complexity level. The members of the organisation with simple structure are capable to design organisation chart by following and focusing the leaders where there is no need of formality. According to Wendell (2015), taking the duties and the management into consideration, the orders is given after a mutual agreement and coordination where the supervision is done in an informal and direct manner. 
Functional structure: Those organisations which are more complex are generally managed using the simple structure. Functional structure is utilized as a tool which fulfils the increasing need of separation. It is named as functional since the activities in such a structure are classified according to the logical similarity of the work functions within the organisations (Noe et al, 2013). Depending upon the shared goals and the dependent duties, the functions are formed. The structure limits the re-work of the activities going within the organisation, which makes it an efficient organisation (Laudon et al, 2012). This structure aims at maximizing the savings of the specialized scale. 
Multidivisional structure: If an organisation has a functional structure, then it is gradually changed into multidivisional structure in order to reduce the division responsibility of the managers at the top level (Chung, 2012). Basically, multidivisional structure is like a set of functional structures which are answerable to a central authority. Here, every functional structure needs to be responsible for its own daily operations and activities. And the central staff or the authority only supervises and manages the organisation’s relations with the outer environment and strategies. 
Matrix structure: this structure is a combination of functional and multidivisional structures. It is aimed at merging the efficiency of the functional structure with the sensitivity and flexibility of the multidivisional structure; which is not only based on the customer, product logic or the geographical region but even the functional logic within the multidivisional structure (Bartlett and Ghoshal, 2016). Within a matrix structure, the employees who are specialized in functional structure work together in the same projects. The employees are given activities after negotiation between project managers and functional managers. The people of the respective teams or the potential employees may even be present at the time of negotiation and delegation of activities. 
Hybrid structure: This is a structure within which one part works according to one type of structure and the other part work with another type of structure. According to Blake et al, 2009, the aim of forming a hybrid structure is to combine the advantages of two or more structures to make the organisation more efficient. Within a hybrid structure, the relations basis gets changed when one moves from one structure to another, and hence the hybrid forms can be unclear. However, the hybrid structure of an organisation allows the organisation to use the best structures within it. 
Network structure: An organisation has network structure when there is rapid changing of technology, dispersed or specialized markets or when the life-cycle of products is short. The assets are divided among some of the network partners within a network structure, since there is no availability of a unified organisation which will generate products or provide services and hence the network is the producer or the supplier (DeCenzo et al, 2017). The partners in this link through a customer supplier relation and hence a kind of free market is formed. This is because the network partners exchange their good by trading like it is done in a free market (Ferris, 2009). 
Bureaucracy structure: According to Gratzer et al, (2014), determining the criteria, forming and unifying the methodology of work termed as standardization is required in a bureaucracy structure. Institutions like the banks, tax offices, firefighting, chain stores, etc. depend on standardization of the methods in order to have good supervision and coordination. 
Holden (2012) states that each organisation requires an organisational structure in order to carry out its daily operations, whether it is a big organisation or a small one. It simplifies the task of dividing work, specifying the job to every department and even assigning authority to departments. If the specification of job is good, then the efficiency and productivity of the work will eventually increase (Morgan, 2013). Also, every hotel organises its workforce in a different manner. 
[bookmark: _Toc8627605]4.0 E-Commerce Usage
E-commerce is essentially a business methodology which performs business transactions using the electronic medium. The suppliers and customers meet virtually with the help of internet technology. It does not have time and border restrictions because the customers can shop anytime and at any place using the internet. The customers and the buyers only have to visit the E-commerce website and select the service of product that is required. The delivery of the selected products is then done within the specified period (Noe et al, 2013This concept of E-commerce supports trade using the computer systems with the help of the open and dynamic information technology. The process communication (occurring between computer to computer applications) and the electronic exchange in the information branch is a subset of this system. The internet serves as a medium for the trading partners (buyers, sellers and middlemen) to meet. The electronic market is actually a computer system which is responsible for linking everyone in the marketplace. The trading activities of the customers and suppliers like contracts, consulting, agreements and payments through electronic means take place efficiently and safely (Reich, 2018).
E-commerce is one of the best strategies having flexible and efficient medium of instructions. Excellence can be achieved by anyone who has the power to control and handle the ability of information technology (Shanker, 2008). Ecommerce makes use of the internet and various other information technologies to enhance the business capabilities and promote trade. The power is balanced between the industry and the organisation with the help of e-commerce (Rezvani, 2011). Entire industries have been designed with the help of e-commerce along with making major modifications in the business conduct such as the changes made in the hotel industry (Schuler et al, 2013). E-commerce also has the ability to construct a different value on the basis of the organisation type in various industries, together with the hotel industry.
The tourism and particularly the hotel industry is the industry with the largest economy and is rapidly growing. The hotel industry has the highest web usage and also possesses international dimensions. The businesses which are associated with the hotel industry are subdivided into two categories namely Brick and Mortar Company and Click and Mortar Company. Many changes have been made to the traditional hotel industry. The largest export revenue is obtained from the international customers which also helps in building the economy of various countries (UNWTO, 2011). It cannot be denied that many positive effects have been made on the hotel industry of a country due to the technological changes. It is due to these technological changes that the number of tourists visiting Malaysia has increased and the hotel industry is able to obtain maximum benefits. For this the organisations need to utilize the E-commerce systems and computers. It is difficult to find out the extent to which the industries capabilities and E-commerce impact each other but it is necessary to identify those dimensions of the E-commerce usage which can be largely used to enhance the organisational capabilities.
[bookmark: _Toc8627606]4.1 E-Business and the hospitality industry
E-commerce refers to the process of using the Internet for buying and selling of services and products by the consumers and businesses (Permutter, 2016). Through ecommerce and the Internet consumers get the opportunity to access the easy on-line information and utilise the convenient online shopping where they can get buy the correct product (or service) at the correct time (Rossouw, 2014). The traditional small and medium sized businesses and the new entrepreneurs can be considered to be the pioneers of ecommerce. Euromonitor (2017) states that 90% of the new businesses and entrepreneurs make use of the Internet to get acquainted with the new business opportunities and improve upon their current business operations (McKendric, 2019). As per various studies the application of Internet in business, including the application in service operations comprise of the banks as well as financial institutions (for e.g. banking), health care industry (for e.g. webMD) and the tourism and hospitality industry (for e.g. booking airline tickets, motel/hotel rooms etc.). The applications have caught the attention of the academic researchers and industrial practitioners because the key element of these business operations is the exchanging and sharing of information and the Internet helps in the flow of information. An e-business can gain an edge over the other traditional businesses and can become successful if it can satisfy the needs of the customers in a better way than the traditional business approaches and can provide at least one of the following advantages to the customers (a) wider selection (b) more convenient (c) lower price (d) superior services (Vassos, 2018). 
One of the main problems that the e-businesses encounter is related to the process of online delivery with respect to the services that the consumers have ordered for. This is because it is not always possible to deliver online all the products (or services) that the customers have ordered for (such as hot cooked meals or a haircut). This is specially in case of those services which require the participation of the customers or the things which need to be delivered immediately. Such products are either difficult or impossible to be bought and delivered online. Some of the good example of such services which can be ordered, checked, inquired, communicated and delivered conveniently over the Internet include a complete travel package, motel/hotel rooms, advanced car rentals and airline tickets. Currently the backbone of e-commerce seems to be the on-line document printing and making use of the internet information delivery because it has the potential to overcome the operational barriers and obstacles in the traditional business by obtaining a leverage over the huge powerful suppliers and gaining access to the global market (Wendell, 2015). Currently regarding the performance of the service operations the two most important competitive factors for the future Web-based delivery operations for the services are reliable and prompt services and the fast delivery of the services (Taylor et al, 2016). High quality services can be delivered to the customers with the help of time-based competition. This would include an operation cycle comprising of the following phases- planning, processing, design, distribution and marketing (Kobrin, 2014). 
In the recent years, Internet has found its applications in the hospitality industry because of which it is also sometimes called as “e-travelling” as all the business transactions are done using the Internet applications. Some key issues with respect to e-travelling have been in the recent literatures. Some of them are privacy concerns, satisfaction and acceptance of the customers, operational risks, services rendered, competition with the non-travelling firms following traditional approaches, value added for the consumers as well as the travel businesses and profitability. With respect to the others the smaller travelling agencies are more interested in utilising the Internet to stand out in the competition.


[bookmark: _Toc8627607]5.0 How does technology impact the structure of firms within hotel industry
The divisional and functional organisation structures reported that they were facing difficulties in reporting and communication. This problem was resolved by flattening the management approaches and structures (Oliver and Wilkinson, 2011). In order to deal with the complex challenges and problems the hotels have to make use of the new and innovative technologies (Prahalad, 2007). The queries of the customers at the hotel is handled with the help of call centres which helped the hotel to reduce its costs and allow the employees to invest time in engaging themselves in the core competencies of the hotel while a good customer relationship can be developed by the specialized call centre firm (Thomson, 2012). However due to the poor quality management of the information the call centres have damaged the brand reputation of the hotel and have provided poor customer service (Wendell, 2015). In addition to that it has become essential for the hotel to use outsourcing to develop their relationship management capabilities with help from service providers. 
If the development of these capabilities were neglected then it led to failures not only by reducing the benefits that were obtained from the new venture but also in terms of the damage that was caused by the different aspects of the hotel business such as the internal communication mechanisms, the brand image as well as the credibility of the management (Dessler, 2008). The usage of new technologies has also helped to maintain novel and various customer contact points and hence gather customer information (Irvine and Anderson, 2008). For instance when the customers make booking through the internet then the hotels collect the information and the hotels are even able to review and analyse their performance on the basis of the reviews present on the Internet like Trip Advisor.
It is possible to develop an advantageous strategic business but when the customer information is utilised further and linked with the information that is obtained from other business functions in order to transform it into robust business strategy which is capable to handle the vagaries caused due to environment changes (Moenaert et al, 2014). The hotels are also provided with the rich and competitively valuable information which their competitors do not possess. But due to the differences between the different aspects of the business and the technological capabilities they are unable to utilise this information for their competitive advantage. It is believed that technological innovation brings in changes to the distribution channel of the hotel and hence transforms the way in which the firm interacts with its customers and consequently the relationship of the firm with its competitors (Leogn and Tan, 2013).
This development of new channels also affects the business by allowing the firm to make contacts with new, usually younger and customers having high value (MacFarland, 2012), thus increase the profits made by the firm. The competitive level of the firm can be increased by the improving the management of the distribution channels of the firm, starting with quickly identifying the satisfaction and needs of the customers (DeNisi and Grifin, 2004). Recently the hotels have been obtaining challenges as well as opportunities due to the synthesis of the new technologies which have come up due to the concurrence of computer software and hardware industries, internet and the mobile phones (Accel Team, 2014).

These technology platforms consists of the social networking sites like Facebook and Twitter which have the user generated reviews of the hotel. These help them to improve their communication processes and maintain a proper brand image amidst the new channels which can be done interacting with the customer review sites, acquiring individual customer feedback and developing a strategic marketing capabilities which can be used to acquire and influence new and varied types of customers in the virtual space (Bartlett andGhoshal, 2016). The increase in the importance of the social media gives opportunities for innovation in the tourism firm. The newer forms of social media provide the hotel firms with opportunities to increase their knowledge and also develop relationship with the expanding and high value market segments who are frequent users of the social media and also have large amount of disposable income (Ferris, 2009). However different market segments exhibit different behaviours to the traditional customers. The varied behaviour includes the challenges related to customer retention, the high price sensitivity and the demand for ethical business practices (MacFarland, 2012). The concept of service dominant logic states that the social media provides opportunities to the tourism firms to interact with the customers in different ways which ultimately helps in the co-creation and co-production of business knowledge instead of being dependent on the traditional management approaches where the businesses are not able to interact much with the customers. Critically, it is still a challenge for the hotels to modify their extant business capabilities in terms of providing better offerings via the social media and further to begin and maintain a process of strategic dialogue according to the value as well as the potential challenges which arise while interacting with the customers using the new distribution channels (Taylor and Napier, 2016).
The relationship between the customers and the hotels has deepened with the help of the new technology. Performing data mining on the customer databases helps the hotels in making customer profiles in depth and then match service offerings on the basis of these profiles (Siguaw et al. 2009). In some cases, the customisation of the service offerings has also been done where the customers have been provided with unique offerings (UNCTAD, 2014). This has helped in building a long term, deep and profitable relationship exchange relationship with the customers (Leong and Tan, 2013). The customisation processes have been linked successfully with the marketing capabilities of the firm by developing a practical customer loyalty scheme (Daghfous and Barkhi, 2019) which has led to successful customer retention of valuable and loyal customers for a long period of time.
[bookmark: _Toc8627608]5.1 Guest experiences and company efficiencies
Oracle Hospitality made a recent report which included almost 3,000 European and US travellers so that it could properly understand the importance that technology had in the experience of the hotel guest (Carter, 2019). As per the results 64% of the hotel guests of U.K think that it is “essential or very essential” for the hotels to continue investing in such technologies which can improve the experience of the guests (Eurometer, 2018). With the help of innovation the hotel operators can make themselves different from their competitors, attract new custom and meet the expectations of the guests. The stay of the guests is based on their positive experience but it also has an impact on their behaviour and the online reviews. Thus the managers need to improve their service quality, sales, guest satisfaction as well as their productivity because of the implementation of the new technology (Buhalis and Kaldis, 2008). 
[image: ]
Fig. 1. Evolution of technologies in hotel industry 
As per the hoteliers they can make use of the mobiles to carry out a conversation between the guest and the hotel property which can ultimately be used to increase the loyalty of the guests and build a personal relationship (Holden, 2012). Personalization is not only about providing the service that the guest wants but also providing it in such a manner in which they expect to receive (DeNisi and Griffin, 2004) as well as the time when they want to receive it. This also incorporates providing access to the attendants about the preferences of the guests so that they can personalize the rooms for each of the guests specifically or the management being alerted automatically when a VIP or loyal guest checks in so that they can greet these guests personally. Here are some of the examples which show how technology affects the company efficacies and the guest experiences:
· Technology to improve efficiencies. Many of the hotel operators make sure to follow the environment sustainability programs as well as reducing the waste of energy.
In 2009 Starwood’s environment goals were commenced and they decided to reduce the energy and water costs by 30% and 20 % respectively by the year 2020. Starwood Hotels & Resorts globally makes use of “daylight harvesting” to monitor the indoor lighting on the basis of the amount of natural light that is coming from outside (Soule, A, 2015). The lights are automatically turned off and the temperature is reduced when the room is not occupied. 
· Online bookings: Due to the emergence of more travel sites each day like Booking.com, Airbnb, Kayak, Expedia etc. it has become easy for the customers to get the best deals and have great experiences and adventures. The travellers find these sites very helpful but it increases the competition for the hotel operators who make use of technology to stand out among the others and come up with innovative things. 
· The efficiency of the hotels is improved by automating the process of checking in and out. These automatic check-ins and check-outs also help the staff to pay more attention to experience of the guests. For instance Andaz West Hollywood has merged its bellman, front desk staff and the concierge functions into the “hosts” who welcome each of the guests while they enter the lobby then they take a seat with them on comfortable sofas and then do their check in using the credit card reader and iPad (Kobrin, 2014). Additional kiosks are placed at elevator banks in the hotel so that the guests do not face any difficulty and in case of any problem with the key card they can get it replaced without having to walk back to the front desk. At Hyatt, both the kiosk option as well the traditional front desk for check-in is available in most of the Hyatt Residency, Grand Hyatt and the other Hyatt brand hotels in almost all the cities where it is situated. They are also testing a different method for the members of the Hyatt Gold Passport loyalty program (Irvin and Anderson, 2017). A card containing a chip is provided to the guest, which can in turn be used to check in online the staff code that card itself to act as the room key for the guest. The Hilton hotel is the leader with respect to the keyless entry and by the end of 2017 it aims to implement the keyless entry service in 2,500 hotels (Gatewood et al, 2017).
But as per the report from Oracle “about 60% of the guests still prefer to talk to the staff at the concierge office or the front desk (Carter, 2017). This is why the hotels need to put in a lot of effort to maintain a balance between personal interaction with the guests and the usage of technology.
· Wearable tech: Due to the increase in the usage of IoT (Internet of Things) the guests are able to access the technology. The guest stay is made comfortable by in-room automation when less of human interaction is required. The guests prefer that the tasks like informing the staff to hold-off their cleaning process or turning off the lights to be immediate and simple with less of human to human interaction.
· Smart Watches: Smart watch is another wearable technology which became very popular when Apple Watch announced. A good example where the smart watch technology is used by the hotel is in case of Starwood Hotels & Resorts Worldwide. The Apple Watch app was released by Starwood Preferred Guests in 2017 which allows the guest to forget about their room keys. The smart watches can be utilized by the hotels in various ways. Many of the hotels also provide iPad to the guests while they stay. For instance, in case of the Starwood Hotels & Resorts, they stated that they will invest $100 million in order to improve its amenities such as providing iPad room–service menus to its guests.
· Smart TV. In the bedroom of the hotel the guests can use the Smart TV to access in-destination activity choices. Collaborating with the local businesses the hotels provide a guide to their guests so that they get to know about the best dining locations and popular places which they can explore. The in-room TV screen can also be used by the hoteliers to promote the amenities and services that are available for the guests like restaurant reservations, spa services, in-room dining etc. Furthermore, Samsung HMS technology also offers in-room control of light, HVAC and various other amenities which can reduce the energy costs of the hotel as well as improve the experience of the guests (Morgan, 2013). Along with this the personalized guest experience can be improved by allowing the guests to access reservation management features like quick checkout with the help of the Smart TV. Through the TV the guests can checkout of their room and review any charges which will allow maximum interactivity and time saving but this is not possible through the printed sheet which is usually found under the door. In case of the international travellers the content on the TV can be customized to appear in the guest’s native language. The hotels can also keep a track of how these services are used by their guests so that their returning stay can be made a better one.
· The robotics trend in hotels: As per Gracia et al (2012) hotel robots are predicted to be used to clean the rooms and provide the amenities to the guests (Carter, 2017). If this prediction becomes reality then in the next five years Maidbots will be found cleaning the rooms of the guests. Investments are made into these kinds of technological innovations by reducing the technological costs but it also helps the hotels to reduce their operating costs.
[bookmark: _Toc8627609]6.0 Impact of technology on the future organisational structure for hotel industry 
Both the technology and the new business practices are growing at a rapid pace; hence business failure can happen if there is resistance to change (Tanenbum, 2017). The success of the hotel in future is dependent on the ability of hotel to capitalize on change and the ability to foresee. Because of the global transitions it is essential for the hotel to only identify the key factors for becoming successful but also to develop the ability to survive in the future. For a hotel to become successful it should make a note of the following important organisational trends: flexibility, visionary leadership, flat structure, diversity, zero defects, being information fast lane, network orientation, globalization and customer focus. Even though many hoteliers are dependent on mobile technologies and internet the newest trend is making various alterations in the room such as digital mirrors, coffee machine which makes coffee at a particular time, tv, alarm clocks etc. Technology plays a rapidly evolving and changing role in the tourism services. Customers are getting used to using more and more of technology while they spend their vacations. The hotel managers are also coming up with different ideas to acquire data, attract more tourists and make improvisations to their services. Technologies when used in the correct way can make travel unique and comfortable.
[bookmark: _Toc8627610]6.1 Conclusion
The traditional hotel industry focuses more on providing high quality service to their guests. But the hotels have begun to make use of the computer-based IT facilities in order to improvise upon their operational efficiency, improve their service quality and reduce costs. This is done because of the need of information from the hotel practitioners and the customers (Blake et al, 2016). This also helps them in improving their quality as well as comprehending about their capabilities to bring about various technical innovations by intensifying their practical implementation and realisation. Even the customers making use of the Internet are becoming very demanding as they get to know about the supplies of the hotel companies. Internet helps in increasing the comprehensiveness of data, personalizing the information and accelerating the distribution. The customers are demanding more and more of hotel services. The passive customers choose the accommodations on their own by gathering all the information, comparing product features and prices and then making the booking online. In the competitive environment strength lies in developing a strong strategy and having a strong axis with respect to policy in the supply of services. For this the introduction of new information technologies is essential (Oltean et al., 2014).
There should be harmony and balance in the relationship between technology and the hospitality industry. Technology can help to personalise the stay, add value and create amenities but it can also hamper the human relationship that the guests seek for and appreciate. The tourism and hospitality industry face a challenge to maintain a proper balance between the human and digital interactions and hence personalise the experience of the guests while respecting their privacy. It is necessary to plan out, discuss and analyse the way in which satisfaction of the customer is to be taken care of by providing him with comfort and convenience. It should be such that it increases customer loyalty as well as makes the company better from its competitors.
The managers, especially the marketing managers of the tourism and hospitality industry need to keep themselves updated about the recent changes in IT and how they are related to customer service. The policy makers, educators and industrial practitioners might face more difficulty in choosing, analysing, operating and implementing the new IT systems as it becomes more refined.
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