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ABSTRAK

Teknologi informasi semakin berkembang dengan cepat. Hal ini merupakan tantangan khusus
bagi para eksekutif senior yang harus memutuskan, apakah akan melanjutkan investasi gibidang ternolog!
baru ataukah tidak, Ditain pifak, pengambilan keputusan ini sering sangat sulit untuk menentukan, apakah
manfaal nyata apabila melakuran investas! dibidang teknalogi informasi dalam sebuah organisasi.
Peelitian Ini mempertimbangkan pertanyaan ini dalam ruang lingkup industri perfhiolefan, yang sangat
tergantung pada penggunaan teknologl informas! dalam kegiatan operasionalnya sehari-hari. Lebif kfhusus,
penelitian ini menginvestigasi hubungan diantara (a) investasi teknologi informasi, (b) penggunaan
teknolagi informasi, (c) kepuasan pengguna kKomputer (d) kinerja pengguna kompuler dan (g) kinerja
hotel.

Sebuah survei terhadap 945 EUC (Computer End-User) yang bekerja di beberapa hotel oi Ball,
Indonesia telah dilakukan untuk menilai persepsi merexa tentang dampax teknologi informas! pada
sebuah organisast. Hasinya menunjukkan bafiwa aca hubungan yang signifixan diantara kelima variabel
yang diinvestigasi. Lebilt lanjut, telah dike tarmukan bafwa level investasi dibidang teknologl informasi
dan fevel kinerja user secara langsung dapat mempengaruhi kinerja hole!, akan tetapi jumiaf penggunaan
teknologi informasi dan leve! kepuasan user dapat mempengaruhi kinarfa hotel secara tidak langsung
melalui level kinerja user. Dilain pihak, kepuasan user juga diketeniukan memiliki pengaruh yang sangat
kecil terhadap kinerja hotel, Level investasi dibidang teknolog! informasi rmemilikd hubungan yang signifikan
dengan level kepuasan user, dimana diketemukan pula secara fangsung mempengaruhi [umial
penggunaan teknologi informasi. Yang lidak kalah penting adalah investasi dibidang teknologi informast
diketemukan memiliki pengaruh secara langsung terhadap penggunaan tekmologi informasi dan kinerja
userdi beberap hotel. Penemuan ini menyarankan bafiwa generalisass o beberapa organisasi yang akan
melakukan investigasi pengarul investasi teknologl informasi terhadap kinerja organisasi, dan hal ini
tidak dapat diabairan.

Kata Kunci: Infarmation Technology, Organization Perfarmance, dan Hospitaiity Industry

INTRODUCTION

The impact of information technology (IT) investment in organizations has recelved consirerabie
attention in the literature during the past few years (Kauffman & Weill, 1889; Harris & Katz, 1991; Weill,
1992a; 1992b: Wilcox, 1994; Raymond etal., 1995; Byrd & Marshall, 1997 Sriram etal,, 1997: Sohal &
Ng, 1998; Lyytinen & Rose, 2003; Sabyasachi, 2005; and Bh att & Grover, 2005). On the one hand, IT is seen
as the enabling agent through which organisations can improve their operational efficiency and strategic
position in an increasing competitive business epviranment. On the ather hand, In the current economic
climate, many are questioning the real benefits of the ever increasing IT investment in the organization.
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Past research on the impact of T investment an organisational performance has been rather
inconclusive. Research literatures do not qive reliable generalization about the relationships between IT
Investment and organisational changes (Powell & Dent-Micallef, 1997; Fitzgerald 1998: Sabyasachi,
2005), Some studies found a positive relations hip between the two, while other actu ally found no
relationship at all. Itis generally believe that there are other factors, which come into play.

Unfortunately. too often the decision to invest was made based on fear of being left behind by
Gompetitors rather than on a genuine understanding of the real benefits that IT can brng to the arganisation
{Weill, 1992a). This fack of understanding can lead to the organization's inability to generate a shared
vision among employees on how 1o levera ge the real potential of [T in that organisation. Conse guently the
huge investment In IT orientated by the organisation sometime did not produce the full benztits that was
expected at the time when the decision to invest wasmade. The purpose of this research is to examine
the differant employee berceptions and expectations of the impacts af T investment on the oroanisation,
and to develop an instrument to measure these perceptions. Itis hoped that the findings will assist seniar
management {top management) 1o have a more realistic approach in making decisions on organisational
investments in IT and the associated expectation of the likely benefits, The findings will also provide
SO insights to senior management as to how to hamess the fluman elements of the organisational
infermation system to ensure that the technological capabilities of the system are fully utitized,

ini this research, the hatel industry was chosen as the subject of investigation. There are several
reasons forthis chaoice. Firstly to the best knowledgs of the authors, this Industry has not besn thes central
subject of study inthis research area, Secon dly. during the last few years hotels have become nereasingly
dependent on computer and comimunications technolooy to ma nage the diverse range of service provision,
needed in a highly competifive and glabalised market.

instead of conducting the study in a tachnolegically developed country, the authors have chosen
to study the organisational impacet on hotels ata regional location, viz. Ball, Indonesia, which is cansidarad
as a part of the davaloping region of the world with rapidly changing naticnal information infrastructure.
Butin terms of tourist demand, Baliis no less significant than any offhier international destinations. Hence
the need of technology supportto maintain a highly competitive customar service Is [ustas real as in other
parts of the world. This challange is clearly recognized by the local taurism authority (Mardan| 1997),

The remainder of this paper is organized into several sections. The next (second) section begins
with a brief review of previous research in this area The third section prevides a brief description of the
research methodology employed in this ressarch Descriptive data analysis. and the reliability and
validity of the instrument ara reported in the fourth section, Tha paper concludes with a discussion on the
implications of these findings for management

Previous Aesearch

Given the high level of financial stakes invalved, the investigation on the Impact of information
technology investments on organisational performance and organisational processes has been and
continues to be a major research concem for practitioners and academics (Willcocks, 19%96). Previous
studies have evolved from early anecdotal reports to more recent empirically-based research {e.o.
Stiram etal., 1997). They also covered a wide range of perspectives including investigation on research
methodologies (Orlikowski & Bargudi, 1991 ), the extent of IT use (Weill, 13920), the concept of
organisational performance and business value (Mukhopadhyay etal,, 1995), the strategic advantage of
the firm (Weill, 19982a, Mataetal., 1985), the impact on inter-organisational Ielationships, the impact on
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relationship at all.

To highlight the

e management function and its structure, the change in organisation's work environment, and even the
y nature of the organisation's core Dusiness in the marketplace (Willcocks, 1994 and Zmud, 2003}
The relationship between T and the organisation iz multi-facet and highly complax. The impact
‘investment in organizations is far reaching, and may affect not only the internal attributes but also
dernal attributes of a firm. Attempts to isolate a particular aspect of the relationship often lead to
ant or even seemingly contradictory results, For example, a careful review of research studies on
ipact of organisational [T investment on 0rg anisational performance |s likely to result in an
clusive view of the relationship, as studies reported both pasitive and negative impacts, as wellas

diverse perspectives on this relationship, three tables are presented which
Iﬁ:ﬁﬁdﬁ.a summary on the findings of major studies by difierent researchers on this issue. Tabie 1
' summarizes those studies, which yielded a positive relationship.

Table 1: Studies showing positive relationship between [T investment

and organisational performance

References Industry Key variables and key findings
Bender (1986) Insurance Optimum level of performance achieved #t a range of T
investment from 15% to 25% of total operating cost of the tirm
Banker, Kauffman | Fast Food Stores with the technology and large breakfast sales (more
& Morey (1850} stores complex braakiast menu) performed significantly etter in terms
of cutting materials handling costs.
Harris & Kats Insurance Firms with the most improvement in arganisstional performance
(1981) aliocated a significantly higher propartion of their nan-interest
aperating xpenses to 17
Welll {19520) Valves Transactional T investment comslated  positively  with
manufasiuring organisational perormanse
‘Samins, Peffers & | Finance and Markel walue aof the fin reacted postively o the
Mauer (1993) manutactunng announcements of IT investmant by the arganisations,
Mahmood (1384) | 81 firms from Firms in the efficient group had a much higher return on their [T
Computerwarld | investment than the inefficient group.

ina non-random
sample

Raymond, Pare & | Manufacturing IT usage is positvely refated to arganisational performance and

Bergeron (1995) the relationship  betwsen (T management and  Structural
sophistication is stronger amang he better peronming firms,

Lubba, Parker & Insurance Pasifive relationship found between the compulenzation index

Hoard (1995) and the fimancial ratios; the most profitable firms werg are
likety to spend a igher proponion of the non-interes! operating
axpensas on (T,

Stiram, Stump & Purchasing Positive relationship was found: 1T used in purchasing is not a

Banerhee {1897} homauengus phenomeanon, but can be represented by lhree
components- hasic computer systernd & support, purchasing-
specitic applications, and
vender communications

Ral, Patnayakuni & | Purchasing IT mvestment made 2 positive contribution to e firm's output

| Panayakuni (1997}

and labor productivity,
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Table 2 summarizes those studies which gave a negative relations hip. Finally, Table 3 Hists those studies
where the authors found no relationship exists between IT and organisational performance. For other
recent reviews on the subject, readers are referred to the articles by Powell & Dent-Micalieff (1997,
Mahmood (1997}, and Sohal & Ng (1998).

Table 2: Studies showing negative relationship between IT investment
and organisational performance

References Indusiry Key variables and key findings

Gron & Sohal Warehausing Firms that make extensive use of computer have either a very

(1983} atrong or & very week financia! peformance.

Roach [1988) Finarice IT investment had negative and dysfunchonal effects an

prganizatonal peromance.

Kaufiman & Walves Very litle evidence of the value contributed by IT investments.

Weill (1385) manuiactueing

Wil (1852h) Yalves sfrategic 1T ivestment had a negative  relafionship to
manufaciuting | organizational perormance

Hit and Finance Small negative relationship between computer capital and totl

Brynjolisson {1996 shareholder return in at least one year.

Table 3: Studies showing na relationship between IT investment
and organisalional performance

Relerences Industry Key variables and key findings
Tumer {1983) Banking No relationship was found between organisational pertormance and
the relative proportion of resources allocated fo data processing.
| Strassmann Service sector Mo significant relationship was found between high petdarming
(1985) firms firms and the size of 1T investment

Sanios  Paffiers &
Mauer {1993)

Firance and
manufacturing

No excess retum was found for zither the ftull sample or for any ong
af the industry sub samples,

Powell and Dent-
Micalief (1897)

Retail industry

IT along had not produced sustainable parformance advanlanes.

Recognizing the complexity of the issues under consideration. some authors atternpted to
investigate the intervening factors in the IT investment organisational performance relationship. Flayd
and Wooldridge (1990) examined the evidence of IT investment naving a moderating efect on the
arganisational competitive strategy and financial performance. On the other hand, Parthasarthy and
Sethi (1993) investigated how strategy and structure maoderate the relationship between capital autlay in
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computer automation and firm performance. In their study, they tound that the flexibility of business and
‘manufacturing strategies, quality of leadership, and cost leadership had a significant moderating effect.
More recently, Sohal and Ng (1998}, in their study of 530 companies in the Australian manufacturing,
‘banking and finance, and insurance industries, found that the greatestimpediments in unleashing the ful
'jﬁixthnlial of IT in an organisation are the misalignment of business and IT strategies, lack of change in
historic IT structure, lack of a full understanding of the potential of [T, and lack of senior management

Inthe context of these findings, the present study attempts to go beyond simple financial measures
of organisational performance and consider a number af user organisation variables as perceived by the
-employees which may be affected by the organisational investmentin IT. Therefore, as well as examining
theemployees’ (in their roles as the user of the IT systems) perceptions on the organisation performance,
this study also probe their perception on (a) user satisfaction with the organisational information system,
(b) the level of IT usage and (c) the effect of IT on employee performance. The hasic premise is that, the
employees’ perception of the benefit of [T investment plays an important role in determining whether the
investment itself will lead to actual improvements in organisational performance.

RESEARCH FRAMEWORK

The primary aim of this investigation is to exarmine the impact of the organization's invastment
in IT on organizational performance in the hospitality industry. As mentioned earfier, previous studies
suggested that the relationship between these two variables is rather complix; It may include a direct
relationship as well as an indirect relationship mediated through other variables. For the purpose of the
present study, we have chesen three other user-related organizational variables, viz. information
technology usage in the hotel, hotel employee / IT user satisfaction, and hotel employee / 1T user
performance. While other variables may also have some influgnce on hotel performance, our survey of
the literatures suggested that these three are most fikely to play a significant role in this study of the
relationship between IT investment and hotel performance. We propose a model as depicted in Figure 1
below showing the inter-relationship among the five variables under con sideration, and formulated six
hypotheses.

Figure 1: Theoretical Framework

INFORMATION HOTEL
TECHNOLOGY FERFORMANCE
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The first hypothesis addresses the main aim and objective of this research. The remaining
Mypotheses explore the inter-relationship in more detail to shaw the manner in which information technology
investment by the hotel may impact upon the hotel performance. As the objective is to discover
relationships among the variables. all hypotheses will be stated in positive terms, (The associated null
nypothasis is simply the denial of the relationship.)

Hypothesis 1: The level of IT investment by a hotel has a positive impact on the level of hotel perfarmance.

Investment in IT alone does not necessarily lead to better hote! performance, if the hotel employess
do not use (for whatever reason) of the IT facilities or if they do not utilise them correctly or efficiently.
Therefore infarmation technology usage (IT usage) is a crucial intermediate factor in the value chain if an
arganisation wishes to realise the potential benefit of IT in the organisation. This leads to our second
hypothesis.

Hypothesis 2: The leval of IT investmant by a hotel is has a positive impact on the amount of IT usage
by the end-user employees in the hotel,

The third hypothesis is based on the belief that if the information tachnology facllities in an
organisation are utilised correctly and efficiently. the ability of the user-emplayess to pertorm their
required funclions-in the organisation willimprove.

Hypothesis 3: The amount of T usage by end-liser employees has a positive impast on the |evel of
employes performance.

The next question to ask |s what else may influence information technology usage in an
arganisation. Researchers generally agres that user satisfaction with the organisational computer
Information system has strong bearing on IT usage by employees (Baroudi et al., 1988; Davis et al,
1989; Gatian, 1994; Igharia and Tan, 1997), IT user satistaction will also impactupon user perfarmance
In the organisation {DeLone and McLean, 1992). This leads to the next two hypotheses;

Hypothesis 4: The degree of user-employee satisfaction with the T facilities has a positive impact on
the amount of IT usage in the organisation.

Hypothesis 5: The degree of user-employes satisfaction with the [T facilities has a positive impact pn
thelavel of employes performance

To complete the value chain in finking IT investment with hotel performance. we added the
following hypothesis:

Hypothesis 6: The level of employee performance positively affects the lavel of hotel performance,

The complete proposed model, incorporating all 6 hypotheses, is illustrated in Figure 1.
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 This study follows the survey research methodology. Based on previous research in related
3 questionnaire was constructed to measure the perceptions of the employees on each of the
ing five variables:

the level of information technology investment (IT1) by the organisation,

the amount of information technalogy usage (ITU) in the organisation,

the level of user satisfaction {US) with the arganisational information system,
the level of employee performance (EP), and

the level of arganisational {in this case the hotel) performance (HP)

After pilot testing, the questionnaire was administered to 2 group of subjects consisting of the
‘employees in twenty 4- 5-star hatels in Ball, Indonesia, The data were analyzed using SEM (Structural
‘Equation Modeling). The remainder of this section gives a brief description of the sample, the survey
instrument and the survey procedure.,

' The target group chosen for this research were hotel employees in Bali, Indonesia, who regulany
used computers in the performance of their duties. They include those warking at both the front counters
and atthe back offices as well as people in management positions. In addition to standard hotel reservation
and accounting, these employess used a variety of computerized applications in their daily work. Itis
thought that the ditferent employment situations will provide a wider and maore representative viewpoint
in the survey.

Only hotels with 5- and 4-star rating were chosen rather than the lower ranking hotels, because
typically hotels in the former group are better equipped with 1T facilities and they tend to cater for
international tourists. A larger proportion of employees in these hotels were supplied with PCs, All PCs
and minicomputars in the hotels surveyed in this study were connected (o the corporate computer
network.

Survey Instrument :

A four-page questionnaira consisting of six subscales was developed. In the first subscale,
demographic information such as age, gender, marital status, position in hotel. educational background,
and individual income level were sought, In the remaining five subscales, questions were adapted from
similar instrumants reported in the literature by previous researchers, to measure the perception of the
subjecls on the five variables under consideralion, viz, information eehmolugy investment by e
organisaticn (1), infermation technology usage by employees (TU), user satisfaction with the [T facilities
(US), level of employee performance (EP) and level of hotel performance (HF). The structure of the
questionnaire is summarized in Tabie 4. The main references on which the subscales are based or
adapted are also indicated in the table. _

Each qguestion in the last tive subscales of the questionnaire was scored on an 11-point Likert
Seale ranging from (0) “not at allialmost never” to (10) “extremely large/alimost always”. The two
“frequency” questions in the ITU subscale, naturally involve counting of the number of applications and
is not based on the Likert rating scale, but the semantic differential scale.
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Table 4: Structure of the Questionnaire

Subscale

What il measures

Key elements of the questions

Source relerences

DEMO

Demographics

Age

Gender

Masital stitus

Position in Hotal
Educational background
Income laval

Tl

Information
technology
investment

Hardware investment
Software investment
Training costs
Suppor costs

Tiatal investment

Sriram, Sturnp & Banerhee
(1887)

HP

Hotel performance

Hote| financial performance
Hote| room cooupancy
Murnther of visitors

Jeflrey & Hubbard (1994)

=

T

Infarmation
fEchnology Lsege

Frequency of use

Time of use

Crificality of use

Feefing of IT usage

Number of busimess task usad
Mumber of camputerized applications

Straub, Limayem &
Karahanpa-Evansto {1995);
ighana & Tan (1997)

us

User satisfaction

Provide precise infarmation
Infarenation content meel needs
Frovide teports neadad
Sutficient mformaticn
Computer system accuracy
Satisfisd with accuracy
Cutput in useful format
Infarmation cleae

Lizer friendly

Ease of uge

Intormation on ime

Up to date informatidn

Dol & Torkzadeh (1988)

EF

Emiplayes
perarmance

Productivity
Job perarmance
Effectiveness of the jab

Decision making guality

lgbaria & Tan (1987)

information Tachnalogy Investment

To measure information technology investment, itis not sufficient to consider the total cost of IT
equipment Srram etal, (1997) pointed out that, in addition to hardware, software and télecommunications
costs, there are other costs associated with the support and operation of IT facilities in an organisation,
This study identified four components: computer hardware cost: computer software cost; the cost of
training IT users; and the cost of supporting IT users during narmal operation. Telecommunication costs,
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stem design have been absorbed into the other compo nents: The authors believe that
of these separately, the study provides a more complete and reliable picture on the

lgasures were chosen to be used in this study: (i) frequency of use; {ii) time of use; (iil)

usage; (iv) feeling of IT usage; {v) number of business tasks for which the system was
loyees; and (vi) number of computerized applications used by employees. A mixture of
¢ differential scales and Likert-type scales was used to record responses to the survey questions.
umber o business tasks invalving the computer and the number of different computer appiications
were employed as an indication of the extent of IT usage.

Acion

‘Delone and McLean (1992) arguad that user satistaction occupies a key rele In information
suciess. In the present study, user satisfaction is taken 1o mean the employees’ attitude towards

of computer facilities as they perform their daily duties in the hotel, The scale, developed by Doll

adeh (1988) with = 0.5, was adapted hers to measure the overall user satisfaction that

des a meastre of the extent to which erganisational information systems meet the snd-user's

& with regards to information content, accuracy, timeliness, format and ease of use.

loyee Performance

~ Employes performance was measured based on a scale developed by lgbaria and Tan (1987} {
= 0.8), Whatis being measured here is the employees’ perception of their own performance improvement
the fack of it) in four indicators as a result of the use of IT faciliies. The four indicators are (i)
ductivity on the job, (il) job performance, (iii) effectiveness on the job, and (iv) decision-making

qualty,

Hotel Performarice :

Organisational performance is a complex phenomenon. Any finite set of measures for hotel
performance is likely to be loo simplistic. Financial indicators alone are not sufficient to capture the
broad scope of hotel performance. Theretore three different global measures were chosen in this shudy;
(i) hotel financial performances; (if) room accupancy rate; and {iil) the number of visitors. This set of
measures provides a periormance protile in terms of occupancy dnd visitation rate as wall aa financial

performance, It was found to be a befter indicator of the overall performance of hotels (Jeffrey and
Hubbard, 1954).

Survey Procedures/Data Collection Method :

The instrument was first pitot tested on a small group of hotel gmployees selected. Prefiminary
analysis of the pilot data showed that those completed the survey form were generally happy with the
questions asked. Minor changes were made 1o the item staterents to improve clarity of presentation.
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Prior to the conduct of the full survey in 2004, the approval and support of the Director of the
Cepartment of Tourism and Culture at Bali was obtained. As a rasult, the researchers were able to claim
official sanction and legitimacy of the research project, thus improving the response rate. To assist with
the data collection process, the Department alsc provided useful information on the addresses of the
twenty-eight 4- and 5-star hotels in Bali, their phone and facsimile numbers, the names of the hotel
general manager, the number of employess, and the number of rooms in each hotel.

With a letter of introductory from the Bali Tourism Director, initial telephone contacts were made
with the General Manager of all 28 hotels in Bali, and permission was soughtto conduct a survey in their
hotels. Out of the 28 hotels, twenty were willing to parficipate in the research representing 71 percent of
the population group {in hotel counts). Itis believed that this should provide an adequate sample of the
target population, These 20 hotels employ a total of 11,529 employees. Of these, 1, 131 or approximately
10 percent used computers directly in their daily duties.

(uestionnaire forms were then hand-delivered to these 20 hotels for distribution to the 1,131
employees, The survey package cansists of a 4-pages questionnaire, a covering letter, a guide on how
tofill the questionnaire, and the letter of introduction fram the Director of the Bali Department of Tourism
and Culture. Hote! General Managers who had agreed to participate were urged strongly to encourage
their employees to complete the questionnaire. As an incentive, & souvenir key ring from Australia was
oftered as a token of appreciation to all those employees who have retumed a completed questionnaire,
a gesture that proved ta be very popular,

To ensure a degree of objectivity in the survey data, selected employees were personally
interviewed by the researchers to verify the accuracy of the self-reported data. As far as the researchers
were able 10 ascertain. the salf reported data were found to be reliable,

Data Analysis
The data collected from the survey were scored and entered in the computer for analysis. Some

preliminary results relating 1o the sample characteristics, the refiability of the questionnaire, and the
validity of the measures are reported in this section,

Hespondent Characteristics

Ofthe 1,131 questionnaire forms disinbuted, 945 completed forms were retumed, representing
a response rate of 83 percent, which is considered an acceptable level of response in this type of
research. Listed in Table 5 are the |D of the hotels that participated (names were suppressed for
confidentiality), the number of employees in each, the number of completed questionnaires returned,
and the number of persons interviewad for validation purposa.
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Table 5: Questionnaire Response Rales

Star Total IT end-user | Questionnaire | Percentage Persons.
Level | employees | employees returned of retums | interviewed
5 985 80 B0 88.9% 5
B 804 78 61 78.2% '
b 784 B0 60 75.0% 4
5 773 70 55 78.6% 4
- B 759 76 B0 78.9% 4
'S 751 75 71 94.7% 4
A 5 717 100 78 78.0% )
5 708 55 35 £3.6% 3
5 593 G0 56 93.3% 3
5 B70 it 62 88.6% 4
b 626 40 36 90.0% 2
) RG2 55 50 90.9% 3
5 580 Bl 55 91.7% 3
4] 418 40 a2 a0 % 2
5 386 40 35 87 5% 2
[ 4 ang a0 28 93.3% b
= 4 292 30 25 83.3% 2 |
4 234 30 24 B0.0% 2
. 4 227 27 22 B1.5% 1
Ih 4 220 25 20 B0.0% 1
Rverage 11,529 1,131 945 836% | 51 |

-~ An examination of the individual respanse rate for each hotel, all except Hotel Na. 8, have a
onse rate of 75 percent or above. Even in the lowest case, the response rate is 63.6 percent.
erefore, the data collected may be considered a reasonable representation of all the IT end-user

oyees in these hotels. The hiographical characteristics of the respondents in this survey are

narized in Figures 1and Table 6. '

3 ‘With respect to age (Figure 2), the majority of the employees surveyed were relatively young
0.6 percent of the respondents fell in the age range of 25-40). The mean age of the respondents was 34,
s generally believed that younger warkers are likely to be more receptive to the introducticn of new
ormation technology into their workplace environment As shown in Table 6, the majority of the
nondents, 84 percent were male and only 36 percent were female. This gender distribution refiects
typical trend of the workforcz in indonesia,
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Figure 2: Age Distributian

a>50
1%
m41-50 Br18 m18-24 lm<1m |
b f
19% 0 S |- 15-24|
O 25-30
0 31-40
= 41-50
33% =50
L — o
Table 6: Background Information of the Respondents
[ No | Gender Fraquency Pasition in Hotel Fraquancy Educational Frequency
k] bl Level %
1| Malg 608 (84.3%) | Accounting/Finance 258 (27 1%) | Hioh School | 287 {29.7%)
| 2 | Female | 237 [35.7%) | ReceptionistFron Office 165 (17.5%) | Diploma 398 (42.1%)
|3 Humnan Hasuurcesﬁ:‘taﬁlng 11 {11.7%) | Bachelar 213 (22.5%)
4 Information Systemn 108 {(11,5%} | Master 32 { 3.4%)
5 Marketing 1 i#1.7%) | Doctorate B{ 0%
|6 Ditiers 193 (20.4%) | Others 21 ( 2.2%) |
Total 945 (100%) [ Toml | 545 (100%) | Total 545 (100%)
{ No Marithly Income Frequency Marital Status | Fraquency
i (Fim) i %
i < Bp 1.500.860 53 B.6%) Single 258 (27.3%)
| 2 | 1.500,001 - 2,500,000 a07 (53.7%) Married 675 (71.5%)
3 2,500,001 — 3,500,000 153 (16.2%) | Divarced 8( 0.8%)
4 3,500,001 - 4,500,000 11 (11.7%) | Widowsd a
5 > Fp 4,500,000 121 (12.8%) Othars 0
[ ] ol 945 (100%) Total 945 {100%)

As for the nature of their employment positions. the lar
Table 6) were working in the accountin
is probably the most computerized
frontoffice. is interesting to
others departments such as
laundry, Nousekeeping, mate

gestdroup of respondents (27.1 %, See
g and fimance sections of the hotel, signifying that this job function
groupin the hotel. The second largest group of subjects worked in the
note that a significant proportion {20.4 %) of the respondents worked in
engineering, executive office, banqueting, food and beverage, kitchen,
rial, and time keeping. This seems to

indicate that the application of
information technology is reasonably wide spread among these hotal

&
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also shows the educational levels of the subjects. Over two-thirds of the hatel employees
this survey (68%) have at least either a tertiary diplama or university degree. About 30%

pleted high school educ ation. The trend of the hospitality industry in employing mare

y trained workers was evident here.

In < of the monthly income level, the largest group (53.7%) fellin the range Rp. 1.500,001 to
0,000, while a further 40,7% was remunerated ata higher level, According o Statistics Office of

the modal monthly income in Bali for all employment s in the range Rp, 750,000 to Rp.

s means that the people employed in the hospitality industry enjoyed a much higher level

2 toall employment groups,

of the Scale

e 7 gives the descriptive statistics; means, standarg deviation and factor loading (to be
d later) for each item in the questionnaire. Itis noted that all iterms were found to hiave a mean
ing from 7.47 to 8.50 in the 11-point scale where a value of 5is regarded as the neutral point
s that the ratings from the respondents tend to lie on the positive side of the rating scale
ore the standard deviations were found to range from 0.88 to 1 35, Indicating a relatively high
consensus among the respondants in their perception of the rating of the five variables in

tor analysis was carried out on each of the five re search variables with respect to items in the
naire. In each case only one factor was identified, accounting for 74 percentio 84 percent of the
2 in the set of questionnaire items. The Factor loading for each-item is shown in Table 7. The
ty of the factor loading coefficients is to be expected as mostitems are adapted from other
fruments.

To assess the reliability of the instrument. the Gronbach (1981) alpha coefficients for the 1otal
gstionnaire and the five subscales were calculated and reported in Table 8 The Cronbach aipha s the
pst widely used index for determining internal consistency (Kerfinger, 1986). Ithas been generally
- accepted that in the early stages of research on hypothesized measures ot a construct, reliabilities of
_ﬂ-‘l‘l or higher are needed, while for widely used scaies, the reliabilities should not be below 0.80
: ;mmny 1978). In the current survey, all subscale alpha coefficients exceed 0.90 with an overall aipha
valug of 0.94 for the entire question naire. The high alpha value in all five subscales confirms the
jomogeneity of the items comprising them, and indicates an acceptable level of reliability,
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Table 7: Descriptive Statistics for the five variables (ITI, ITU, US, EP and HP}

. Factor |  Mean Standard
Code variables Loading | (Scale 0-10) | Deviation
T | Computer hardware costs 0.911 785 1.25
M-2 | Computer soltwara costs 1916 783 1.25
T3 | Costof training Infarmation Tachnalogy Users 0.857 747 1.5
IMl-4 | Cost of supparting Information Technology Users 0883 773 1.29
IT-E | Tolal costal |T investment 04918 7.81 1.2
HP-1 | Hetel financial performance rating 0aaz 831 111
HP-2 | Room accupaney rates [.952 830 1.08
HP-3 | Number of visitors 0,953 830 1.08
MU-1 | Freguency al IT usage 0.887 7.89 0.92
ITU-2" | Tine of IT usage {891 784 (.88
ITU-3 | Importanee of |T usags in Uiy fasks 0.906 7.86 0
ITU-4 | Miitude towards IT usage 4919 784 a.an
ITU-5 | Number ol business 1asks using IT 0802 T80 .54
| ITU-6 | MNumber of computerized 2pplications 0.789 787 0.92
US-1 | Provide precise information 0880 &5 1.00
US-2 | Information cantent meets the nasds 0.875 8.05 1.02
U3 | Provide reports what users need 0858 8.05 1.04
Us-4 | Provide sufficignt information 0,855 Bz 104
U5-5  Computer system acouracy narz 806 1.06
US-8 | Accuracy Satisfachon 0876 a08 103
US-7 | The autputan an uselul format . 541 &.08 {194
USE | Clhanty of anformation (.597 &.08 0.5%
US-8 | Sysiem user friendly 0.842 a0z 1.02
US-10 | Ease of use 0837 .05 0.99
US-11 | Information availatie on time 0.852 Bov 1.03
U5-12 | Up to date information 0.629 B.03 105
EP-| | Productivity increases on the job 0912 8.4 1.02
EP-2 | Jab performanza impravemen 0945 | B.40 1m
EP-3 | Effectiveness enhancement on the b 0828 | 8.50 nag
|_EP-4 | Decision- making gquality increases 1 D& 8.40 1.01
Table 8: Cronbach’s Alpha Coefficient of Reliability
; Reliability
Wame of Subscale Variable Code (Cronbach's Alpha)

| Information Technolagy Investrment (1T1) ITHI - IT15 (GRiterns) 0.938

Hotel Performance (HP) HP 1- HP3 (3 items) 0:920

Infermation Technalogy Usage (ITU) iTu | - ITUS {6 items) 0.934

User Satisfaction (L5) US |- U512 (12 itemns) 0,470

Employee Performance (EP) EPI - EP4 (4 items) 0933

ENTIRE QUESTIDNNAIRE All 30 iterms 0.9339
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the Perception Measures
gperception rating to assess user-organisation variables, a reasonable guestion 10 askis
e employee’s perception is an accurate measure of the reality? For example, how much cne
1 the employee's perception to measure the organisation's actual investment an iT? or to
organisation's actual performance?
wer these guestions, penmissions were obtained to access the actual annual records of
ls o extract the objective measures of IT investment and hotel performance In all, six hotel
nagers gave their permission to the researchers to search their company records. Actual
he hotels' investment in T in the previous year were obtained, including hardware costs,
sts, IT training costs, usersu pportcosts, and total IT investment. Als, actual figures of the
pformance in the previous years Were obtained, including the netfinancial return, hotel occupancy
d the number of visitars to the hote!
‘These actual values were compared with the zubjects perception data obtained from the
aire by regressing the actual measures on the perceplion measures. Table 3 gives the results
slon analyses. The “R square” values are all greater than 0.77. indicating that a1 least 77
gl the variance in the actual measures can be accounted for the perception data, In fact, most of
are above S0 percent showing a strong relationship between the two. This means, according
actual data from the hotel records, the perception ratings by the employees could be considered
reliable indicators for the variables under consideration.

Table 9: Begression of Aclual Data on Employees’ Perception

1]

) . H

Var Question ilems Square di F Sip. !:nnlstan b
Computar Hardwara Costs ([T1- 1) Q.927 9q 5076 0.002 G416 2 4E-08

| Computer Software Costs {Im-2) 0828 i 4098 | 0.002 | 7.218% | 3.9E409

Gosts of Training 1T Users (IT1-3] 0,562 4 10260 | 0.001 6253 1.5E-07
Costs of Supporting [T Users (ITH4) | 0771 4 1347 | 0.021 | 6847 | 3.2E-08
Total Costs of [T Investment (71-5) | 0.811 4 {720 | 0ma | 7727 | 47E- 0

T | Financial Pariommance (ROI (HP-1} | 0897 | 4 | 3466 | 0.004 | 72995 | 00174
Occupancy Rates (HE-2) 0.572 4 136,80 | 0.000 | 55870 0.0301
Number of Visitors (HP-3) 0.933 4 RERE | D002 | 7.079 1.9e-05

Belationships amang Research Variahles
in this final section. the relationships among the five research variables will be examined. The

ultimate objective is 1o determing whether information techinology investment by the hotel will have an
impact on the hatel performance, However, this itis necessary to congider notonly the direct impact, but
also the indirect impacts through the other three user-organizational variables included in this research.

Structural Equation Model (SEM)
SEM techniques allow the relationships between different variables 1o be explored. The variables

may be observed variables or latent variables. The approach is similar te performing a factor analysis
of the scale items and then using the factor scores in regression analyses to explore the relationship
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between factor constructs. 5EM also offers some important additional benefits aver the factor-regression
techniques including an effective way to deal with multicollingarity, and methods for taking into account
the unreliability of subject response data (Bacon etal., 1997: Hair et al., 2004).

Figure 3 shows the path diagram for the final model involving the five Jatent variables under
consideration. |n this diagram, the three latent variables “information technology usage (ITU)", “hotel
performance (HP)", and "employee performance (EP)" was modelled as endoganous (dependent)
variables while the two fatent variables ITI {Information Technology investrnent), US {user satistaction)
was modelled as exogenous (independent “pradictors’) variables, The error terms "BradT, "erd2" and
“er28” are the residuals for the three endogenous variables. The co-variation between the predictorsis
alsa modelled,

A Confirmatory Factor Analysis (CFA) was conducted with Amos Software to 2ssess construct
valldity of the five latent variables. Indicated in the path diagram is the dependence of the five latent
variables on the observed item measuras, Thus, IT investment has five items, IT usange has six, user
safisfaction has twelve, employee performance has four. and hotel performance has three, In order to
assess the validity of these measures, Bollen (1989) suggests examining the | values (factor loadings)
and the squared multiple correlations between the items and the constructs. As shown in the figure,
significant foading for each itemn on its hypothesized construct {0 < 0.07 in all cases) was found. In
addition, there was little variance in the | values within each construct, Indicating that the items tended
to contribute equally to the formation of the construct. Squared multiple correlations between individual
tems and the constructs were generally high, Finally, the values for internal consisten cy suggestthat the
measures are refiable. All of the scales were above 0.9,
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Figure 3: Final path diagram for this research
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To assess the model, multiple fit indicators are examined. As the traditional % test has been

zed as an inappropriate test for large sample sizes (Browne and Cudeck: 1993, Marsh: 1994),
hree other indices are also included: the AGF (Adjusted Goodness of Fitindex) (Joreskog and Sorbom,
.-_iﬁﬁ}. the RN (Relative Non-Centrality Index) (McDonald and Marsh, 1390). and the RMSEA (Root Mean
Square Error of Approximation) (Steiger, 1990} Acceptable model fits are indicated by values of: AGF
gxcesding .60, RN values exceading 0.90 (Marsh, 1994), and RMSEA values below 0.08 (Browne and
@Jﬂmk 1893), The data were generally consistent with our hypothesized structure with the no significant
;c‘wh.re = 1720 {p < 0.01). The other three fit statistics, AGFI, ANI, and AMSEA were computed for this
setof data and found to have the following values AGH = 0,957, ANI = 0.92; and RMSEA = 0.060. This
indicates an acceptable level of fit for the propased model,

Results

What does the structural equation model tell us about the inter-relationships amang the five fatent
variables: ITI, ITU, US, EP and HP? How do these relationships relate to the six hypotheses proposed in
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this research? A close examination of the SEM diagram reveals that the path coefficients-among the five
latent variables fall into 3 groups, those that have a reasonably high values {0.33 or above), those that
have a moderate values {0,23 t0 0.28), and those that have a low but significant level (0.13 or lower).
Figure 4 attempts to capture this relationship model in a more suceinet way. The three groups of paths
have been represented by a thick, thin and dash line respectively. There was another path from ITU to HP
but the path coefficient was too small (0.05), and hence was not included in Figure 4.

Figure 4: Relationship model showing the impact of IT Investment on Holel Performance
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Figure 3 achigved a good it of fit of the data. The fitted structural equation model with standard-
ized regression coefficient {with t-values In the parenthesis) are:

HP = 0226 T + 0331 UP  + Q121 US +  emor (68%)
{t = 6.808) (t=T7.049) t=3.042)

upP = 0373 1T + 0447 US + 0133 M+ emror (45%)
it=12.691) (t= 14836 (t=15,030)

my - 030 M =+ Q389 US  +  emor (B1%)
(1= 23.909) (t=11527)

Results obtained from the structural equation maodel, indicated that all hypothesas cannot be
rejected, as all six proposed relationships among the latent variables were found to be significant. Figure
4, summarises the key feature of the refationship model resulted from the survey data.

Demonstrated in figure 4, however the results indicated that there were too small relationships.
There was much factor affect hotel performance, such as climate of economic, political condition, etc.

Gonsistent with the researcher expectations, user satisfaction and information technology usags
was all positively related to user performance. The data show that perceived user satisfaction has the
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direct effect on uger performance (b = 0.45, 1 < 0.001), It should also be noted that user
action also has an indirect effect thraugh information technology usage. The contribution of information
ology usage to user performance (b = 0.37, 1 < 0.001) Is substantially lower. Further. consistent
e researcher expectations, user satisfaction has a very strong positive effect on information
ogy usage (p=1039,r< 0.001).
* in summary, the tests of the structural model show thatuser safisfaction is an impartant factor
information technology usage and has the strongest direct effect on user performance. Information
usage also affects user pe rormance, though its effecton user performance is much sm aller.
s also demonstrate the importance of information technology usage in mediating the relationship

atisfaction on user performance,

SSI0N
. Usersatisfaction is the mostimportant factar User satistaction can affect both directand indirect
tgl performance. An employes is catisfied with using computer indirect affect hotel performance,
through user performance. In another word, user safisfaction and information technalogy usage
user performance and that T usage partially mediates the effect of satisfaction on user performance.
User satisfaction and user performance, furthermore, affects hotel performance and that user
riormance parfially mediates the affect of satistaction on hotel parformance.
S e results also indicats that user satistaction has a significant affect on user performance. The
alysis provides strong suppart for the madel, In particular, the results demonsirate the importance of
@mining user satisfaction in explaining user periormance
The results also shaw that user performances are a function of both information technology
d user satistaction, which in tum show how information technology adds valug to user
nce. It should be noted that user satisfaction, an infrinsic variable has a stronger affect on user
srformance than information technology usage. an extrinsic variable, The effect of user satisfaction on
rperformance is partially mediated information technology usage.

" The results may suggest thatinfermation technology usage and user satistachon are ingicatars
user performance. These results are con sistent with prior research, which suggest that computer
em acceptance (g,0., satistaction and usage) may produce performance value and op grational
riess. The other research founded that IT acceptance helped individuals to accomplish their
more effectively and increased their productivity.

In this research, the resuits also show that the presentation of information {an useful format),
cient information, provide precise information, de sign of report content of information are the
tance factors.

The significant link among infarmation technology investment, information technology usage,

satisfaction. user performance, and hotel performance has some implications for practitioners.
nancial importance is obvious, when making investment decisions prior to purchasing Infermation
, ﬁ__l_muiugy. management should consider the impact of the proposed system on user performance (Le.
productivity, their effectiveness, job performance, and decision making quality) and eventually on hotel
profitability.
i Finally, the results also shaw that user perfarmance is also affectad by user satisfaction. Thus,
"_Jse:swhu are satisfied by using IT o the system were more likely to report a greater level of use and
mmﬂh,r a greater level of user performance. In practice, hotels can indeed add valug from adoption
ot Information Technalogy. However, in its adoption, the results seem to demonstrate the need for careful
planning in creating and establishing a higher level of user satistaction.
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