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Abstract 

The aim of this study was to identify the role of Information Technology in 

exclusive hotels of Tehran and its effects on customer satisfaction as 

Information and communication technology has been viewed as a 

determinant of customer satisfaction. 

The invention and impact of Information Technology in hotel industry is 

discussed in this paper as well as its used in both developed and developing 

countries. The findings reveal that lack of Information Technology is 

noticeable in Tehran even in its four and five star hotels which leads to the 

guest’s dissatisfaction as it will be discussed in this research. 

The research methodology method is quantitative but empirical is also used 

to have the better result. Some case studies are also used in this study for 

better understanding. 
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CHAPTER I 

INTRODUCTION 

 

1.1 Background 

Today tourism and hospitality is becoming one of the growing industries of 

the world. It creates a wide range of occupation and job opportunities in 

different organizations and that is why paying attention to each part of 

hospitality is critical nowadays. 

It is basically believed that tourism and hospitality will be affected easily by 

both internal and external factors and Information Technology would be one 

of the factors which has a huge impact on the tourism and hospitality 

industry internally and externally (Prideaux, Moscardo & Laws ,2006). 

There is a close link between hospitality and Information Technology that 

will be discussed in this paper after presenting about the definition of 

Information Technology, its components and the role it plays in different 

upscale hotels in Tehran. 

Information Technology would be defined as a combination of computer 

hardware, software, data store technology, telecommunication technology 

and office automation technology which is available to the business world to 

cope with the changes and competitors (John,2003). 

Nowadays guest’s satisfaction become an important issue in the hotel and 

tourism world and needs to be more focused to make the gust loyal and that 
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is how Information Technology would be related to the hotel and hospitality 

industry.  

Information Technology would be also an interesting debate in the Islamic 

republic of Iran because of the eagerness to access to the IT among Iranian 

and its infant stage in the country. 

The Information Technology and Internet connections have grown very 

rapidly in Iran and Iran’s Internet link was made possible by perseverance of 

some hardworking 25 year old computer science graduates at the Institute 

for Studies in Theoretical Physics and Mathematics (IPM) with $50,000 in 

hardware and software and little help from outsiders and connect Iran to the 

world (Carroll Boger, 1995). 

As it is believed Information Technology has a significant role in guest 

satisfaction in high-ranking hotels and high level of expectations would be 

demanded from these kinds of hotels. In the other word, customer’s zone of 

tolerance would become high when it comes to the luxury accommodations. 

How Information and Communication Technology influence the hotel’s 

system and effects in the level of customer’s satisfaction will be discussed 

later. 
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1.2 Objectives of the Study 

The main objective of the research is to determine the role of Information 

Technology in the hospitality industry in four and five-Star hotels in Tehran 

and the study is aimed to achieve the following objectives: 

 

 

• To analyze the discrepancy between customer’s expectation and 

perception towards service quality and the use of Information 

Technology (IT) in upscale hotels in Tehran 

 

 

     

• To determine the present status (role) of Information Technology 

(IT) in guest’s satisfaction in upscale hotels in Tehran 
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1.3 Research Questions 

Based on the research objectives, the following research questions are posed: 

 

 

• Is there any difference between customer’s expectation and 

perception towards service quality and the use of Information 

Technology (IT) in upscale hotels in Tehran? 

 

 

 

• What is the present status (role) of Information Technology (IT) in 

guest’s satisfaction in upscale hotels in Tehran? 
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1.4 Research hypotheses 

Based on the given research questions, null for the first research question 

would be developed as below: 

 

 

Hypotheses null 1: There is no differences between customer’s expectation 

and perception towards service quality and the use of IT in upscale hotels in 

Tehran 

 

 

It should be said that the second research question is deceptive and will be 

analyzed later in chapters four and five. 
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1.5 Significance of the Study 

The result of this project will aid the tourism and hospitality industries in 

Iran to develop both Information Technology and information 

Communication technology in different hospitality sectors and assist to 

achieve more loyal customers by providing better and more comfortable 

service. 

The development of IT in the hospitality industry in Iran require some 

observations and needs to be more focused and the results of this research 

could be hopefully useful for both private and public sectors. 

 

 

1.6 Scope of the Study 

The participants of this study would be both customers and employees of 

Homa, Laleh, Espinas, Simorgh and Evin hotels. 10 customers and 5 

employees would be chosen randomly from each hotels that would be 50 

customers and 25 eye contact employees in total. 

Both men and women will be chosen as the subjects of this study and there 

would be no limitation for the age of participants. 

It should be mention that the first group of participants which are customers 

should be either the existing guests of the hotel or the previous guests who 

had tried the hotel services. 
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The second group of applicants of this study is employees which are being 

formed of the existing front or back office employees and managers of front 

office, house keeping or the general manager. 

 

1.7 Definition of Terms 

Information Technology (IT): Is a combination of computer hardware, 

software, data store technology, telecommunication technology and office 

automation technology which is available to the business world to cope with 

the changes and competitors (John, 2003). 

 

Information communication technology: The OECD working group on 

information society indicators (WPIIS) describes Information and 

Communication Technology as a combination of manufacturing and service 

industries whose products capture, transmit or display data and information 

electronically” (OECD, 2007,a, b). 

 

Guest satisfaction: is to fulfill the needs of customers by providing the 

demanded service and make them happy and loyal to the place. how guests 

will be pleased depends on their level of perception and their zone of 

tolerance. 

 

Customer’s expectations: it concerns customer’s previous experience about 

the accommodation, his personal needs and demands, word of mouth he has 
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heard about the hotel he may choose and the outside communication with 

the hotel services. 

 

Upscale hotels: luxury or high-ranking hotels in the present study refer to 

the type of accommodation that provides the best quality of service for its 

guests to make them satisfy and treat them as a king or queen during their 

stay.  

Service quality: According to Altman & Hernon (2003) service quality 

could be defined as a discrepancy between customer’s expectation and 

perception of the service they would receive. 
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CHAPTER II 

LITREATURE REVIEW 

2.1 Introduction 

The present study focuses on the role of Information technology and its 

influences in the level of customer’s satisfaction in luxury hotels in the city 

of Tehran. This chapter consists of two different parts. 

The first part analyzes the literature in six main areas of: (1) impact of IT on 

hotel industry and its invention, (2) Difference between IT and ICT, (3) Use 

of Information Technology in hotel industry, (4) Use of Information 

Communication Technology in hotel industry, (5) History of the research, 

(6) Importance of IT and ICT in the hotel and hospitality industry and the 

significance of this study. 

The second part also examine the literature in four different parts of: (a) the 

concept of upscale hotels, (b) General characteristics of high rank hotels in 

developed countries, (c) Characteristics of luxury hotels in developing 

countries,  (d) strength and weaknesses of upscale hotels in Tehran.  

Some case studies will be presented in this chapter which illustrates the 

importance of Information Technology in the level of guest’s satisfaction in 

different luxury hotels around the world and the result of this research would 

help the hotel and hospitality industry in Iran to be more successful due to 

the guest’s loyalty. 
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2.2 Part 1 

2.2.1 Impact of Information Technology on Hotel industry and its 

invention 

It has proved that IT is very useful in increasing the efficiencies and 

productivities in any field, especially in the hotel and hospitality industry 

which would lead to reduce costs and increase revenues and customer 

satisfaction as a result (Siguaw, Eng & Namasivayam, 2000). 

The need for using IT in hotel industry first started with increased in 

business and pleasure travel as some form of Information System became 

necessary for the hotel chains (Schwartz, 2007). 

Schwartz also stated that increase in the business and improve technology an 

information technology invented and became important.  

Nowadays because of the changing in customer’s need, IT (information 

technology and IS (Information System) should work properly to fulfill the 

needs of customers and make them satisfy.  

As it is discussed by Peppard (2002), Information technology would affect 

the services offered by the hotel industry; affect the market for hotel services 

and it also impact the economics of hotel operations. 

In other words, IT helps the hotel industry to stay in the market and compete 

by adapting to the changes in customer’s needs and make them satisfy. 
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2.2.2 Difference between IT and ICT 

The Information Technology and Information Communication Technology 

both provide a broad perspective in the nature of technology. 

Their performance are somewhat the same but Information Technology is 

more widely use within the industry and the use for Information 

Communication Technology is applied to the education and learning 

(Information and Communication Technology, 2000). 

 

2.2.3 Use of Information Technology in hotel industry 

As it was discussed earlier, Information technology helps hotels to be more 

successful by assisting to manage the inventory and purchasing which tells 

the number of room availability and also maximize the use of inventory 

items (purchasing system solution, 2004). 

How IT helps in gathering information about the customers and it can be 

useful in satisfying the guest during his stay in the hotel is also another 

discussion by customer relationship management solution, 2005) 

There is no doubt that IT lead the hotels to run successfully and make 

customers to feel pleased and become loyal to the place which would result 

in maximize the profit. 

Since the use of Information Technology increases the efficiencies in the 

hotel and hospitality industry, it should be established correctly. Right IT 

system increase the customer satisfaction and decrease the costs as the best 

example would be Hilton Hotel Corporation which had established a proper 
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IT system strategy for both satisfying its employees and customers 

(Schwartz, 2007). 

Online pricing method, Online consumer decision making, website layout 

and design and customer relationship management are results of Information 

Technology in the hotel’s different areas. 

Nowadays online pricing method becomes a noticeable issue and people 

now book rooms online, shop around for a better price and then cancel and 

rebook (Connor & Murphy, 2010) 

Online reservation is also the same process which allows guests to save their 

time and money and search for their accommodation online and book 

wherever and whenever they want to.  

Connor & Murphy (2010) also highlighted how technology influences 

consumer decision-making.  

How customer’s make decision and how they use information depends on 

the culture of the country as well as some other factors which may influence 

in the buyer’s decision making ( Gursoy & Umbreit, 2004). They also claim 

about the importance of user-friendly websites which satisfy customers. 

Website and layout design should also be paid attention because of its 

impact on customer’s experience and hotel’s websites should be designed in 

the way of giving buyers the positive image which motivates them in 

buying.  

Customer relationship management (CRM) should also bear in mind because 

due to the CRM, hotels are now able to personalize their guests, save their 
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data and take the better care of them and make sure they feel special during 

their stay (ABU Kasim & Minai, 2009). 

 

2.2.4 Use of Information communication Technology in hotel industry 

According to O’Conner & Buhalis (2005) Information Communication 

Technology have been transforming tourism and hospitality internationally 

and because of ICT customers now identify, customize and purchase tourism 

products.  

There is a system which is introduced by hotels to manage their inventory 

(Buhalis, 2003). The system which is called Property Management System 

(PMS) manage day to day customer service function along with electronic 

distribution channels such as CRS and GDS ( Buhalis, 2003). 

PMS is known as the Central computer system that deals with the hub 

functions of the properties and it is used in hotels, motels, guest’s house, so 

on and its functions include reservation, front back office operation and 

managerial functions (Sheldon 1997). 

Buhalis (2003) also stated different objectives of property management 

system like improving capacity management, facilitating central room 

inventory control, providing last room availability information, providing 

yield management capacity, providing better data base access for 

management proposes, supporting better marketing, sales report, proving 

travel agency tracking and commission payment, tracking the repeat hotel 

guests, personalized services for repeated guest, operating the customer 

relationship management and reducing costs. 
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As it is stated by Sheldon (1997) the most important task of PMS is 

reservation process of check-in, check-out, guest accounting, guest history 

and room management. PMS records all information about the guest’s 

preferences like the type of room they are staying, their special request, 

dates of stay and deposit information which could be the powerful method in 

the hotel marketing in the future. 

Room management is another important aspect of PMS. This type of PMS is 

tracking the room’s status and provides information for the house keeping 

department (Sheldon, 1997), The information in the PMS is related to the 

room type: its number, its amenities, room rates, location and its status 

which could be vacant, occupied, dirty, clean, inspected or uninspected. All 

these status will update by the housekeeping staff which increase the 

occupancy rate as a result. 

Management application of PMS provides the real-time information such as 

occupancy percentage, average room rate, gross operating profit and room 

sales for the management. It also support revenue and yield management 

programs in order to provide the decision making of room rates and show 

the best time to change them to maximize the yield (Sheldon, 1997). 

PMS also runs the back office function like the processing of payroll, 

employee’s information, accounting payable and receivable, inventory and 

purchasing.  

Guest room technology like the electronic lock, guest information and 

entertainment services, call accounting system and Internet facilitates are 

also done by PMS (Sheldon, 1997). 
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PMS is also useful in the food service industry which save all the items 

guests ordering from the room service or the restaurants of the hotel in their 

folio for final billing. 

All information about the Travel Agents are tracked down by PMS weekly 

or monthly (Sheldon, 1997). 

Function room scheduling by PMS shows every details about the Meeting, 

Seminars and convention rooms in the hotels, PMS update all the 

information about the next event and how the room should be set and 

designed and what type of food and beverage is requested for the event 

(Sheldon, 1997). 

PMS records of the sports like Golf and tennis, renting them and organizing 

time for guests (Sheldon, 1997). 

The different model of PMS which involves in the time-sharing 

management. It manages accommodation units owned by different parties 

and keep details information of owners of properties and track the payments 

which would be useful in managing the properties (Sheldon, 1997). 

2.2.5 History of the research 

As far as Information Technology is one of the most important discussions 

nowadays and the relationship between technology and hospitality industry 

becomes a significant issue, various articles and dissertations were written 

by different people in this subject. 

Research on Information Technology in the hospitality industry by Peter 

O’Connor & Jamie Murphy were done in 2004 from the university of 

Western Australia Business School. 
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The Internet's effects on distribution; on pricing; and on consumer 

interactions were three main objectives were discussed in the paper. They 

concluded the hospitality industry was realizing that Information 

Technology has unintended effects and prognosticators are often wrong. 

The role of Information Technology in tourism in India is the other title of 

research done by Nath.A & Menon.D, 2005 and their findings were about 

the IT in the present situation in India which could be improved 

tremendously in the tourism industry. Different types of IT and its uses in 

India are given examples in the paper like the electronic payment, online 

word of mouth, video conferencing, etc. 

A Case study on the effect of Information Technology related interface 

issues on overall guest experience in Hyatt Place hotels in US by Bellary.V 

is also another dissertation topic from University of Nevada, Las Vegas in 

2010.  

This research highlights the correlation between IT system and their 

efficiencies and how they effect the guest satisfaction in a hotel system.  

Based on enhancing three IT systems (PMS, self service kiosk and HSIA) 

which were observed at the Hyatt place, the result studied for three months, 

overall experience, overall service and overall accommodations scores went 

up with the intent to return.  
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2.2.6 Importance of IT and ICT in the hotel and hospitality industry 

and the significance of this study 

The result of this project will aid the tourism and hospitality industries in 

Iran to develop both Information Technology and Information 

Communication Technology in different sectors and assist to achieve more 

loyal customers by providing better and more comfortable services. 

The development of IT in the hospitality industry in Iran require some 

observations and needs to be more focused and the results of this research 

could be hopefully useful for both private and public sectors. 

 

2.3 Part 2 

As it was mentioned earlier, the second part of this chapter is specialized to 

the general information about the hotel and its characteristics in different 

countries. 

2.3.1 The Concept of Upscale Hotels 

Hotels are important elements to motivate people to travel and that is why 

accommodations have significant role in travel and tourism. 

The word “Luxury” has different meaning when it comes to people’s mind, 

Some people define luxury hotel as kind of accommodation with more 

privacy whereas for others may be 24 hours butler service or a personal 

shopper (Hall & Milburn, 2007). 

Hall & Milburn (2007) also explain Luxury hotel is known as a combination 

of facilities and styles that give the feeling you are not home and as the 
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customers become wealthier they also become more aspirational in their 

outlook. 

Hotels are classified by their stars and upscale, luxury or high rank hotels 

would be kind of accommodation with the ideal interior design, a perfect 

quality with attention to details, immaculate furnishings, a formal service 

and paying full attention to the guest’s needs and the staff would be polite, 

acknowledgeable in all aspects of customer care (Research Department of 

the Caribbean, 2002). 

“Exclusivity is considered to be a luxury, but everything that is seen as 

luxury, is not necessarily exclusive. Price is not the issue. The uniqueness 

and singularity of the experience is the key.” (Regis Perruchot, Hotel 

Business Director, Splendia Hotels). 

The two below tables shows the relation between luxury accommodations 

and customer’s demand. Table 1 illustrates number of luxury hotels and 

luxury rooms in Europe and Table 2 mirrors the growth in demands for 

upscale hotels in London from year 2002 to 2008. It should also be 

explained that both tables are drowned in year 2007.  
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In Table 2 it can be seen clearly that luxury hotels room rate growth in 

London in 2006 of around 17.4 per cent was almost twice that of the upper 

upscale segment, at 8.9 per cent, and five times the rate for upscale hotels. 

This shows the increase in demands for upscale hotels from year 2002 to 

2007 which people become attracted more to luxury. 
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2.3.2 General characteristics of high rank hotels in developed countries  

Luxury hotels have some standard characteristics in the areas of premises, 

Entrance and exit, dining, kitchen and service, Lobby, toilets, guest’s 

bedrooms, bathrooms and toilets, statutory requirements, management and 

staffs, exemption arrangements, car parking, building exterior, garden and 

grounds, reception, reservation, corridor and staircase, food and service, 

wine service, table service, public toilets and staff issues. 

The below classification system is made by National Tourism Development 

Authority of Ireland and it came to the operation system the 1th of February 

2007 and shall apply to all premises for which initial hotel registration after 

the Commencement Date. 

This classification system is being used to demonstrate the hotel 

classification in Ireland which would be considered as a developed country. 

The premises of an exclusive hotel must contain a building that are on one 

site and that are linked by well-lit and covered walkways. The main and 

secondary entrance and exit, reception areas, dining areas, kitchen and 

service areas, lounge areas, cloakroom facilities, bathrooms and toilets, guest 

bedrooms, staff accommodation, storage areas should also be part of the 

premises plan. 

The construction materials should be durable, safe and in good repair 

throughout. 

Floors, walls and ceilings through premises should be in a moderate type and 

design to keep the highest standard sanitation. 
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Adequate internal and external lightening should be adopted in all areas for 

eating, reading and toilet purposes.  

All the public rooms and bedrooms shall have a capability to keep the room 

temperature at 18.5 degree centigrade all the time and telephone system 

must be installed in these areas to be used by guests. 

The premises of dining area of a deluxe hotel should have a floor to ceiling 

height of not less than 2.5 meters and must have at least one window to 

provide natural light. 

All the tables and seating should be of an adequate size to give diner feel 

comfortable during eating and high chairs for children must be available at 

the dining area. 

Crockery must be available to serve the maximum number of guests 

available in the dining area and all should be in great shape and quality and 

other dining facilities like cutlery, condiments, ash trays, tablecloths, table 

mats, trays, service trolleys and other necessary table appointments shall 

also be of good quality and in good condition. Napkins (linen, cloth or good 

quality paper) shall be provided. 

Proper toilet facilities should be located in the dining area and shall be kept 

clean and hygiene condition to comfort the guests and all the furniture and 

equipment should be in a decent quality to ease the patrons.  

Entrance and Exit of hotels can have huge impact on guest’s first impression 

of hotels and should be sufficient size to have the overall guest’s capacity 

when it comes to the luxury hotels. The entrance hall shall be also suitable 

located and sufficient size with high quality furniture.  
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Kitchen and service are one of the most profitable areas in hotels and require 

some condition when it comes to top four and five star hotels. 

Sanitation is the most important factor should be complied. The Food 

Hygiene Regulations 1950 - 1989 And the EC (Hygiene of Foodstuffs) 

Regulations 2000 are required. 

There should be direct access from kitchen to the dining room and easy 

access from kitchen to the stairways, public rooms and bedrooms where the 

food is being delivered. 

Lobby and lounges have the most influence in guest’s mind and let them 

decide whether the hotel is worth staying or not. As an exclusive hotel, the 

lobby and lounges shall be provided in common areas and lounge space 

should not be less than 20 square meters. A floor to ceiling height of each 

lobby should not less than 2.4 meters and one window at least should be in 

each lobby to provide natural light. Chairs armchairs, sofas, occasional 

tables carpets and rugs should all be provided in good materials to satisfy 

customers. Daily newspaper and magazines should be provided in the lobby 

area. 

It should be mention that every lobby should have at least one elevator and a 

doorman on duty between 7.00 and 22.00. A business center with access to 

the minimum facilities like internet, telephone, fax, printer and a photocopier 

should be either in the lobby near to this area.  

Toilets should be offered separately for men and women in the public rooms 

and lobby and should be easily access to the entrance hall and public rooms 

and all lavatory should be in a best hygiene condition and all toilets should 
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be equipped with mirrors, towel rail, hand-dry facilities, soap, toilet paper, 

sanitary bins and other sanitary accessories. 

The number and type of sanitary fittings installed shall be calculated in 

relation to the resident guest capacity of the premises as follows: 

 

 

 

Guest’s bedrooms of a high-ranking hotel should have some characteristics 

like a floor area should not less than 9.00 square meters for single bedrooms 

and not less than 15.00 square meters for double bedrooms. Each bedrooms 

should have at least one window to provide the natural light, the locking 

system should be well taught which is part of the Information Technology of 

the hotel and a double locking device from within and a single locking 
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device from without on the doors opening off the bedroom corridor would 

be essential. Each room shall be numbered and must be set with bed, a 

supply of linens, blankets, pillows, pillows and counterpane, mattress and 

pillow protectors, wardrobe, writing desk/dressing table, vanity mirror with 

vanity light, bedside chair, per person and table, lockers on both sides of the 

double bed, luggage rack, waste basket, ash tray, clothes hangers, carpet or 

bedside rugs if it is needed, telephone system, reading light, window curtain, 

good quality towels must be provided per person per day with minimum size 

hand 0.40 x 0.8m, bath 0.6 x 1.2, printed advice for means of summoning 

assistance at night which should include fire instructions and should be in 

foreign language versions (French and German at minimum) together with 

English (and/or Irish as appropriate). 

Exemption arrangements and statuary requirements are related to the 

construction and hotel prices and is different in each country due to the hotel 

classification. 

Parking space are required in an exclusive hotel and should be accessed 24 

hours, valley parking shall be offered to all residents of the hotels and close 

security camera should be set to make guests feel safe. 

Every upscale hotel has well-maintained and clean gardens or landscape so 

guests are capable of walking or seating and feel comfortable. 

  The process of check in and check out will be done in the hotel reception 

and this area should be under the supervision of someone who is trained well 

and experienced in Hotel Management and accounting because of accessing 

to account information. Other staff in this area should be well trained, polite 

and good in communicating with customers. Safe available for storage of 
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guest’s valuables like passports and all the messages should be delivered to 

the guest’s bedrooms from this area. All the information about the checking 

out, payment details and key cards to the rooms will be given to customers 

by reception staffs. 2 credit cards must be at least accepted in all four and 

five star hotels. A reception staff of a high rank hotel will make sure about 

the satisfaction level of guests and provide a full concierge service. All front 

office staffs should be neat and tidy and uniformed. Internet access 

available, fax and photocopies, restaurant reservation made, wake up call 

offered, a multi lingual service provided details are also available in the 

reception area. 

Room service of a luxury hotel should provide the menu with mix of hot 

cooked meal with sandwich and snacks. Breakfast should also be in the 

menu and 24 hours room service must be offered in both four and five star 

hotels. Guest’s elevator should not be used in delivering the food. 

As it was mentioned earlier food and service would be one of the most 

profitable department and should be in in a standard form when it comes to 

the high rank accommodations. Special dietary meals and children meals 

must be available in the menus. Plain breakfast should be provided as well 

as fully cooked breakfast, full service lunch and dinner minimum 5 days and 

nights a week must be available. 

Staffs are one of the most imperative parts of the hotel management. Staffs 

can make customers happy about their stays and make them feel special 

during their journey. All staffs of an upscale hotel should trained well, 

experienced in the needed field, uniformed neat and tidy, ability to speak 
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English if they are front staff. Manager should be available 24 hours to cope 

with the emergencies and handle problem. 

Some other area like bars, Discotheques, wine and alcohol storage and 

related areas are not discussed in this paper because of the research topic 

which is in Islamic republic of Iran and hotels are not allowed to sell alcohol 

beverages of any kind and bars and discotheques are forbidden to build in 

Iran. 

2.3.3 Characteristics of luxury hotels in developing countries 

Developing countries refer to all low income and middle income countries 

(Ross & Harmsen, 2001). 

Kamel (2006) explain that countries are classified into three categories of 

high income, middle income and low income, it is the middle income and 

low income which are refer to developing countries. 

The below classification system is provided by Cultural Heritage and 

Tourism organization of Iran and it is used as an example of a developing 

country. 

Three parts of health and safety matters (50%), services and human 

resources and technical (20%), construction and installation (30%) are being 

considered and all these parts should be completed by a Qualified and 

licensed professional from Cultural Heritage and tourism organization. 

Chosen professionals should give an overall grade 9 from 10 so the hotel 

will be known as a luxury.  
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Islamic rules has made some changes in the classification system of hotels 

like it is obligatory for all four and five-Star hotels in Iran to have their own 

praying room with proper size. Size, neat and cleanliness of this room is one 

of the requirements that professionals should point. 

Hotels of Homa, Laleh and Espinas,are known as 5-Star accommodation and 

Evin and Simorgh are accepted as top 4-Star hotels in the city of Tehran and 

they all have standard requirements that  high rank hotels have due to the 

assessment classification system created by Cultural Heritage and Tourism 

organization. 

Privatization had also a significant role in the hotel industry as well as other 

industries which were taken place in June 2006 by Ali khamenehee ( Iranian 

leader) ( Wikipedia). 

Homa hotel is believed to be one of the earliest privatized hotel after 

revolution (Wikipedia). 

Lack of technology and its effects on service quality in Iranian upscale 

hotels have seen which would impact on customers of these hotels which are 

mostly middle aged business men ( Ziaedin, 2009). 

Ziaedin (2009) also discuss the high gap between the guest’s zone of 

tolerance (customer’s expectations) and service quality in upscale 

accommodations in Iran. Lack of training employees are also named as 

critical issues in Iranian exclusive hotels. 

Lack of Information Technology and its effects in luxury hotels in Iran is 

nowadays an important debate and needs to be more focused in order to 

success. 
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2.3.4 Strength and weaknesses of upscale hotels in Tehran 

The shortage of luxury hotels in the city of Tehran is obvious. This shortage 

would be due to the decrease in the level of external tourists after revolution 

which will result in reduction of demands in luxury hotels and 

accommodations. 

Five hotels would be considered in this research that they are known as 

luxury accommodations in Tehran; Homa group hotels, Laleh hotel, Espinas 

hotel and resort, Simorgh hotel and Evin hotel. Hayat hotel which was 

renamed to Azadi is also known as 5-Star but as far as the hotel is under 

construction and renovation, it would not be discussed in this research. It 

should be also remarked that all information about each hotel in this research 

is found from interviews with the hotels employees and customers’ 

questionnaire and some self-consideration. 

 

Homa hotel which is a 5-Star accommodation and is observed in this 

research belonged to the Homa group hotels which have branches in 

different cities of Iran and it is dependent to government and it was 

constructed prior to 1979.  

Homa hotel is located in the hub of Tehran, Vanak, Vali- e - Asr Avenue 

which is really beautiful but the traffic in rush hours annoy guests. 

High prices are also increase level of dissatisfaction and count as the 

weakness of Homa hotel, € 95.97 for a single bedroom, € 126.57 for a 

double bedroom, € 26.98 for an extra bed, € 167.63 for its junior suite and 
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 € 191.76 for royal suite plus 19.6 percent taxes and service for all prices 

which shows the overprice for service quality given by the hotel. 

Online reservation is impossible and only telephone reservation is made in 

this accommodation, staffs are not helpful at all in this hotel and lack of 

trained, polite and English-speaking employees are noticeable. 

Because of its target market which are mostly foreigners, Internet is offered 

free of charge in rooms but low in connection and the website will not 

updated continuously which will be result as a poor Information technology 

in this hotel. 

Lack of parking space and low quality service will also bring negative word 

of mouth and result in loosing customers. 

The only strength point about Homa hotel is credit card which will be 

accepted in reservation. Although it would be expansive due to the sanctions 

in Iran and it has to go though Japan and go through two different sets of 

exchange rate variation but it different this hotel from other upscale hotels of 

Tehran. 

 

The other 5-Star hotel that is examined in this research is Inter Continental 

hotel which was opened to the public in 1971 and renamed to Laleh hotel 

after revolution. 

Laleh hotel is located near the Laleh park in the city center of Tehran and it 

is near to some historical sites but the traffic and pollution is also part of 

weak factors. The prices are absolutely over prices compare to its competitor 

which would be Espinas hotel and resort. Single bedroom in Laleh hotel is  



 39 

€ 126 a night, € 136 for double bedroom, €214.90 for VIP suit and € 605.36 

for its Royal suit.  

Online reservation and the use of credit card would not be accepted in Laleh 

hotel and only Rial, Dollar and Euro will be accepted. 

It cost $10 to access to the Internet for five hours and the website of the 

hotel is not updated and it is definitely not match the 5-Star hotel. 

Parking lot is just belonged to the guests and people who visit the hotel 

cannot use the parking lot. 

There are limitations in English speaking staffs at the reservation area and 

employees are not trained at all in the reservation or other department’s area 

and they are hired due to their experienced other than their education. 

All restaurants in the hotel offer Iranian food and service quality in not high. 

Marketing department is also inactive and do not advertise at all. 

There should be mentioned that all hotel prices in Euro are changeable due 

to the Euro rate in Iran and the given prices are prepared in 29 of June 2011. 

The other 5-Star hotel to be discussed in this research is Espinas hotel and 

resorts. It is the first and only 5-Star hotel which was build after revolution 

ad opened in April 1989. The hotel is private and do not belong to the 

government and this itself would be a huge advantage which influence in the 

level of service quality offered to the guests. 

The first strength factors which can be seen in Espinas hotel is the 

reasonable prices that is slightly less than its competitor; Laleh hotel with 

offering better service. Single bedroom in this hotel costs € 131.16, double 
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bedroom costs € 151.34, junior suit’s price is € 174, 88, business suite 

charges € 302.68, luxury suite’s rate is € 437.21 and the cost for president 

suite is € 605.36 a night. All prices will be increased by 4 percent tax. 

The marketing department of Espinas hotel and resort works properly and 

advertise in most of Tehran’s highways billboards to market and position the 

hotel. There are positive words of mouth about Espinas because of its high 

quality services, polite and English speaking employees.  

The hotel offers parking lot for both employees and visitors and its website 

is updated and luxury can be felt from its website. 

Majority of guests in Espinas are business people and some airline crews 

like Asians Airlines and for them accessing to Internet is important. Espinas 

offers high speed Internet access 24 hours for free which is a great option 

offered by the hotel. 

Location of the place could be considered as both strength and weakness. 

The hotel is near to Laleh Park and a great view of Milad tower which would 

be a great choice for customers but there would be also traffic and pollution 

because it is located in the city center area of Tehran. 

Online reservation system is not working in Espinas like other Iranian hotels 

and email should be sending in case of Internet reservation. Credit card 

would not be accepted and just Rial, Dollar and Euro will be accepted during 

check in process and English pond is also unacceptable. This would have a 

negative impact on English customers who travel to Iran because they can 

use neither their credit card nor their money. 
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Evin Hotel is identified  as one of the top 4-Star hotels which was 

established before revolution and reconstructed and open to public in 2008.  

Nowadays Evin hotel is belonged to government of Islamic republic of Iran. 

The location of Evin hotel would be pondered as its first strength factors 

because of its easy access (5 minutes) to the international exhibition and 

Hall summit which is ideal for business people and diplomats. The Islamic 

Republic of Iran Broadcasting ( IRIB) is also near to the hotel. 

Safety and security which will be offered by the hotel is also counted as its 

strength point and make the place a great choice for diplomats and important 

people which is due to the size of the hotel. A positive word of mouth is 

raised because of the service quality of this hotel and Information 

Technology may be adopted for this purpose. 

Evin offers more than 100 parking space capacity which would contain 

visitors who do not stay in the hotel which gives a positive image and 

friendly and English speaking personnel is also give guests to feel 

comfortable and warmth stay. 

The updated website of the hotel would be also named as its stenght point 

because Evin hotel is the only hotel that provide customer assessment form 

in its website. 

Like all hotels, Evin has some weak points like the online reservation system 

which does not work as a top 4-Star hotel standard and people have to send 

emails or fax to reservation and reserve through email. This would cost 

times for guests, as they have to wait for the respond email and confirmation 

details.  
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NO credit card acceptance would be another weaknesses of Evin hotel and 

only Rial, Dollar and Rial will be accepted during the check in process. 

The room prices are different in Evin Hotel. It costs 129.31 Euro for a single 

bedroom, € 152.82 for a double bedroom, € 195.92 for junior suite and € 

352.66 for its royal suite. Services and tax are included in the prices and 

would not be added to the room prices which would be more efficient 

compare to other hotels. 

Internet is not free and customers need to pay approximately 2.00 Euro for 

every hour they use Internet and this would again consider as a negative 

factor as Internet should be out of charge in 4 and 5-Star hotels.  

Last but not least, Simorgh 4-Star hotel would be presented which is located 

in the north center of Tehran; it is near to the city center which can be an 

advantage for the hotel because it would make tourists to have an easy 

access to most of the tourist attraction in the city center. The beautiful park 

behind the hotel is also considered as one of its strong points because it 

provides a great view for the hotel and also gives the opportunity to the 

guests to spend time at the park. 

Compare to the most of  hotels which are owned by the Iranian government, 

Simorgh is known as a semi private hotel and it is believed that this is one of 

the reasons that the hotel is successful. All the employees are well trained 

and can speak English fluently. They are trained to make the customer 

satisfied and all the employees are graduated from hotel schools so customer 

satisfaction is their prior duty. 

As we mentioned earlier Simorgh is considered as a four star hotel and the 

price is more reasonable compare to other hotels in Tehran which usually 
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overcharge the guests. The single bedroom in Simorgh is 129.31 euro a night 

which is cheaper than most of 5-Star hotels with offering the same or even 

more service quality to its guests. The double bedroom in Simorgh costs € 

152.82 and € 176.33 for a modern double bedroom. There are three types of 

suite in this hotel and costs € 195.92 for a junior suite, € 227.27 for a royal 

suite and € 241.64 for its emperor suite a night. 

Internet, breakfast and sport center are included in the room’s prices and free 

of charge in this hotel which would result in guest satisfaction. 

Like other hotels in Tehran, Simorgh do not have online reservation and 

customers have to reserve rooms via email or fax. 

Credit card would not be accepted and only cash will be received during the 

reservation and check-in. 

As a result Simorgh is known as a top 4-Star hotel with a great service 

quality but the lack of Information Technology is visible in this hotel.  

 

2.4 Conclusion: 

As it was mentioned earlier there are defiantly a shortage of up-market and 

luxury hotels in the city of Tehran and it is obvious none of them use 

Information Technology or Information Communication Technology in the 

standard level to satisfy their guests. 

Over the last decades many hotels adopt IT and ICT to their system to cope 

with all the rapid changes in environment (Sirirak, 2010). 
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ICT applications like Internet, Intranet, email electronic transaction, central 

reservation system and web applications now days are used in the hotel 

industry to raise the level of satisfaction among customers (Ham et al., 

2005). 

Sigala (2003) and Siguaw et al., (2000) claim that IT and ICT were 

successful factors in hotel operations. 

The best example could be Phuket which has the highest percentage of 

computer possession, Internet and website possession hotel according to 

National Statistic Office of Thailand (2007). Employee efficiency, reduce 

cost and increase revenue were finds as results of using ICT in Phuket hotels 

as high demand for the city can be seen in recent years (Sirirak, 2010). 

IT and ICT have gradually changed the tourism and lodging industry in 

America, Europe and China as it is examined by Jennifer et al., (2003). The 

research mirrors the importance of IT and ICT for hotels and tourism 

companies to survive. 

Development of computer reservation system (CRS), development of global 

distribution system (GDS) and Internet are considered as three significant 

innovations which have changed the definitions of organizational structure 

of world tourism industry (Shanker, 2008).  

Dubai and Turkey’s hotels have also adopted IT and ICT to their system to 

offer better services to tourists in the past ten years. Dubai hosted about 10 

million tourists in the year 2010 according to the Dubai Tourist Guide 

(2011). The number of tourists who came to Turkey was approximately 25 

million in 2010(Daily News, 2010). 
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About 2.3 million tourists had visited Iran between March 2009 to march 

2010 according to PRESSTV (2010). This number is not high compare to 

Iran’s neighbors; Dubai and Turkey and it should have more tourists due to 

its culture and heritage. 

How Information and Communication Technology motivate tourists to visit 

a country is an important discussion and it is related to guest’s satisfaction 

during their stay in exclusive hotels. 
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CHAPTER III 

RESEARCH METHODOLOGY 

With regard to the aim of this thesis, the main concentration is to find 

whether Information and Communication Technology is helpful in guest’s 

satisfaction in upscale hotels in Tehran. This research is based on perception 

of customers who are experienced these four and five star hotels and also 

some front office employees who cope with customers on daily basis. 

This chapter consists of the methodology of the study which includes 

designs, participants, research instrument, logics and data analysis. 

3.1 Design 

Regarding the aim and purpose of this study, the quantitative method is 

being used and a set of questionnaire is prepared and two groups of 

employees and customers are chosen as participants. 

Because the main objective is to identify the gap between the existing 

condition and the ideal situation, opinions of employees and customers of 

the four and five-Star hotels of Tehran should be considered and paid fully 

attention. 

 

3.2 Participant 

The participants of this study would be both customers and employees of 

Homa, Laleh, Espinas, Evin and Simorgh hotels. 10 customers and 5 

employees would be chosen randomly from each hotel. There would be 50 

customers and 25 front office or relevant employees in total. 
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There would be no limitation in age and sex of the participants and two 

groups of customers and employees are chosen in each hotel. 

The existing or previous customers of chosen hotels are picked randomly 

and will be given questionnaire and employees of the front office, back 

office or managers of front office, house keeping or the general manager will 

be interviewed and asked to fill some forms.  

 

3.3 Instrumentation 

 

3.3.1 Data Collection Instruments: 

Descriptive and inferential statistics will be used in this research.  

Data collection will be specified to three main methods of survey 

questionnaire, interview and document analysis to provide triangulating 

analysis on the research dilemma which will be discussed more specifically 

in chapter 4. Guests are going to be given questionnaire and employees are 

being interviewed and asked to fill some forms for the best result. 

Professionals and experts validate the questionnaire and it is given to 30 

participants for examination and validation for final changes. 

Populations of the sampling are some of both four and five-Star hotels in 

Tehran which are selected as hotels of  Homa, Laleh, Espinas, Simorgh and 

Evin. 

It should be mentioned that the chosen hotels are classified by their stars in 

this research (4-Star & 5-Star). 
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3.3.2 Data analysis instruments: 

After the collection of questionnaires and interviews, the level of customer’s 

expectation and perception towards service and the use of technology would 

be explored. The data gathering and analysis process is based on quantitative 

method and SPSS will be used in the research to give more specific and 

accurate information. 

 

3.4 Logics 

A questionnaire would be prepared for 50 existing or previous guest of 

Homa, Laleh, Espinas, Evin and Simorgh hotels randomly and 25 interviews 

will be done from employees of the back and front office and also the 

managers of the related areas to identify the level of guests satisfaction in 

these hotels. Both groups will be compared together to show the result and 

specify the problem of this study. 

Best (1977) designed the table to analyze the level of customer’s satisfaction 

and all questionnaires in this research are adjusted to table 4 which is shown 

in the following pages. 
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Scores between Level of Satisfaction 

1.00-1.80 Lowest satisfaction 

1.81-2.61 Low satisfaction 

2.62-3.41 Average satisfaction 

3.42-4.21 Good satisfaction 

4.22-5.00 Very Good Satisfaction 
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CHAPTER IV 

MEASURMENT 

4.1 research question 1:  Is there any difference between customer’s 

expectation and perception towards service quality and the use of IT in 

upscale hotels in Tehran? 

Table 4.1 displays the descriptive statistics for the customers’ expectations 

and perceptions towards service quality and the use of IT in upscale hotels in 

Tehran. The means for the customers’ expectations and perceptions are 4.30 

and 3.23 respectively. These results indicate that the customers hold higher 

expectations service quality and the use of IT in upscale hotels in Tehran.  

Table 4.1: Hotel Customers’ Expectations and Perceptions towards Service 

Quality and Application of IT  
 EXPECTATION PERCEPTION 

N Valid 468 450 

Missing 32 50 

Mean 4.30 3.23 

Minimum 1 1 

Maximum 5 5 

 

The Wilcoxon Signed Rank test is run to compare the hotel customers’ 

expectations and perceptions towards the service quality and the use of IT in 

upscale hotels in Tehran. Considering the supper-scripts of a, b and c and the 

footnotes of Table 4.2 it can be claimed that only on 28 instances the 

customers’ perceptions were higher than their expectations. On the other 

hand, on 286 instances, the customers hold expectations higher than their 

perceptions and there were 134 ties where the expectations and perceptions 
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were expressed the same. Of course the ties are not included in the final 

analysis of comparing the positive and negative ranks. 

 

 

 

Table 4.2: Ranks 

 N Mean Rank Sum of Ranks 

EXPECTATION – 
PERCEPTION 

Negative Ranks 28a 134.00 3752.00 

Positive Ranks 286b 159.80 45703.00 

Ties 134c   
Total 448   

a. EXPECTATION < PERCEPTION 
b. EXPECTATION > PERCEPTION 
c. EXPECTATION = PERCEPTION 
 

 

As displayed in Table 4.3, the Z-value for the Wilcoxon Signed Rank test is 

13.26 (P = .000 < .05). Based on these results it can be concluded that there 

is a significant difference between the customer’s expectation and perception 

towards service quality and the use of IT in upscale hotels in Tehran. The 

customers’ expectations are statistically higher than their perceptions. In 

other words, the hotels studied cannot satisfy the expectations of their 

customers. 
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Table 4.3: Test Statistics 

 
EXPECTATION - 

PERCEPTION 

Z -13.262a 

Asymp. Sig. (2-tailed) .000 

a. Based on negative ranks. 
b. Wilcoxon Signed Ranks Test 
 

 
Note: 

A: The negative sign can be ignored because the computations are made on negative ranks.  

B: Asymp. Sig. (Asymptotic significance) is a method f calculating probability based on large samples. In some analysis, this type of 

significance testing is accompanied by (Exact. Sig.) which is mostly used for small samples. Wilcoxon Signed Rank test does not have 

the exact option. 

 

 

Table 4.4 displays the descriptive statistics for the customers’ expectations 

and perceptions towards the service quality and the use of IT in upscale 

hotels in Tehran. Based on the information displayed it can be claimed the 

customers in the Espinas Hotel hold the highest expectations (M = 4.74). 

This is followed by the Simorgh (M = 4.57) and the Laleh (M = 4.31) hotels. 

The Homa Hotel customers hold the lowest expectations (M = 3.75). 

 

 

 

 

 

 

 

 

 

 



 53 

Table 4.4 Customers’ Expectations and Perceptions by Hotels 

HOTEL EXPECTATION PERCEPTION 

LALEH N Valid 94 92 

Missing 6 8 

Mean 4.31 2.48 

Minimum 3 1 

Maximum 5 4 

HOMA N Valid 92 92 

Missing 8 8 

Mean 3.75 2.66 

Minimum 1 1 

Maximum 5 5 

SIMORGH N Valid 96 92 

Missing 4 8 

Mean 4.57 3.42 

Minimum 3 1 

Maximum 5 5 

ESPINAS N Valid 94 84 

Missing 6 16 

Mean 4.74 3.95 

Minimum 4 1 

Maximum 5 5 

EVIN N Valid 92 90 

Missing 8 10 

Mean 4.10 3.69 

Minimum 2 2 

Maximum 5 5 

 

 

Ranking the hotels based on the customers’ perceptions yields quite different 

results. The Espinas Hotel which holds the highest expectations receives the 

highest perceptions as well. However, the Evin Hotel – the fourth rank on 

expectations – is the second on perception. The Simporgh and Laleh 

customers rate their perceptions higher than their expectation of these hotels. 

The reverse happens to Homa Hotel whose perceptions are lower than the 

expectations. 
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Table 4.5 displays the negative (expectations lower than perception), 

positive (expectations higher than perceptions) and ties (expectations equal 

perceptions) for the five hotels under study. The negative ranks for all of the 

five hotels are lower than the positive ranks. That is to say, the customers 

hold higher expectations in all hotles. 

Table 4.5: Ranks Statistics  
HOTEL N Mean Rank Sum of Ranks 

LALEH EXPECTATION – 
PERCEPTION 

Negative Ranks 0a .00 .00 

Positive Ranks 81b 41.00 3321.00 

Ties 11c   
Total 92   

HOMA EXPECTATION – 
PERCEPTION 

Negative Ranks 7a 14.50 101.50 

Positive Ranks 53b 32.61 1728.50 

Ties 31c   
Total 91   

SIMORGH EXPECTATION – 
PERCEPTION 

Negative Ranks 3a 27.33 82.00 

Positive Ranks 65b 34.83 2264.00 

Ties 23c   
Total 91   

ESPINAS EXPECTATION – 
PERCEPTION 

Negative Ranks 4a 15.00 60.00 

Positive Ranks 44b 25.36 1116.00 

Ties 36c   
Total 84   

EVIN EXPECTATION – 
PERCEPTION 

Negative Ranks 14a 38.04 532.50 

Positive Ranks 43b 26.06 1120.50 

Ties 33c   
Total 90   

a. EXPECTATION < PERCEPTION 
b. EXPECTATION > PERCEPTION 
c. EXPECTATION = PERCEPTION 
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Table 4.6 displays the results of the Wilcoxon Signed Rank tests carried out 

to compare the customers’ expectations and perceptions towards the service 

quality and the use of IT in upscale hotels in Tehran. All of the Z-values are 

statistically significant (P < .05). Based on these results it can be concluded 

that there are significant differences between the customers’ expectations 

and perceptions towards the service quality and the use of IT in the five 

hotels studied. The customers in all hotels hold higher expectations. 
 

 

4.6: Test Statistics 
 

HOTEL 
EXPECTATION 
- PERCEPTION 

LALEH Z -7.924a 

Asymp. Sig. (2-tailed) .000 

HOMA Z -6.087a 

Asymp. Sig. (2-tailed) .000 

SIMORGH Z -6.814a 

Asymp. Sig. (2-tailed) .000 

ESPINAS Z -5.575a 

Asymp. Sig. (2-tailed) .000 

EVIN Z -2.406a 

Asymp. Sig. (2-tailed) .016 

a. Based on negative ranks. 
b. Wilcoxon Signed Ranks Test 
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4.2 Research question 2: What is the present status (role) of Information 

Technology (IT) in guest’s satisfaction in upscale hotels in Tehran? 

The customers’ questionnaire consists of four sections. The customers’ 

expectations and perceptions were discussed above. The customers were 

also asked to express their attitudes towards the hotel. Table 7 displays the 

frequencies and percentages of these five questions which target issues such 

as the need for IT, the need for trained reception staff, easy IT services, and 

timely checking. Majority of the respondents – 49.2 % - agree with the 

above statements. 33.6 % are undecided, 12.8 % strongly agree and only 3.6 

percent disagree with these statements. 

Based on these results it can be concluded that Information Technology (IT) 

has significant role in guest’s satisfaction in upscale hotels in Tehran. 62 % 

of the customers are unsatisfied with the IT in hotels. This idea is expressed 

through their selection of the “agree” and “strongly agree” choices. 

 

Table 4.7: Frequencies and Percentages Customers’ Attitude towards Hotels 

 
Frequency Percent Valid Percent 

Cumulative 
Percent 

Attitude DISAGREE 9 3.6 3.6 3.6 

UNDECIDED 84 33.6 33.9 37.5 

AGREE 123 49.2 49.6 87.1 

STRONGLY AGREE 32 12.8 12.9 100.0 

Total 248 99.2 100.0  
Missing System 2 .8   
Total 250 100.0   
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Graph 1 displays the percentages as appeared under Table 4.7. It should be 

noted that if one ignores the two missing answers, the percentages under the 

column labeled “valid percent” should be reported. 

 

Graph 1: Percentages Customers’ Attitude towards Hotels 
 

 
 

 

The customers were also asked to express their overall rate towards the 

hotels. As displayed in Table 4.8, majority of the customers, 42 %, rated 

hotels as good; 30 % average, 22 % excellent and 6 % poor. 
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Table 4.8: Overall Rate of Hotels  
 

 
Frequency Percent Valid Percent 

Cumulative 
Percent 

Rate POOR 3 6.0 6.0 6.0 

AVERGAE 15 30.0 30.0 36.0 

GOOD 21 42.0 42.0 78.0 

EXCELLENT 11 22.0 22.0 100.0 

Total 50 100.0 100.0  

Graph 2 displays the above percentages. 

Graph 2: Percentages Customers’ Attitude towards Hotels 

 
 

The customers were also asked to the IT in the hotels. As displayed in Table 

4.9, majority of the customers, 44 %, rated hotels as average; 38 % good 

and18 % poor. 

 

 

 



 59 

Table 4.9: Overall Rate of IT in Hotels  

 
Frequency Percent Valid Percent 

Cumulative 
Percent 

IT Rate POOR 9 18.0 18.0 18.0 

AVERGAE 22 44.0 44.0 62.0 

GOOD 19 38.0 38.0 100.0 

Total 50 100.0 100.0  

 

Graph 3 displays the above percentages. 

 

 

Graph 3: Percentages Customers’ Attitude towards IT in Hotels 
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Staff Questionnaire 

The employees at the studied hotels were asked to first identify the areas in 

which IT is used in their hotels and second to express their attitude towards 

IT. As displayed in Table 4.10, Front Desk, Reservation and Back Office 

Management are the three areas where IT is widely used. Property 

Management, Yield Management and Commission Management are the 

three areas where IT is rarely used. 

Table 4.10: Areas of IT use in Hotels 

  Frequency Percent Valid Percent 
Cumulative 

Percent 

Reservation YES 20 83.3 83.3 83.3 

NO 4 16.7 16.7 100.0 

Total 24 100.0 100.0  
Front Desk YES 23 95.8 95.8 95.8 

NO 1 4.2 4.2 100.0 

Total 24 100.0 100.0  
Accounting YES 12 50.0 50.0 50.0 

NO 12 50.0 50.0 100.0 

Total 24 100.0 100.0  
Housekeeping YES 12 50.0 50.0 50.0 

NO 12 50.0 50.0 100.0 

Total 24 100.0 100.0  
Rate Management YES 5 20.8 20.8 20.8 

NO 19 79.2 79.2 100.0 

Total 24 100.0 100.0  
Customer profile 
Management 

YES 10 41.7 41.7 41.7 

NO 14 58.3 58.3 100.0 

Total 24 100.0 100.0  
Back Office 
Management 

YES 18 75.0 75.0 75.0 

NO 6 25.0 25.0 100.0 

Total 24 100.0 100.0  
Commission YES 4 16.7 16.7 16.7 
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Management NO 20 83.3 83.3 100.0 

Total 24 100.0 100.0  
Room Management YES 11 45.8 45.8 45.8 

NO 13 54.2 54.2 100.0 

Total 24 100.0 100.0  
Property 
Management 

NO 24 100.0 100.0 100.0 

Report Management YES 14 58.3 58.3 58.3 

NO 10 41.7 41.7 100.0 

Total 24 100.0 100.0  
Yield Management YES 4 16.7 16.7 16.7 

NO 20 83.3 83.3 100.0 

Total 24 100.0 100.0  
Point of Sales YES 6 25.0 25.0 25.0 

NO 18 75.0 75.0 100.0 

Total 24 100.0 100.0  
Cashiering YES 12 50.0 50.0 50.0 

NO 12 50.0 50.0 100.0 

Total 24 100.0 100.0  
Restaurant  
Management 

YES 11 45.8 45.8 45.8 

NO 13 54.2 54.2 100.0 

Total 24 100.0 100.0  

 

Graph 4 displays the frequencies as appeared in Table 4.10. 
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Graph 4: Functions of IT  

 

 

The second part of the employees’ questionnaire targets their attitudes 

towards IT. As displayed in Table 4.11, majority of the employees, 56.9 % 

agree with the IT use in the hotels. Added with the percentage of the 

employees who strongly agree with IT functions, it can be concluded that 

about 70 percent of the employees agree with the functions of IT. 11.8 

percent do not agree with the IT use in hotels, including 2.1 % strongly 
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disagree and 9.7 % disagree. 18.1 percent are undecided on the use of IT in 

hotels. 

Table 4.11: Employees’ Attitude towards IT Use in Hotels 

 
Frequency Percent Valid Percent 

Cumulative 
Percent 

Attitud
e 

STRONGLY DISAGREE 3 2.1 2.1 2.1 

DISAGREE 14 9.7 9.7 11.8 

UNDECIDED 26 18.1 18.1 29.9 

AGREE 82 56.9 56.9 86.8 

STRONGLY AGREE 19 13.2 13.2 100.0 

Total 144 100.0 100.0  

 

Graph 5 displays the percentages appeared in Table 4.11. 

Graph 5: Employees’ Attitude towards IT Functions in Hotels 
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CHAPTER V 

DISCUSSION, CONCLUSION AND FINAL REMARKS 

 

5.1 Introduction 

The research aimed at studying the role of Information Technology in guest 

satisfactions in upscale hotels in Tehran. How and why exclusive hotels 

adopt Information and Communication Technology to increase the level of 

satisfaction is a discussable debate nowadays which is covered in the first 

chapter of this study. 

The invention of Information Technology and its impacts on hotels, the 

distinctions between Information Technology and Information 

Communication Technology and its roles in both developed and developing 

countries are all reviewed in chapter two as well as discussing about how 

upscale hotels adopt themselves to Information Technology. 

To find about whether Information Technology is helpful in guest’s 

satisfaction, some customers and employees of hotels are chosen randomly 

as participants of this study and are given questionnaire in chapter three. 

In the chapter four, data were presented and analyzed which the result 

supported the importance of Information Technology and as there is a close 

link between IT and customer’s satisfaction, all upscale and exclusive hotels 

need to adopt themselves to the Information and Communication 

technology. 

To reach the findings, each main research questions need to be answered: 
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1. Is there any difference between customer’s expectation and perception 

towards service quality and the use of Information Technology (IT) in 

upscale hotels in Tehran? 

 

2. What is the present status (role) of Information Technology (IT) in guest’s 

satisfaction in upscale hotels in Tehran? 

 

It should be mentioned that both research questions are responded by giving 

questionnaire to both customers and personnel of the five hotels of Espinas, 

Homa, Laleh, Evin and Simorgh. 

 

5.2 Discussion 

As it is mentioned in the chapter 3, data collected from a questionnaire were 

distributed to 50 guests who stayed at exclusive hotels of Espinas, Homa and 

laleh which are recognized as 5-Star and Simorgh and Evin top 4-Star hotels 

in Tehran. The questionnaire aim is to specify the level of customer’s 

expectation and perception towards Information Technology in these hotels. 

The result mirrors that the overall mean score of expectation was higher than 

perception in all hotels except Espinas which held the highest expectation 

and received highest perception as well. 

Findings of this study indicate that Information and Communication 

Technology has a significant role in guest’s satisfaction in each examined 
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hotels and the use if IT can increase the level of satisfaction in hotel’s 

guests. 

 

5.3 Research questions (findings) 

Based on the research objectives, two research questions were addressed in 

this study: 

 

1.What is the present status and the role of Information Technology (IT) 

in guest’s satisfaction in upscale hotels in Tehran? 

 

Based on the result, Information and Communication technology has a 

significant role in guests satisfaction in upscale hotels in Tehran as 49.2 

percent of employees of five examined hotels were agree with the important 

role of IT in hotels. 

 

Is there any difference between customer’s expectation and perception 

towards service quality and the use of Information Technology (IT) in 

upscale hotels in Tehran? 

As it has shown in the table 4.9 from data analysis, 42 %, of customers rated 

the overall service quality of hotels as good; 30 % rated as average, 22 % 

rated as excellent and 6 % rated as poor. On the other hand it is obvious that 

there is a massive difference between the customer’s expectation and 

perception towards the use of IT in upscale hotels in Tehran. The customers’ 
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expectations are higher than their perceptions and hotels could not meet the 

customers expectation. However Espinas is successful in meeting its 

customer’s needs and the level of customer’s expectation and perception is 

high towards both service quality and the use of Information and 

communication technology. Based on the research questionnaire, high 

discrepancy can be seen in customer’s expectation and perception towards 

the use of IT in 4 and 5-Star hotels in Tehran and Espinas hotel and resort is 

the only accommodation which the customer’s level of expectations and 

perceptions are high and the result for other hotels mirrors that customers 

hold higher expectations service quality and the use of IT in upscale hotels 

in Tehran. 

 

5.4 Implications and suggestions 

This study had the following implications: 

1. The Rank test (Wilcoxon Signed ) shows that there is a significant 

different between the customer’s expectations and perception and towards 

the service quality and the use of IT in the five examined hotels ( Espinas, 

Homa, Laleh, Evin, Simorgh).  

The best suggestion for hotels is to adopt Information and Communication 

technology and let the guests know so there would not be a massive gap 

between customer’s expectation and customer’s perception as it should not 

be when it comes to the luxury and upscale hotels. 

 



 68 

2. Findings from chapter 4 indicate the importance of Information 

technology and the use of it in hotels in Tehran. Most Iranian hotels use old 

software in their front and back offices which should be replaced by new, 

high speed and updated international software like Hotelinux, Amadeus or 

Opera to raise the level of satisfaction among guests. The best example is 

Evin hotel which held the forth IT rank on customer’s expectation and is 

second on perception after Espinas hotel. The professional software that is 

used in Evin’s front and back office might be the reason the hotel’s success.  

 

3. Chapter 4 has also showed 56.9 percent of employees of the five hotel 

studied agree and 2.1 percent strongly agree with the need for training in 

Information technology section. Human resource management of hotels 

should arrange training program to improve employee’s IT performance and 

promote them in their carrier. 

 

5.5 Limitation of the study 

Some limitations are found in this research as follows: 

1. The respondents in this research are limited to 50 customers and 25 

personnel at the upscale hotels of Espinas, Homa, Laleh, Evin and 

Simorgh located in the city of Tehran.  

 

2. This research only focuses on upscale and exclusive hotels which 

ranked as 5-Star and top 4-Star named as Espinas, Homa, laleh and 
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Evin hotels of Tehran and other accommodations would not be 

discussed in this study. 

 

3. Only International participants are chosen for the guest’s 

questionnaire and local customers are not selected in this study. 

 

 

5.6 Conclusion 

The present study describes the role of Information Technology in guest’s 

satisfaction in upscale hotels in Tehran descriptively and it also analyzes the 

distinction between customer’s expectation and perception towards service 

quality and the use of IT in four and five star hotels in a quantitative method. 

As it is obvious in all previous chapter, Information Technology has an 

important effects on all sectors and hotels and hospitality industry should 

adopt to the IT changes to fulfill the customer’s needs and make them satisfy 

and loyal to their firms. 

As it is highlighted, hotels in Tehran would not use IT as they should and 

there are so many complains about the lack of Information and 

Communication technology in Iranian hotels. 

Lack of training was the other main problem which hotels have in Tehran as 

there would be a shortage in IT training among hotel staff and they can not 

get along with the existing IT software let alone with the newer 

technologies. 
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5.7 Suggestion for further research 

The following topics could be focused on for further researches: 

1. As the participants of the study were international customers, there 

should be a further study of the same type that investigates local 

customers in order to reach both domestic and international customers 

data. 

 

2. Only 5 hotels are discussed in this research and other 4 and 5-Star 

hotels of Tehran could be examined in order to achieve the better 

result and more respondents. 

 

3. The barriers effects hotels in Tehran not to access the up-to-date  

Information and Communication Technology software could be 

further discussed and researched. 

 

4. It also would be interesting to analyze the role of Information and 

Communication Technology in hotel staff turnover and whether this 

can help in their training methods. 

 

5. The impact of economical, cultural, social and environmental factors 

on Iranian hotels and how adopting Information and Communication 

Technology will be influenced by these factors should also be 

examined in separate research.  
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