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Abstract 

Hospitality industry consists of all those business operations that provide for 
their customers any combination of food, drinks and accommodation. ICT is 
a fast advancing area of technology. Consumers increasingly expect ICT 
facilities in their rooms, internet access through the television set and data 
port have become standard for higher hotel categories. This paper discusses 
the concept of hospitality industry, ICT and 1VT in the hospitality industry 
also recommendations were made in the paper for the enhancement of all 
the facilities abstract should not be single line spaced.  

 
 

Businesses today, find themselves competing in a world economy for 
survival, growth and profitability. The globalization of the hospitality industries has 
advanced under the pressure of increased technology, communication, transportation, 
deregulation, elimination of political barriers, socio- cultural changes and global 
economic development together with growing competition in the global economy. 
 

Today, information and communication technology is everywhere we look 
and when added to the potential of powerful communication technology, the 
possibility of how it can be used are endless, ICT has beyond doubt made huge 
contributions to the development of hospitality and tourism services. Due to the 
advancement in technology the fierce competition and also due to the complexity of 
the hospitality and tourism markets, organizations over the world depend almost on 
the use of ICT to plan, manage and market their services. Hospitality industries have 
now integrated their system with ICT tools such as PMS (Property Management 
Systems), GDS (Global Distribution System), CRS (Central Reservation Systems) etc 
to facilitate the overall management and marketing of services especially in the 
hospitality industry. 
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Concept of Hospitality Industry 
The hospitality industry consists of all those business operations that provide 

for their customers any combination of the three core services of food, drinks and 
accommodations. There are however, a number of sectors within the hospitality 
industry that can be regarded as separate from tourism for example, industrial catering 
and those aspects of hospitality that attract only the local community (Foskett 2007). 
 

The hospitality industry contains many of the characteristics of service 
industries with the added complications of the production process. Hospitality 
industry is a broad category of fields within the service industry that includes lodging, 
even planning theme parks, transportation, cruise line and additional fields within 
tourism such as a restaurant, hotel or even an amusement park consists of multiple 
groups such as facility maintenance, direct operations, managements, marker and 
human resources. Mintel (2005) stated that hospitality industry specializes in delivery 
se vices to direct customers and ensures that recipients are well treated to ensure that 
they enjoy their leisure time to the maximum. It includes restaurants lodging, event 
planning, transportation cruise line and relevant fields within the tourism industry. 
Hospitality industry is primarily focused on customer satisfaction. For example a 
vacationing family may fly from one country to another, book a hotel room for the 
duration of their visit, dine at local restaurant and tour theme parks or other area of 
attractions. All those activities involve the services produced by various areas of the 
hospitality industry. 
 
Concepts of Information and Technology 

Information and communication technology is the use of scientific tools and 
techniques for developing, documenting and communicating information when 
needed especially as they concern solving the problems of providing needed services 
in the various areas of human endeavor. 

 
Ayo (2002) defined ICT as the physical structure of network of computer 

based systems for the purpose of organizing, processing, communicating, assessing, 
presenting, storing, retrieving and simplifying information when needed and in the 
form of electronic systems that are the kinds for broadcasting telecommunication and 
all forms of computer mediated communication. The world is presenting in an age of 
technological growth and ICT is having far reaching impacts on our lives covering 
industrial, social, economic and educational system. Most equipment whether obvious 
as in the case of computer terminals or less so as in the case of the microprocessor in 
the core of the latest piece of kitchen equipment has computing technology at its heart 
and the wild spread availability of the internet via high speed connections has 
revolutionised how we communicate with each other. Computers are useful in 
business because they have the capability to reduce costs and improve efficiency. 

ASPROAEDU, Volume 1 No. 1, March, 2015,  ISSN: 2408 – 6452  
 



 
 

3 
 

Information Communication Technology in the Hospitality Industry 
The hospitality industry consists of mainly small to. medium sized 

enterprises, many privately owned and managed O' Connor (2004) stated that most 
catering businesses find that computing systems usually with a basic personal 
computer with generic software installed provides them with substantial advantages in 
respect of access to general information sources via the internet, specific data about 
the financial operation and forecasting of the business and help in the production of 
routine text- and graphics-based materials such as menus. They are frequently linked 
together through networks, especially in medium sized and larger establishments.  
British Hospitality Associates (2004) was of the view that special computer software 
packages, designed especially for managing hospitality industry focused tasks are 
readily available. The most commonly found are: 
1. Reservation systems                                                             
2. Electronic point of sale system 
3. Food and beverages management systems 
4. Property management systems. 
 
Reservation System  
There are four principal types of systems in use: 
1. Single property based systems: these deal with the recording of accommodation 

sales for a single property. These provide a single point of contact for a 
prospective guest and ensure that sales are maximized increasingly, those systems 
are directly linked with the individual property reservations system. 
 

2. Electronic point of sale (EPOS) systems: these are used for recording the details 
of transactions. At the simplest level they take the form of a single cash register 
with a processor, memory and printer usually supplied in a single case. Typical 
facilities offered include multiple total storing to enable sales to be analyzed as 
required by the end user price look up which enables the user to press a key 
labeled with the name of the dish or drink and the correct price will be added to 
the transaction. The most sophisticated- system offer a range of features and 
usually consists of a number of machines linked together in restaurants, kitchen 
and bar and also sometimes linked to a central computer for example orders 
keyed in by bar staff when a guest arrives in a restaurant may be transferred to the 
restaurant account giving the guest one consolidated account at the end of the 
meal. Management reports are very comprehensive giving such details as sales of 
each dish or drink item, sales breakdown by each outlet, by each number of staff 
and for each session are also easy to obtain. Most systems will give the profit on 
each item sold and may also be linked to stock control systems. Information of 
this type, intelligently used can assist the management of the business to ensure 
maximum effectiveness. 
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3. Food and beverage management systems: food and beverage management 
systems take the concept of stock control. They add a control framework that 
when correctly implemented gives greatly improved levels of management 
control. With this type of system a database is created of all recipes in use in the 
business together with a further database containing the ingredients used to 
support those dishes. Typical information stored about each ingredient according 
to Mintel (2005) includes: ingredients code, ingredients name, ingredient 
description, category purchase unit, unit of use, unit of measure, content weight, 
price, supplier, tax rate, shelf life, re- order level, percentage usable while typical 
information stored about each recipe is recipe code, quantity of production, 
selling unit, tax code, re- order level, profit required. Using this information as a 
base it is possible for kitchen staff to order goods from the stores by recipe to 
automatically Scale for the quantity required and effectively cost those dishes. 
The system will then give the required selling price to achieve profit. 

 
4. Event management practices: these systems are designed to deal with all the 

elements of taking a booking and managing one - off events such as conferences, 
meetings, weddings and banquets. Many systems have modules that allow the 
allocation of equipments to specific events. The costing of food from pre - 
designed menu is another feature commonly found, modules that allow the 
physical planning of the room layout on the screen are also available with some 
products. 
 

Drummomd (1998) stated that menu engineering utilizes the computer 
modeling of data. The system holds data about sales volume, cost and profit on 
each dish on the menu. Using such a system it becomes possible over a period 
of time to develop a “computer model” of the performance of each of the 
dishes on the menu. This type of activity is usually carried out using a model 
created on a spreadsheet such as Microsoft excel. 
 

Delloite (2994) was of the view that customers require more dietary 
information about the dishes or menus. Dietary analysis works from large databases 
of dietary information and will give details of the composition of individual food or a 
complete dish at the touch of a button. There is a range of systems available from 
simple ones that give relatively crude breakdown which may be suitable for the basic 
information required by the average restaurant guest to the more complex which are 
linked to government food tables and give extremely accurate and comprehensive 
data. . Mancini (2004) stated that website have become an important marketing and 
promotional tool for businesses and hospitality industries. The major area of impact 
within hospitality is the selling and reservation of hotel accommodations. Many hotels 
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now have their own websites which act as an electronic brochure and also usually 
offer the opportunity to reserve accommodation. By setting up its own page on the 
web, hospitality industry can have a relatively low cost of versatile promotional tool 
that can be used for a variety of purposes such as marketing and direct selling while 
marketing currently provides the major use of the internet for the catering industry, it 
also offers an unrivaled source of information on current developments and 
legislation particularly useful in the food and catering technology areas, increasingly, 
new information on major development is being published in the internet in addition 
to the more traditional forms of distribution in hospitality industry, internet provides 
them with, access, to a vast range of global data and expertise that can be used in the 
operation of the business. 

 
Foskett (2007) opined that stock control system allows the user to enter stock 

received and issued, extract details of consumptions and calculate the value of stock 
in hand. More sophisticated systems provide these •basic facilities as well as a 
considerable range of other features such as details of suppliers, automatic issues of 
orders when stock drops to a predefined level, detailed records of issued and current 
prices of all stock items. 

 
Kinton (2008) stated that internet is playing an increasingly important role in 

corporate hospitality.  It is used to source information and bookings can also be made 
online. Online services allow customers to book an event directly offering real 
benefits to the customers. These include official hospitality in official locations, cost 
efficient by booking direct from source, time efficient. 

 
Bethapndi (2011) was of the view that hospitality organizations increasingly 

use computerized systems- to improve their inventory management, communicate 
with customers and reduce some of their operational cost. The internet has improved 
the hotel representation and reservation   processes   dramatically.   Booking   through   
the   net   is particularly convenient for customers who frequent the hotel as that 
provides an efficient sand effective communication mechanism.  
 

Tour operators need constantly to interact with all their partners including 
accommodations and transportation principles, ICTs are now critical    for   the   
distribution   of   four   operator's   packages.    The introduction of the internet, 
intranets and extranets as strategic tools has a number of benefits for four operators. 
The co- ordination and exchange of timely information is important because it allows 
four operators to co-ordinate activities to resolve potential problems and to ensure that 
customer requirements are communicated to all principals delivering the tourism 
products. 
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Conclusion                      
ICT has penetrated hospitality industry at a fast pace, integrating the hotel 

operations,    reshaping    the    marketing    function,    improving    total efficiency, 
providing tools for marketing research and partnership building and enhancing 
customer services while also providing strategic opportunities. The greater the 
capacity, number of departments,  transactions, arrivals, departures and reservations, 
the greater the need for technologies to facilitate the processes. In conclusion ICT 
enhances the efficiency and management of hotel operations. 
 
Recommendations 
The following were recommended: 
1. Hospitality industry should endeavor to have ICTs in their industry. 
2. No matter the size of hotel business, it is advisable for them to make use of 

applied information technology.  
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