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amongst Small and Medium-sized Enterprises in the hotel sector.
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Introduction

Toutizm iz an information intensive activity and the generation
gatheting, processing, application and communication of information
ate witally important for day-to-day operations (Buhaliz 1994,
Tourists rely on a wealth of information before making a decision
atud, therefore, the effective marketing and distribution of tourism is
becoming increasingly dependent on IT (Horan and
MacDonaill 1996). Hospitality operators, especially
SMIEs, have little data vpon which to base an assessment
of electromic distribution channel effectiveness with
spatse look-to-book ratios being among the few metrics
offered. This worl will seek to assess effectiveness criteria from hoth
client and server perspectives and will map both gualitative and
cuatititative data into a modelling process to represent the
effectiveness of disttibution channels, DME in particular, and offer a
methodology for 3ME electronic distribution chatnel benchimarking
more generally.

Alms & Objectives

@ To evaluate electronic channel-choice strategies and cutcomes
atmongst hotel SMEs

@ To construct a methodology and generate a set of metrics for
evaluating the DIWVLG electrondc chatinel

@ To model and validate D3 metrics against peer
systems and client assessment.

@ Identify bhoth expert and client (3ME) wiews on /4‘
channel effectiveness criteria

@ Assess the DM2 (Visit3cotland) against these weighted criteria

@ Cenerate guest volume, value and transactional metrics through
log file analysis of the DI3 (VisitScotland)

@  Elicit ZME data on guest volumes, values and sources

@ Derive a channel-assessment model relating server and client
data

@ Validate this model through server and client iteration in

Seotland and a parallel study it Ireland (Gulliver)

Destination Management Systems (D3] distribute a wide vatiety
of tourism products, are generally governent sponsored, and pay
patticular attention to representing small and independent tourism
suppliers (Buhalis and Licata 20027, However, the market
iz realising that consmmers do not want to deal with the
problems of contacting moultiple  suppliers to  make
compatisors and purchases. Some, if not most, will want
and will be prepared to pay for the level of service that
cotmes from dealing with an intermediary, who will offer them adwice
and save them time and money (Bloch and Segev 1994).
Consequently, DME based chatnels are forecast to grow in
improttanice (0'Conner 20017,

Conceptual Framework.

Destingtion Management Systems - Electraonic Distribution

Electronic Distribution: The matmer in  which hospitality
compatdes bring their product to market remaing a cornerstone of
atry competitive strategy, The moamber, variety and complexity of
Web distribution charmmels are continuing to evolve, with
most companies using moltiple routes to get their produact to e
the conswmer (Castleberry, Hempell et al 1998). Liany

hiotel chains opt for as many routes as is feasible to iy to
teach the maximum avdience. Thizs approach is impossible ~
from an S3ME’s perspective as many of distribution channels are
unavailable to BMEs (Starkow 20020, Hotel S3ME’s must take a more
discriminating approach to charmel choice and, therefore, it is wital
for BMEs to formally evaluate their distribution channel options.

Effectiveness: Attempting to evaluate the effectiveness of hotel

electronic channels of distribution is both complex and nultifaceted

" (Castleberry, Hempell et al. 1998). Different types of

!?r‘j hotels benefit in different ways from various channels

' and not all systems work as effectively for all types of

properties (Bush 20000, Determining the effectiveness

of a distribution channel makes clear business sense. The decision as

to which chatwel(s) to use has become increasingly complex, and

hotel managers curtently have few tools and little guidance to help
thetn to determine which best mateh their needs (Wedll 19917

ins the hotel sector:

Small or Medium-sized Enterprises (EMEs) in the hospitality

itndustyy offer by definition less than 50 rooms, employ fewet than 10

people, operate in lower reaches of the market and are often situated

ity tertiary locations (Buhalis and Lian 19980 The European hotel

sector i3 dominated by small operations with nealy 95%

beitig classified as 3MEs (WTO 1997 Only 30% of

European hotels are affiliated to a chain, as against

I|I approximately T0% in the United States (Tughi 1998

I atid the importance of 3MEs to the European economy is
widely recognised.
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Delphi Study: The first tier is concerned with qualitative research
conducted using a Delphd study in comjuction with server and client
survey wotk to generate, wvalidate and prioritise a portfolio of
weighted criteria that could be used to evaluate the
getieral effectiveness of a DME as a channel of
distribution for hotel 3MEs. This assessment looks at
both the client’s and servet’s perspectives bt does not
assess the consumet’s perspective on effectiveness.

Industry Swrvey: This tier will deal with a mainly gquantitative
survey conducted amongst BMEs to assess their agreement with the
range of evaluation criteria generated from the initial

gualitative work and to evaluate the effectiveness of a w
DLIE from an SMWE’s perspective. Taken together these

stages offer a means of assessing both the perceived effectiveness
from hoth client and server sides and thus provides the foundation for
telating thiz to the quantitative data generated through the final tier,

DMS Log Analysis: The final tier will be based upon an in-depth
examitiation of the DRI based website (WisitScotland) through
consolidation and re-treatment of their server log files. & detailed
analysis of the log files can then be undertaken in an attermpt to
agsess the effectiveness of the DM based website for each of the
SMEs. This will be achieved by identifring the respondents
to the industry survey and by analysing the activity to their
patt of the DME through the log files to establish how
effectively the DME iz worling for them. The log analysis
data for each SME will then be compared with the data
extracted from the industry survey for that partioular BME to provide
aty overall picture of the effectiveness of the DME to each particular
SME. The detived methodology and proposed metrics will be
wvalidated through the triangulation of the results from each of the
three tiers of the process.

Expected Fesults

& expert system that will aid hotel 3MEsz in the evaluation and
matiage ment of their distribution channels.
Recommendations on the improvement of DI E effectiveness.

@ & comprehensive weighted set of criteria for evaluating the
effectiveness of a DIV,

@ An in-depth analysis of the effectiveness of a core DM3 based
webzite,

@ & robust and tested methodology for both Indirect and Direct
convetsion ratios.

@

@
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