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ABSTRACT

In this study, based on the evaluations of the managers of hospitality establishments in Sakarya,
the aim was to determine which digital transformation activities are implemented in their
establishments and to investigate personal views of the managers on the effect of digital
applications on productivity. The study was conducted face to face between 1 March 2021 and 1
June 2021. The qualitative research method was used in the study. In this context, questionnaire
and interview questions were generated in order to determine the demographic information of
the participants, their personal evaluations on digital applications, and the digital applications
used in the establishments. For the study sample; face-to-face interviews were conducted with
on managers from the hospitality establishments at the centre and districts of Sakarya. In these
interviews, managers stated that digital transformation is an important practice and that it
contributed to personnel performance and consequently to the efficiency of production of
service. Managers stated that they follow the digital applications of competing establishments
very closely. Managers stated that the personnel may have a lack of training regarding the use of
digital applications in their establishments and there may be a security vulnerability in terms of
data protection against cyber-attacks, as well as high costs. Digital technology will accelerate the
hospitality establishments operating in Sakarya. The implementation of digitalization will benefit
the development of establishments and the development of their economies. Establishments
that follow digital developments, have a vision of innovation in terms of science and technology
and transform the service production into a way that will adapt to innovations, will be able to
continue their existence. It can be said that the use of rapidly developing information and
communication technologies in the tourism industry will be effective in increasing the quality of
service production and personnel performance.
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KONAKLAMA iSLETMELERINDE DiJiITAL DONUSUMUN VERIMLILIGE ETKisi
KONUSUNDA YONETiCi GORUSLERININ DEGERLENDIRILMESi; SAKARYA ORNEGI

6z

Bu calismada, Sakarya'daki konaklama isletmeleri yoneticilerinin degerlendirmelerine dayali
olarak, isletmelerinde hangi dijital doniisim faaliyetlerinin yarataldigunad belirlemek ve
yoneticilerin dijital uygulamalarin verimlilige etkisine iliskin kisisel goruslerini arastirmak
amaglanmigtir. Arastirma 1 Mart 2021 ile 1 Haziran 2021 tarihleri arasinda yiliz yize
gergeklestirilmistir. Arastirmada nitel arastirma yontemi kullaniimistir. Bu kapsamda katilimcilarin
demografik bilgilerini, dijital uygulamalara iliskin kisisel degerlendirmelerini ve isletmelerde
kullanilan dijital uygulamalar belirlemek amaciyla anket ve gorisme sorulari olusturulmustur.
Calisma o6rnegi icin; Sakarya merkez ve ilgelerindeki konaklama isletmelerinin yoneticileri ile yiz
ylze gorismeler yapilmistir. Bu gorismelerde yoneticiler, dijital dontsimin énemli bir uygulama
oldugunu, personel performansina ve dolayisiyla hizmet tretiminin verimliligine katki sagladigini
belirtmiglerdir. Yoneticiler, rakip kuruluglarin dijital uygulamalarini ¢ok yakindan takip ettiklerini
belirtmiglerdir. Yoneticiler, personelin isletmelerinde dijital uygulamalarin kullanimina iligkin
egitim eksikliginin olabilecegini, siber saldirilara karsi veri korumasi agisindan giivenlik zafiyeti
olabilecegi gibi ylksek maliyetlerin de olabilecegini ifade etmislerdir. Dijital teknolojinin
kullanilmasi Sakarya'da faaliyet gosteren konaklama isletmelerini Gretimde hizlandirarak,
gelismelerine ve ekonomilerinin olumlu etkilenmesine fayda saglayacaktir. Dijital gelismeleri takip
eden, bilim ve teknoloji agisindan yenilikgi bir vizyona sahip olan ve hizmet lretimini yeniliklere
uyum saglayacak sekilde donustiiren kuruluslar varliklarini siirdtrebileceklerdir. Hizla gelisen bilgi
ve iletisim teknolojilerinin turizm sektériinde kullanilmasinin hizmet Gretim kalitesinin ve
personel performansinin artirilmasinda etkili olacagi séylenebilir.

Anahtar Kelimeler: Dijitallesme, dijital turizm, verimlilik
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INTRODUCTION

Nowadays, digital technology is used in all areas of the industry as well as in service production establishments.
Due to the developments in technology, all industries have felt the need to update and adapt their practices.
These updates have led to the formation of new lifestyle habits. In tough competitive conditions, it is only
possible for establishments to maintain their position or to get ahead by realizing digital transformation.
Tourism establishments have also started to follow Industry 4.0 and implement it mandatorily. With
globalization, the acceleration of change and changing customer demands and needs have motivated
establishments to implement technological developments. As a result of the intensive use of information in the
tourism industry, the use of digital technologies has become inevitable. In line with the changes occurring in all
industries and the world of technology today, Industry 4.0 has become important for global businesses to make
profit and to maintain their existence in commercial life, within in an intensely competitive environment. it is

necessary to understand the Industry 4.0 process well, adopt it and use it in the business process.

When the world is rapidly moving towards a digital future, everything we see around us is rapidly changing and
developing toward the path to digitalization. Changing digital trends and customer demands cause changes in
technology to spread to all industries. Digitalization is a process carried out by establishments and institutions
to increase their income, grow and increase business value by taking advantage of the environment and
opportunities created by digital technologies (Konstantinou, 2016). The use of digital technologies is the most
important interaction factor in the human-oriented tourism industry. Service quality in tourism is related to the
appropriate and correct use of information technologies as the most important practice of the industry. The
use of digital technologies can increase the performance of tourism enterprises. With digital technologies, web-
based applications in tourism (social media, internet, etc.) affect the preferences of customers. In addition, it is
possible that the use of developments within the scope of Industry 4.0 will have positive effects on the
profitability of tourism enterprises. It is the result of the developments in technology that tourists share the
historical and natural beauties in the destinations they went, their experiences during their vacation, and
various activities they participated in via videos and photos, and make positive or negative comments on social

media platforms, and that these are followed by potential tourists and influence their choices.

The aim of the study was to find out what technological applications the tourism establishments in Sakarya
have experienced in their organizations, what changes have occurred in their strategies and to determine how
much importance they attach to technological developments and the effects of technological applications on
productivity. In addition, the aim was also to determine the perspectives of the managers participating in this
study and to determine which applications their establishments use in digital transformation. In this study,
based on the participants' opinions, it is foreseen that a consensus can be reached on which technological
applications will be more useful in tourism establishments. In line with the aims of the study; along with a
literature review covering digital transformation practices, the opinions of middle and senior managers of
establishments operating in the field of tourism in all districts of Sakarya especially the districts such as

Sapanca, Karasu, Adapazari, Akyazi and Erenler were taken the reaction of the industry to technological
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changes was determined, the effect of practicing digital technology on productivity and the positive or negative
situations it has caused were evaluated. In the study, it is aimed to get the opinions of the managers about the
use of digital technology and the effects on productivity of the tourism enterprises in Sakarya. It is predicted
that the results of the study will make positive contributions to tourism businesses and managers in Sakarya. It
is thought that the study will guide the tourism stakeholders of the Sakarya destination within the scope of

creating medium and long-term management strategies.

CONCEPTUAL FRAMEWORK

Industry 4.0

Drath and Horch (2014) state that three industrial revolutions took place until Industry 4.0; state that Industry
1.0, which began in England, was effective until the mid-19th century, and Industry 2.0, as a technological
revolution, covers the period up to the mid-20th century. Pamuk and Soysal (2018) state that Industry 3.0 is a
technological entity that was built up starting from the 1970s by the relief of the wounds of the Second World
War and elimination of the problems. Today, all industries are included in the fourth industrial revolution
triggered by the development of Information and Communication Technologies (ICT). Industry 4.0 can be
referred to as the intelligent automation of technology-based and cyber-physical systems (Topsakal et al.
2018). The concept of encouraging the traditional industry towards computerization and equipping it with high
technology, which brings together information technologies and industry activities that will allow the industry
to gain a new dimension, is called industry 4.0. Industry 4.0 is a three-legged organization that aims to bring
together all vital mechanisms with information technologies. These are “internet of things, internet of services

and cyber-physical systems” (Kiirsat & Sayin, 2019:13-14).
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Figure 1. Industrial Revolutions (Kagermann et al. 2013).
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Fleischman et al. (2020) state that Industry 4.0 means the digitalization of industry value-chains with intelligent
combinations of hardware, software, data, socio-technical systems including people. Industry 4.0 includes
people, physical devices and hardware software systems as a value-chain. According to Gider (2020), all
developments in information technology play a large or small role in the development process of the internet.
Thanks to many innovations from the past to the present, the internet has continued to develop and change.
The periods called Web 1.0, 2.0, 3.0 and 4.0 showed great or small developments when they were
implemented. In the light of the evolution process of the internet, which is divided into four main periods from
the past to the present, and the developments along the stages of this process, predictions can also be made
about the future of the internet environment. The changes that occurred in the development periods of the
internet, internet producers and internet users, which have their own characteristics, are shown in Figure 1

below.

In a rapidly digitalizing world, it can be seen that screens take up more time in daily life. Data is generated
continuously at different sources. Via the presentation of the produced information on different platforms, a
fierce competition in order to attract the attention of consumers is established (Arikan et al. 2021). Industry
4.0, also referred to as digital transformation, dominates the current century regardless of the industry with its
innovative revolutions such as the internet of things, virtual reality applications, use of artificial intelligence,
smart sensors, nanotechnology, augmented reality, 3D, smart hotels/robots, wearable technology, and
quantum computing (Atar, 2020). Industry 4.0 is very flexible and durable in terms of quality standards in
engineering, planning, production, operational and logistics processes as well as the physical processes of
computer-driven systems. Industry 4.0 can also be defined as the creation of dynamic, simultaneously
optimized, self-executing value-chains that can be applied to various metrics such as cost, availability and

resource consumption (Yavuz, 2020).

Davutoglu et al. (2017), Ozkan et al. (2018), Serinikli, (2018), Atar, (2020) stated that the internet-based
applications, the use of computers, the developments in the field of communication, and the speed of
transportation that emerged with the development of technologies became stronger with the third industrial
revolution. The rapid progress of technology after the third industrial revolution has led to today's digital
transformation, the digital age, industry 4.0, that is, the fourth industrial revolution. Soylu (2018) stated that
the developments in the field of informatics and communication in the early 21st century, the widespread use
of the internet, and the advances in the field of programming contributed to the development of smart
systems. Acatech (2013) states that Industry 4.0 systems are very flexible and durable in terms of quality
standards as well as their physical processes. According to Reino et al. (2020), as an inevitable process that
takes place all over the world, digital transformation is used in various fields of human activity which lead

people to new developments and develop their knowledge, skills and competencies.

Industry 4.0 can also be referred to as cyber-physical systems which are defined as smart electronic systems
with internet connection. The features of Industry 4.0, which symbolizes development and innovation, can be

listed as the rapid launch of products and services, working in coordination, putting emphasis on on-site
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management, being customer-oriented, creation of virtual environments, efficiency, and profitability.
According to Oztiirk et al. (2019), almost all industries are experiencing serious changes due to rapidly
developing technology. Particularly, very rapid technological developments in the informatics industry also
manifest themselves in manufacturing. Rapidly developing digital transformation practices all over the world
are now used in production lines. As the main components of Industry 4.0, autonomous robots, loT (internet of
things), big data, system integration, cyber security and augmented reality (AR) applications are being
implemented as advanced production techniques with the help of digital transformation and the
implementation of advanced production techniques in manufacturing companies. Digitalization refers to using
digital technology, and possibly digitized information, to create and collect value in new ways (Mary Anne,
2018). The term digitalization is often put to use differently, and is sometimes even used as a synonym for
digitization or digital transformation (Berlak et al. 2020). Digitalization is the use of raw and unused materials

related to intangible heritage in digital media by the stakeholders to create a public resource (Alivizatou, 2021).

Digital Tourism

The concept of digital tourism involves the practices that permeate and are used in many of the online
activities that people do today through trip planning (Benyon et al. 2014). Digital tourism focuses on a wide
range of destinations and elements such as museums, rallies, countryside, zoos and amusement parks (Durrant
et al. 2011). Designers and researchers use a range of different tools and solutions to accommodate tourists,
including interactive maps, tourism assistants, point-of-interest identification, and souvenir production (De
Carolis et al. 2009; Schering et al. 2009; Durrant et al. 2011). These tools and approaches are design techniques
in the field of digital tourism. Considering the characteristics of tourism as an industry, it can be seen that it is
affected by technological and digital transformation like other industries. The tourism industry is becoming
increasingly dependent on web-based technologies for regional competitiveness, largely due to consumer

adoption of technology.

The digitalization of tourism is also very important in terms of effective use of already scarce resources and
securing the future (Erkmen & Guler, 2020). Digital tourism is the use of digital technologies to enhance the
tourist experience. It is also the blending of the real world with digital content to enhance the tourist
experience (Adeola & Evans, 2019). Mobile phones and the internet have been driving the digital travel
revolution and transforming the tourism industry in many developed countries in recent years (Law et al. 2018;
Reino et al. 2013; Wang et al. 2018), and especially ensuring the direct interaction of consumers with the

supply chain (Reino et al. 2013).

Mobile phones and the internet enable tourism destinations to increase the online presence and offline
connectivity that is necessary to compete. While digital transformation provides the necessary tools and
practices to make tourism management more efficient, it provides cheap access and multiple distribution
channels to existing and potential customers (Law et al. 2018). Digitalization transforms existing jobs, requiring

new skills to do new jobs, which may mean that the existing workforce must be re-trained or replaced by
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workers who already have these skills (Yetkin, 2019). Tourism, like many other industries, undergoes digital

transformation by restructuring certain traditional business models (Al Ford, 2020).

Table 1. Industrial Periods and Technology Phases in Tourism

Industry 1.0

Tourism 1.0

Definition

The period that started with the invention
of the steam engine in 1712 and was
shaped by the formation of mechanical
production facilities powered by steam.

The period that started with the acceleration
of the transition to urban life, and families traveling
outside of their birthplace

Characteristics

Mechanical Manufacturing

The emergence and development of the concept of
tourism for all.

Industry 2.0

Tourism 2.0

Definition

The period when mass production was
possible with the use of electricity and
electricity began to be widely used in
manufacturing.

With the development of petroleum-based internal
combustion engines, the period in which tourism
activities were carried out in the form of tours,
individually or in groups, with technological vehicles
other than personal vehicles.

The facilitation and spread of transportation in

Characteristics Division of labour and mass production tourism, the development of communication
network.
Industry 3.0 Tourism 3.0
Starting from 1970, the period of After the rapid advancement of telecommunication,

Definition

development in information technologies
in which computers became widespread
and automation systems were widely used
in production.

the period in which the communication network in
tourism was faster and more accessible, automation
and innovation developed to facilitate the life of
tourists and tourism personnel

Characteristics

Automation of Manufacturing Processes

The phenomenon of sustainable tourism,
development of internet and communication
network, formation of the concepts of innovation
and automation in tourism, green hotels.

Industry 4.0

Tourism 4.0

Definition

The period based on dynamic data
processing with the establishment of the
connection between physical and digital
systems

Tourism supported by initiatives provided at the
destination to gather “data collected from human
minds”  on  physical infrastructure, social
connections, government agencies and
establishments

Characteristics

Artificial intelligence, Internet of Things,
Cloud Technology, Big Data, Simulation,
Cyber  Security, 3D  Manufacturing,
Augmented Reality

Virtual Reality, smart hotel management system,
smart ticket (card) system, smart remote video
monitoring system, smart tour guide system, smart
travel agency system

Reference: (Atar, 220)

Related Research

Summaries of previous research and findings on digitalization, digital transformation and efficiency are given in

the table below. The studies were listed in a chronological order starting from the oldest.
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Table 2. Research on Digitalization, Digital Transformation, and Efficiency

Researcher/s Year Summary of Findings
In the study, it was determined that the digitalization and digitalization efforts emerging with the
Ulger, K, 2016  developing technology play an important role in transmitting the common heritage of a country to
D/Kulct, © future generations.
In the study, it was concluded that the concept of the smart hotel was implemented within the
Atay, L/ scope of two themes; mobile applications, and personalized services. It was determined that ‘one
Yalginkaya, P/ 2019  touch application’, online check-in and online check-out services are used within the scope of
Bahar, F mobile applications, and ‘user profile note’ and personalized room service applications are used
within the scope of personalized services.
In the study, 158 articles published between 2015-2018 in the related journals were analyzed in
terms of research topic, research focus, theoretical perspective, and research orientation; the
Aktas, M 2019 findings of the study were evaluated together with the findings of previous studies on the same
subject, and current trends in the articles were discussed.
Within the scope of the study covering the tourism industry, the current use of robot technology in
ibis, S 2019 hotel management, travel establishments, restaurant establishments, airports, museums, and the
tour guiding profession was analyzed, and future trends were identified.
Serin, D/ As a result of the study, it has been proven that there is a long-term relationship between
iscan, E 2019 information and communication technologies and productivity, which is in line with the literature.
It has been determined that Industry 4.0 is expected to provide advantages in terms of production,
Cakmak, KD/ 2020 cost, competition, price and quality to establishments that successfully applied Industry 4.0
Ocal, D components to their systems and managed this transformation.
In the research, the managers expressed their views that digital will make significant contributions
Yavuz A 2020  to the tourism industry and offer new alternatives and that it should be considered important as it
supports the tourism industry.
In the study, it has been concluded that the technological applications that enable the
Atar, A 2020 development of the tourism industry over time reduce the promotional costs of tourism
establishments and increase customer potential thanks to the promotions made through social
media.
Dénmez, i/ As a result of the study, it was found that the number of articles in the journals increased in
Yurdakul, 2020  parallel with the transition to the e-journal, and the subject of “new media” was increasingly
H/Tasmurat, discussed in these articles. In addition, it was found that the number of articles with multiple
T authors increased over the years.
Mesci, G/ In the study, it has been determined that hospitals use digital communication resources effectively
Saglk, E 2020  on their corporate websites and they have improved compared to their previous studies. However,
it has been found that institutions do not perform well in social media accounts that they used as
their other digital communication tool.
The possibility of digitalization of employees' jobs leads to significant alleviation in economic
Bozkurt, V 2020  concerns. Although working online is a lifeline during the pandemic, it does not operate efficiently
enough. The data shows that a significant part of the society has become more anxious and
depressed.
Halag, H, H/ In the study, as a result of the statistical evaluations, whether the associations of the parameters
Ogiilmis, V 2021  on Openheritage3D were significant or not was demonstrated, and thus whether they had the
parameters that should be in a sample open access cultural heritage application was evaluated.
In line with the findings of the study, a suitable organizational climate should be established in
Sucu, M 2021  order to facilitate the adaptation of employees to digitalization activities and to ensure that they
do not resist this change. In this context, it is expected that the study will be beneficial for
establishments that are trying to digitize and for managers who carry out these processes.
METHOD

Data Collection Tool

The main purpose of this study is to collect information from managers of accommodation enterprises located

within the borders of Sakarya province in the Marmara Region of Turkey about which digital tourism

applications are being used in these enterprises and to evaluate their views on the effect of digitalization on
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efficiency. There are studies in the literature that examine the developments and changes in digital tourism,
which constitute the scope of this research (Ulger et al. 2016; Atay et al. 2019; Aktas, 2019; ibis, 2019; Serin &
iscan, 2019; Cakmak & Ocal, 2020; Yavuz, 2020; Atar, 2020; Dénmez et al. 2020; Mesci & Saglik, 2020; Bozkurt,
2020; Halag & Ogililmiis, 2021; Sucu, 2021). However, there is no research on the effect of digitalization on
efficiency in the enterprises in Sakarya, which has been chosen as the area of this research. In the study, the
following questions were asked in order to determine the digital applications used by the hospitality
establishments and the perspectives of the managers on the impact of these applications on digital

transformation and productivity;

e |s it important to use digital technology applications for your establishment?

e Have you had any problems with your establishment using digital applications?

e Does your establishment follow the digital applications of other tourism establishments?

e Are there any new digital technologies your establishment is considering implementing?

e Did the digital applications your establishment uses provide benefit in terms of efficiency and service
quality?

e Does the use of digital applications by the personnel of your establishment have a positive effect on
performance efficiency?

e Are there any security vulnerabilities (Cyber-attacks, etc.) in the protection of data obtained from digital

applications in your establishment?

The research was carried out by the author. In order to evaluate the research in an unbiased manner, flexible
interviews were used, and a natural interview was conducted by asking questions without guidance in order to
gather detailed and in-depth information. In terms of the reliability of the research, the process of the analysis

was concluded by explaining in detail when, where, and how many people it was conducted with.

Universe and Sample

The research covers the managers of hospitality establishments operating in Sakarya, which is the twentieth
most populated province among the 81 provinces of Turkey and has important values in terms of the elements
of tourism supply. Sakarya is surrounded by the Black Sea in the north, Kocaeli and Bursa in the west, Diizce in
the east and Bolu and Bilecik in the south. It is the fifth largest city of the Marmara region. There are elements
of tourism supply in Sakarya that can be used in various tourism activities. In terms of accommodation facilities,

there is a bed capacity of 3402 in 23 touristic establishments (Sakarya Valiligi, 2021).
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Figure 2: Map of Sakarya Districts (www.wikipedia.org).

In the research, the priority has been collecting the required amount of information rather than the sample
size. For a purpose-oriented study, the necessary sample size was considered to be the sufficient number of
managers in decision-making positions or in positions that affect decision-making processes. The study plan
was to interview six five-star and eight four-star hospitality establishment managers in Sakarya. Establishments
with four or more stars have been evaluated due to their financial status and their target customers in terms of
using digital technology. For the study sample, interviews were conducted with 10 hospitality establishment
managers. Four managers responded negatively to our interview request. The study was conducted face to

face between 1 March 2021 and 1 June 2021.

Analysis of Data

The information obtained at the end of the study was organized by descriptive analysis method, analysed, and
summarized. Qualitative research method was used in the study. With the aim of trying to reach a deep
understanding with the analysis of the evaluations of the participants, the identification of subjective
perspectives was adopted as a method (Baltaci, 2019). The reason why the research was conducted with
qualitative methods is that the research area is suitable in terms of subject and scope and the subject of digital
tourism can be investigated in more detail by face-to-face interview method. Qualitative research is important
and valuable because it relies on the expression of subjective information such as interpretation and

experience.

Ethics Committee Approval

In the research, permission was obtained from the Scientific Research and Publication Ethics Committee of

Sakarya University of Applied Sciences, dated 31.05.2021 and numbered E-26428519-044-12657.
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RESULTS

Demographic information in the study included statuses such as the gender, age, and education level of the
participants. As indicated in the table below showing the demographic characteristics of the participants
included in the study, seven of the managers were male and three were female. According to the data
regarding the gender of the managers, it can be assumed that managers in the establishments are a male-

dominated group.

Table 3. Demographic Characteristics of the Participants

Number Gender Age Education
Manager No. 1 Male 41 years Associate Degree
Manager No. 2 Female 35 years Master's Degree
Manager No. 3 Male 44 years Undergraduate
Manager No. 4 Female 56 years High School
Manager No. 5 Male 51 years Undergraduate
Manager No. 6 Male 45 years Undergraduate
Manager No. 7 Male 48 years Undergraduate
Manager No. 8 Male 53 years Associate Degree
Manager No. 9 Male 55 years Undergraduate
Manager No. 10 Female 52 years Undergraduate

It can be understood from the table that the participants consist of managers between the ages of 35-56 years.
It was determined that two of the managers had an associate degree, one had a graduate degree, one had a
high school degree, and six had an undergraduate degree. The presence of managers with a high education
level can be considered positive in terms of facilitating, encouraging, and leading the adoption and
implementation of digital applications in the establishments. In the study, participating managers were

represented as M1, M2, M3, M4, M5, M6, M7, M8, M9, M10 interview examples;

Table 4. Managers' Views on the Importance of Digital Applications

Theme Categories and Codes Participants
Yes M1,M2,M3,M4,M5,M6,M7,M8,M10
Importance of Digitalization No
Neutral M9

While 90% of the managers emphasized that the use of digital applications in establishments is important, one

manager stated that he was neutral. The statements of some of the managers on this subject were as follows.

M4: "Without technology, it is not possible for hotel management to be in current conditions. In terms of hotel
management systems, digital applications are vital in issues such as accounting, cost, stock control, order,
reservation, and follow-up of guests."

M6: “Today, we live in the age of technology. Therefore, as is the case in all areas of our lives, it is impossible

not to benefit from technology in hospitality establishments.”

M10: “Technology is a very important issue for tourism establishments. The ability of establishments to

compete and develop depends on using and following technology.”
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Three of the participating managers made detailed explanations about the importance of using digital
applications in tourism establishments, while six managers only answered yes and one manager stated that he

was neutral.

Table 5. Managers' Views on the Problems Experienced When Using Digital Applications

Theme Categories and Codes Participants
Yes M5,M6
Problems in Digitalization No M1,M2,M3,M4,M7,M8,M9,M10
Neutral

While two of the managers stated that they had difficulties in using digital technology, eight managers stated
that they did not experience any difficulties. The common point emphasized by the managers who did and did
not experience difficulties is that there are minor service disruptions caused by inexperience when using new
applications after the training. All managers considered it a problem that digital applications impose a
significant cost expense on establishments despite their importance. The statements of some of the managers

on this subject were as follows.

M5: “The most important problem was in terms of cost. Digital technology is useful but very expensive. Since

digital technology is imported, paying in foreign currency increases the cost.”

M6: “As managers, we don't want to spend too much money on technology. In addition, | think that one of the

problems experienced is the cost of the qualified personnel who will use the technology."

M2:“We completed the training of the personnel on usage without much trouble. Although it caused some
problems for our establishment in terms of cost, we managed to overcome the process without much difficulty.”
While three of the managers detailed their statements about whether there are problems in the use of digital

applications, eight managers stated that they did not experience any problems.

Table 6. Managers' Views on Monitoring Other Establishments' Digital Applications

Theme Categories and Codes Participants
Yes M1,M2,M3,M4,M5,M6,M7,M8,M9,M10
Follow-up of competitors No
Neutral

All of the participants stated that they follow the digital applications of other establishments. In the question
on this subject, the managers clearly responded yes, and none of them responded no or stated that they were

neutral. The views of the managers who preferred to give detailed answers are as follows.

M3: “As a hotel establishment, we use the latest technology used by the establishment we are affiliated with.

We are following up other establishments too.”

M8: “We are somewhat trying to follow up. Of course, this follow-up is also related to the demand of the
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customer profile we serve. Especially during the pandemic, | approve of the services toward digitalization that

will provide less contact.”

M9: “I do follow up. We try our best to follow up competitors who implement global practices and changes.”

Table 7. Managers' Views on the Existence of New Digital Applications They Consider Implementing

Theme Categories and Codes Participants
New Yes M1,M2,M4,M7
Digital applications No M3,M5,M6,M9,M10
Neutral M8

According to the managers' responses to the question about the existence of new digital applications that they
intend to use in their establishments, four managers stated that they are considering using new digital
applications, five managers stated they are not, and one manager stated that he was neutral on this subject.

The views of some of the managers who needed make a detailed explanation are as follows:

M3: “For now, | am not considering any new digital applications.”

M4: “We are using Opera and Alice software. We are making plans to develop the CRM module and integrate it
into the system. We want to get up-to-date versions of the systems we currently use.”

M7: “We would like to use more developed versions of Planet21, attendify, auditor, yammer, boxer
applications.”

M9: “I think that the digital applications that our establishment has are sufficient for now.”

Table 8. Managers' Views on the Benefit of Digital Applications in Terms of Efficiency and Service Quality

Theme Categories and Codes Participants
Yes M1,M2,M3,M4,M5,M6,M7,M9,M10
Efficiency of Digitalization No
Neutral M9

According to the views of the participating managers about the benefits of using digital applications in their
establishments in terms of efficiency and service quality; nine managers said yes and declared that 90% of
digitalization had a positive impact on productivity and service quality, while one manager said he was neutral.
Some managers made detailed explanations on this subject, which are provided below.

M1: “Digitalization provides benefits in terms of customer satisfaction, getting ahead of competitors, and
creating brand value.”

M2: “I think our personnel have contributed to their personal development thanks to digital applications. | can
say that while they do their work more easily with digital applications, it contributed to their motivation.”

M9: “I am neutral on this subject. In fact | did not think about that in detail.”

M7: “It reduces the workload and we can do more with fewer personnel. It increases the quality of our work.”
M5: “While digital applications seem to increase costs in the short term, they have cost-reducing effects in the
long term. The greatest benefit is that you save time.”

M4: “It is significantly labour-saving. It is useful in terms of speed and quality service. It increases the efficiency

of personnel. It partially decreases employment.”
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Table 9. Managers' Views on the Effect of Digital Applications on Performance Efficiency

Theme Categories and Codes Participants
Yes M1,M2,M3,M4,M5,M6,M7,M8,M10
The Effect of Digitalization No
Neutral M9

To the question asked to the managers about whether the use of digital applications by the personnel in the
establishment has a positive contribution to the performance efficiency, nine managers responded yes, and

one manager said that he was neutral. Some of the managers made detailed explanations on this subject.

M2: “While our personnel offered better quality service by learning new information, their performance was
positively affected.”

M4: “Accounting control, which was performed by three people before starting to use digital applications, is
now performed by one person in a shorter time and with less error. | will raise this point in the coming executive
board meetings. It is necessary to make a comparison of our personnel expenses before digital applications and
our personnel expenses after digital applications. | am also curious to know.”

M5: “Within the scope of digital applications, we perform both reservation, check-in and check-out processes in
the front office in a shorter time with a high level of customer satisfaction.”

M6: “It contributes positively to performance efficiency by reducing the stress intensity of our personnel who
provide service in a shorter time.”

M8: “Our staff acquired awareness of new technologies. When they become managers themselves, they can
follow the usage of their personnel by easily using the technologies they already know.”

MB9: “I am neutral on this subject. | think things are going just fine.”

M10: “Thanks to digital technology, we can reach the documents we want in a short time, unnecessary
workload decreases and performance efficiency increases. It contributes to performance efficiency by reducing

physical fatigue.”

Table 10. Managers' Views on Whether Digital Applications Will Cause Security Vulnerabilities

Theme Categories and Codes Participants
Yes M1,M2,M3,M6,M9,
The Vulnerability of Digitalization No M4,M5,M8,M7,M10
Neutral

According to the opinions of the managers on whether there is a security vulnerability in the protection of the
data obtained by the use of digital applications; it can be seen that five managers said that security
vulnerabilities will occur, while five managers stated that security vulnerabilities will not occur. None of the
managers were neutral on this subject. Some of the managers made detailed explanations on this subject.
These explanations are as follows:

M2: “As a threat, it is necessary to pay attention to the human factor responsible for the data storage part of
digital applications. If the wrong human factor is used, there can be problems.”

M3: “I think that establishments should not outsource the supply of digital applications. In our establishment,

we control and monitor these applications with our own IT department. There may be a risk that crashing of the
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application will negatively impact the service.”

MS5: “l don't think it will be a problem because our infrastructure is solid. | think every threat has a defence
system. | don't think there will be a problem after taking the necessary security measures.”

M8: “I think if there is a threat, there is a precaution. | trust in cyber security systems. We take the necessary
measures to ensure digital media security in our establishment. Therefore, | do not think that a security
vulnerability will occur.”

M9: “if you do not have enough qualified personnel to manage and control digital platforms, a security
vulnerability will occur. Personnel recruitment should be done after including this subject in the strategy and
planning by the human resources management. The young age of our hotel personnel gives us an advantage, as
they are more tech-savvy. It is possible for them to learn and use new applications in a shorter time and with
Shorter training.”

M10: “In our establishment, our digital applications are managed and controlled by the central unit, as we are

affiliated with the brand chain. Security is taken very seriously and our customers' information is protected

against cyber-attacks with the highest level of cyber security practices.”

Table 11. Managers' Views on the Presence of Digital Applications in Their Establishments

Digital Applications

We have them in our hotel.

We do not have them in our hotel.

Personalized Services (Recording
customers' used or past preferences in the
database)

M1,M2,M3,M6,M7
M4,M5,M8,M9,M10

Kiosk (Access to all services with mobile
application)

M1,M2,M3,M6,M7
M4,M5,M8,M9,M10

Smart Cards Used Inside the Hotel

M1,M2,M3,M6,M7
M4,M5,M8,M9,M10

Child Tracker Bracelets

M1,M2,M3,M6,M7
M4,M5,M8,M9,M10

Pay-Tv channels / Pay and View

M3,M7,M5,M9,M10

M1,M2,M4,M6,M8

In-Room Music Systems M1,M3,M4,M5,M6,M7,M9,M10 M2,M8

In-Room Video Gaming Systems M1,M2,M3,M4,M5,M6,M7,M8,M9,
M10

In-Room Guest Control Panel M5,M6 M1,M2,M3,M4,M7,M8,M9,M10

Digital Welcome Systems M6 M1,M2,M3,M4,M5,M7,M8,M9,M10

In-Room Motion Sensor / Detector

M1,M2,M3,M4,M5,M7,M8,M9,M10

International Battery Charger

M3,M4,M5,M6,M7,M8,M10

M1,M2,M9

Websites for Digital Reservation and
Information (TripAdvisor, Review pro, etc.)

M1,M2,M3,M6,M7
M4,M5,M8,M9,M10

Plate Reader Systems for Security

M1,M2,M3,M6,M7
M4,M5,M8,M9,M10

Smart Building Systems M5 M1,M2,M3,M6,M7
M4,M8,M9,M10

Hotel Applications Downloadable to M1,M2,M3,M6,M7

Smartphones M4,M5,M8,M9,M10

Smart Waiter (Customer information/the M3,M6,M7,M8 M1,M2,M4,M9

ability to offer customer-specific menu M10,M5

recommendations)

Personnel Performance Management M1,M2,M3,M6,M7,

System M4,M5,M8,M9,M10

Smart Hotel Resources Management M1,M2,M3,M6,M7,M10 M4,M5,M8,M9

(Keeping real-time data on stock status)

If there are other objects/applications,
please specify.

M3: We have a thermal camera at the hotel entrance to measure body

temperature.
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According to the table above, all managers (10 Managers) responded yes to the question of whether their
establishment had and used personalized services (Recording customers' used or past preferences in the
database). Again, all ten managers responded yes to the question of whether their establishment had and used
the Kiosk service (Access to all services with mobile application). All participants stated that their establishment
had and used in-hotel smart cards. None of the establishments had child tracker bracelets. According to the

information obtained from the participants, five establishments had pay-TV channels and five did not.

While in-room music systems were used in eight of the establishments that were the subject of the study,
these systems were not available in two establishments. It was found that none of the establishments had in-
room video gaming systems. While eight hotel establishments did not have an in-room guest control panel, two
establishments had it. It was found that digital welcome systems were not available in nine establishments.
Digital welcome systems were used in only one of the establishments. It was found that none of the
establishments had in-room motion sensor. International battery charger was found in seven establishments
and was not found in three establishments. All of the establishments used digital reservation information
system. It was found that none of the establishments had plate reader systems for security and smart building
systems. Hotel applications downloadable to smartphones were available in all establishments. Smart waiter
application was found in four establishments whereas it was not available in six establishments. Managers
stated that personnel performance management systems were used by all establishments. While the smart
hotel resources management application was used by six hotels, it is not used by four establishments. As a
practice not included in the questions, one establishment stated that they had thermal cameras measuring

body temperature at the entrance.

DISCUSSION AND CONCLUSION

Due to the structure of the tourism industry, which is formed by the combination of many different products, it
is important to properly manage the business intelligence and technology behind these. The tourism industry
should read the digital transformation practices in other industries it works with, and make investment plans
that will transform it into its own service production. It is not possible for the Industry 4.0 movement, which is
effective in all industries in the world, not to be effective in tourism. Digital transformation is not limited to
tourism establishments to design the most beautiful websites or mobile applications. The tourism industry, as
an industry in which human and individual relations are at the forefront, should determine with good strategies

in its current environment how it will adapt to technological change and where it will invest.

Comparing traditional holiday practices with current practices will be useful in observing the change as
evidence of the tourism industry's adaptation to digital transformation. In traditional holiday practices,
situations such as high costs, unsafety, difficulties in transportation, and long travel durations result in not
everyone being able to go on vacation. With the development of information technologies, going on vacation
has become an organization that is more economic, safer, with shorter travel time, and easily accessible to

everyone. All kinds of travel planning can be done easily through smartphone applications and computers.
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Thanks to digitalization, tourists make their choices by taking into account the comments of people who have
had a holiday experience before. While tourists benefit from tourism and travel blogs on the internet as a
guide, they can make payment transactions with online banking. Augmented reality application, which is one of
the digital tourism applications, is a system that provides experience of touristic places. Digital menu, smart
table, smart plate applications in food and beverage establishments, and e-guidance services in museums and

archaeological sites are applications that provide convenience.

Today, the communication opportunities provided by social media and mobile technologies have caused all
industries to need to implement innovations in order to communicate more effectively and powerfully to
monopolize and develop potential markets. The development of internet technologies and power of
communication has attracted the attention of all industry companies to this field. While the dynamic structure
of new communication tools provides useful areas of use, it can also create various difficulties in terms of
management. It will not be correct and sufficient to consider digital transformation only as technological
transformation. The success of digital transformation is possible with a leadership approach that defines
business processes digitally, creates a talented and innovative staff, takes risks for organizational culture, and
integrates technology with all elements. In establishments, transferring business processes to automation
systems, defining the changing roles and responsibilities of employees according to digital systems is an

important process in terms of increasing productivity.

The success of the digital transformation goals of the establishments is directly proportional to the increase in
service production efficiency, depending on the use of the human factor in the right position. The use of the
human factor in the right position will contribute significantly to the establishments in terms of efficiency.
Success of digitalization practices in Turkish tourism is possible with education. It is important that the
unqualified workforce in tourism transform into a more skilled workforce that can use digital technologies in
tourism. For this reason, it is imperative to make changes in education before encountering the problem of
training manpower compatible with Industry 4.0 technologies that will work in tourism. In Turkey, which is a
country of tourism with a young population, raising students who cannot use digital applications will not
contribute to tourism. Apart from this, the workforce that cannot use smart hotel, smart destination, smart

tourism applications may turn to other industries.

Establishments have a desire to realize and sustain digital transformation. The important thing is that the
adaptation process in digital transformation is carried out flawlessly and completely. It is important for
establishments to have sufficient and strong infrastructure to succeed in digital transformation. While digital
change applications create a need for qualified personnel, it also causes a decrease in the number of employed
personnel as a positive effect in service production. Future digital transformation strategies should be
determined by identifying the strengths and weaknesses that digital transformation will generate in
establishments. In addition to the positive aspects of digital transformation, taking necessary precautions

concerning cyber-attacks is of vital importance in terms of protecting customer information.
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According to study data; managers stated that it is important to use digital technology applications in their
establishments. In their answer to the question of whether there are problems in the use of digital technology,
the managers said that they did not experience any problems, but that the personnel may have training
deficiencies regarding digital applications. Managers stated that they follow the digital technology applications
of competitor establishments in order not to lose their competitive advantage and to ensure service quality.
While four of the managers stated that they are considering using new digital applications, five of them stated
that they are not considering it for the time being, and only one manager stated their neutrality on the subject.
Nine of the managers stated that the digital applications used in their establishments provided positive
benefits to their productivity and service quality. Likewise, according to the statements of the managers, it was
understood that the use of digital applications by the personnel working in the establishments contributed
positively to their performance efficiency. While half of the managers stated their view that digital applications
would create security vulnerabilities, the other half thought that if necessary precautions are taken, they will

not cause any problems in terms of security.

Digitalization, which is the lifeblood of tourism marketing today, enables hotel establishments to be preferred
due to their good infrastructure. It is not possible for hotel establishments to stay out of the digital
transformation process. The difficulty created by the continuous digital change requires that this process be
carried out with patience and determination. Establishments that understand the importance of digitalization
get important results in terms of service quality and efficiency with the investments they make. The important
thing is to get a transformation package suitable for the structure of the establishment. In the near future,
applications such as 5G, instantaneous personalized suggestions, full use of mobile applications, robot
assistants, hotels that transform according to demand, the presence of 3D printers in the rooms, and
augmented reality hotels await hotel establishments. Again, in the near future, as digital applications in hotel
establishments, customers can be provided with opportunities such as face recognition at the room entrance,
sensors that track the customers, televisions that talk and respond with voice, touch-operated and interactive
surfaces, smart toilet systems, smart mirrors, dirt-proof, Nano towels, automatic wireless adjusted
temperature system controls, personalized pillows and beds, in-room personalized experiences, sports

competitions and hologram concerts.

Digital technology will accelerate the hospitality establishments operating in Sakarya. The implementation of
digitalization will benefit the development of establishments and the development of their economies.
Establishments that follow digital developments, have a vision of innovation in terms of science and
technology, and transform the service production into a way that will adapt to innovations, will be able to
continue their existence. It can be said that the use of rapidly developing information and communication
technologies in the tourism industry will be effective in increasing the quality of service production and

personnel performance.
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RECOMMENDATIONS

Issues such as what kind of services tourism establishments will offer to tourists and what position the service
personnel will take in the new digital transformation can be counted among the issues to be investigated in the
coming years. In addition, studies to determine the positive and negative aspects of digital transformation of
tourism establishments in terms of efficiency can be carried out on different destinations and different
hospitality establishments. Thanks to the studies on different destinations and different accommodation
businesses, comparisons can be made and the most accurate digital transformation implementation, planning

and strategies can be determined.

It is predicted that this study will contribute to the literature on the subject, especially in Sakarya, other cities,
and accommodation enterprises. However, the research does not include a large number of managers due to
the limited number of accommodation enterprises in Sakarya and the time constraints of the managers. For
this reason, the sample size can be increased in future research by including more diverse accommodation
enterprises and managers with more diverse demographic characteristics. Increasing the sample size can make
positive contributions to the comparison of research results. It will be more beneficial for accommodation
enterprises to use digital platforms that offer hotel guest recognition, loyalty programs, and creative and
innovative systems. Accommodation enterprises can have sustainable efficiency by directing their energies to
digital technology. By creating teams that can manage and develop technology in enterprises, the necessary

arrangements can be made quickly according to the feedback provided by the customers.
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