
E V A L U A T I N G T H E D E T E R M I N A N T S O F 

E - C O M M E R C E U S A G E I N 

S R I L A N K A N H O T E L I N D U S T R Y 

By 

T. I. Warnakulage 

The Dissertation was submitted to the Department of Computer Science & 

Engineering of the University of Moratuwa in partial fulfilment of the 

requirement for the Degree of Master of Business Administration. 

Department of Computer Science and Engineering ^ // 

University of Moratuwa 

December 2007 

- T H 

University of Moratuwa ^336J2 
mm" 
93362 



Declarat ion 

Th is thesis is a presentat ion o f m y or ig ina l research w o r k . Wherever cont r ibu t ions o f 

others are i nvo l ved , every e f fo r t is made to indicate th is c lear ly , w i t h due reference to the 

l i terature, and acknow ledgement o f co l labora t ive research and discussions. 

The w o r k was done under the guidance o f Dr . Chathura De S i lva , at the Un ivers i ty o f 

M o r a t u w a , Sri Lanka as a f u l f i l m e n t o f M B A in I T p rog ramme. 

In m y capac i ty as superv isor o f the candidate 's thesis, I cer t i f y that the above statements 

are true to the best o f m y know ledge . 

Date 

Dr. Chathura De S i l va Date 



Dedicat ion 

For m y be loved w i f e 

w h o has been w i t h me and suppor t ing a l l the w a y 

towards the end o f th is 

research exercise. 



A c k n o w l e d g e m e n t 

The success o f th is thesis w o u l d never be accompl ished mere ly by the author. There are 

many ind iv idua ls w h o have cont r ibu ted a l l the way to the success o f it in many ways . The 

author g ra te fu l l y acknow ledge the valuable con t r ibu t ions made by the f o l l o w i n g , w h o m 

among others, p rov ided the guidance, encouragement and suppor t du r i ng the six months 

long research endeavour w h i c h lead to the preparat ion o f th is research report . 

First o f a l l I w o u l d l i ke thank m y supervisor, D r Chathura De S i l va , fo r his guidance and 

support th roughou t the research project to make it a success. 

A l s o 1 w o u l d l i ke to thank a l l the lectures w h o taught me du r i ng the t w o years o f M B A 

programme. The i r w a y o f lec tur ing, the knowledge and exper iences they shared du r ing 

the lec tur ing are indeed va luab le to the success o f th is thesis as w e l l as for m y future 

endeavours. 

A w o r d o f grat i tude shou ld de f in i te l y go for the s ta f f at the Un ive rs i t y o f Mo ra tuwa , 

specia l ly the c o m p u t i n g depar tment for their support and coord ina t i on du r i ng the M B A 

programme. 

It is m y pleasure to acknow ledge m y fr iends w h o have been suppor t ing a l l the way 

throughout the M B A prog ramme and du r i ng the research. 

Last, but de f in i te l y not the least, I w o u l d l ike to thank m y w i f e and a l l f a m i l y members 

w h o have been there and suppor t ing me throughout the M B A p rog ramme. 



Abstract 

Hote l industry can be considered as one o f the m a i n service or iented industr ies in the 

w o r l d . W i t h the g r o w t h o f the w o r l d tou r i sm, many hotels are adopt ing internet and 

related technolog ies fo r the purpose o f marke t ing , c o m m u n i c a t i n g and t ransact ing. But 

th is adopt ion o f internet is not u n i f o r m and there are var ia t ions f r o m region to reg ion, 

count ry to coun t ry and also f r o m hotel to hote l . 

These var ia t ions can be due to many factors. These factors can be related to the external 

env i ronment or internal env i ronment o f the hote l . These var ia t ions can be seen in Sri 

Lankan hotel indust ry as w e l l . Sri Lanka is in the ear ly stage o f adop t ing internet and e-

C o m m e r c e related technolog ies and var ious industr ies and businesses are rea l iz ing the 

benef i ts o f u t i l i z i n g internet and e-Commerce. Ho te l industry in Sri Lanka also needs to 

focus on bene f i t i ng f r o m internet an e -Commerce since fo re ign t ravel lers represent a 

considerable percentage f r om the total v is i tors to Sri Lanka . 

Purpose o f th is research is to analyse the impact o f var ious factors a f fec t ing towards the 

usage o f e -Commerce in Sri Lankan hotel industry. These factors are m a i n l y categor ized 

into three broader areas, name ly ; factors related to the External Env i ronmen t , Techno logy 

and Internal to the hote l . To ta l o f seven factors are iden t i f i ed . A g e o f the hote l , Star 

Ra t ing , Percept ion o f the Management , Size o f the Ho te l , In f luence f r o m Hote l Cha in , 

I C T A d o p t i o n L e v e l , Compe t i t i on Leve l are the factors cons idered. 

To ta l o f twen ty nine hotels were part ic ipated in the research and quest ionnaire based 

approach were u t i l i zed to gather i n fo rma t ion . M u l t i p l e Regression was used as the main 

stat ist ical analysis technique. Research results revealed that A g e o f the hote l and 

C o m p e t i t i o n Leve l are negat ive ly a f fec t ing the e -Commerce usage w h i l e other factors are 

a f fec t ing pos i t i ve ly . A l s o the usage o f sof tware systems at d i f fe rent levels o f hotels and a 

gu ide l ine to successfu l ly adopt Internet and e-commerce in a hotel haven been presented. 

K e y W o r d s : Internet, E-Commerce , Hote l Industry , Env i ronmen ta l Factors, Organ iza t ion 

Factors, Techno logy Factors, Sri Lanka, I C T & T o u r i s m . 
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