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Abstract:

Social media channels are considered as an effective method of communication, sharing
information and connecting people in all age and socioeconomic groups. It has emerged as a very effective business
tool to engage with consumers and to build a brand name by continuous and prompt correspondence. It also has
opened up new opportunities for maintaining, extending and renewing personal and professional networks and
marketing. The competition within the hotel industry is continually increasing due to the globalizing environment in
which the social media has a vital role for achieving competitive advantage in the competitive business world. The
objectives are to study the relationships between technological skill with social media utilization and competitive
advantage. This study considered the main sample size as 331 respondents from 98 Star Grade Hotels in Sri Lanka.
Managerial skill for technology adoption, planning and preparation, design, management and trust of internet and
ICT are the measurement of technological skills, it has made a positive relationship with social media and
competitive advantage.
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1. Introduction
The interests of the customers in this era have not shifted to online shopping without first seeking
information from social media before making a purchase decision. As evidenced by the growing
popularity, 100 million users among the many age groups are alone added with Facebook (Vercamp,
2012). Social media is used most probably as a marketing tool (Hsuan and Hung-Tai, 2011; Murphy and
Daley, 1996), because Visuals are becoming more prevalent across many social media platforms (Rivas,
2014). Most of the worldwide users emphasized that the utilization of social media is a strategic
marketing tool for the hotel industry (Zeng, 2013).
According to Woodcock and Green (2010), customers trust their friends or ideas colleagues’ ideas
and information more than they trust the advertisements of firms. They interact with the social media’s
information using various methods such as comments from peers, jokes experiences, photos and videos.
These form of sharing experiences or information can help to customers’ perception of a traded product
and service. Therefore, highly concern the information obtained from the social media which affects to the
trust of potential guests in information provided by the hotel. On both the online (Eastlick et al., 2006)
and offline (Morgan and Shelby, 1994) process, trust has been found to be a key factor of long-run
business relationships.
The hotel services are different from physical products with regard to the number of features that
they have an offer (Hoffman K. and Bateson, 2011). Firstly, the characteristics of a hotel to explain and
justify the necessity of different approach using social media to managing brands in the hotel industry.
Services as an intangible product, it cannot be touched and also seen in the same way.

2. Research Problem
More and more businesses are moving to the era of social media marketing mainly due to its
effectiveness and simplicity and clear detectable results (Hoffman D. L. and Fodor, 2010). Social media
reaches a huge number of people from far and wide. The competition within the hotel industry is
continually increasing due to the globalizing environment in which the social media has a vital role for
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achieving competitive advantage in the competitive business world (Hamid et al., 2012). Hoteliers can
track the number of conversations that take place over a new product or service that is offered by them
and can immediately respond to reviews, comments and feedback. As a service leading industry; the
hotels sector has to be very customer-centered.
Hence, this study examines and analyses the grounds for a dialogue between the Sri Lankan hotel
industry and social media as a marketing tool for competitive advantages. It successfully fills the gap
between the traditional marketing and social media marketing. Hence, it will provide a deeper
understanding of what and how to Resource Base View (RBV) of the hotel industry as it gets ready to
face the challenges of increased competition in the post-civil conflict era in Sri Lanka. This will also lead
to improve competitive advantages within the Sri Lankan star hotels who utilize social media to be more
competitive, more effective and more innovative.

3. Objective of the Study
To meet the objectives, this analytical research examined the following hypotheses: (i) there is a
relationship between technological skill and social media. (ii) There is a relationship between
technological skill and competitive advantage.

4. Research Methodology
The primary data was collected from the 98 hotels in Sri Lanka who are the Star Grade Hotels in Sri
Lanka (Sri Lanka Tourism Development Authority, 2012, 2013) in which the unite of analysis is the
organizational level. Technology adaptation is easier in the larger scale industries (star hotels) compared
to the small sized enterprises that gains more advantages by using the social media.
The pilot survey was conducted using 38 respondents in ten star grade hotels in which the validity
of the content was assured by screening the problematic statement and engaging with the main survey.
This study considered the main sample size as 331 respondents with assessment of construct validity and
testing the reliability. Data was analyzed through the SPSS (Statistical Package for the Social Sciences)
for which the descriptive frequency analysis, Pearson Product Moment Correlation, Multiple Regression;
ANOVAs and General Linear Multivariate and Univariate analysis.

5. Results
5.1. Technological Skill
Technological skills is the knowledge and proficiency in a certain specialized field which is more
important at the lower management level since these managers are dealing directly with the employees
doing the organizational work (http://www.ask.com/question/what-is-the-definition-of-technical-skills). A
lack of skills inhibits the installation of newer equipment due to the poor understanding of the technical
skill, potential of the equipment, and usage (Steedman and Wagner, 1989). It has been found that skilled
labor has been one of the most important strategies. Therefore, firms that have a skilled labor forces to
support the advanced technology are more likely to be proactive in adopting technologies.
The successful use of information technology (IT) can improve the performance of competitive
advantage in an organization (Bharadwaj, 2000). The proper implementation of the information
communication technology system (ICTS) can be a significant source of competitive advantage to the
firms. According to Nguyen (2009), many businesses adopts new IT simply continue with the firms which
have implemented the technologies. The successful use of information technology (IT) can improve the
performance of competitive advantage in an organization (Bharadwaj, 2000).
The technological skill (TS) factor was measured by the five variables labeled TSS, TSP, TSD,
TSM and TSSP. Competitive advantages as a dependent variable which was measured by the two
variables customer satisfaction (CS) and organizational performance (OP). Social media utilization is the
mediator variable of this conceptual framework. Without management skills for technology adoption
(TSS), the full potential of IT for a firm cannot be realized. Compared to technical skills, the managerial
IT skills require a longer time to develop. Arguably, managerial skills are innate skills and simply are not
teachable (Bruhn, 2010). IT investments can help to develop the IT capabilities and IT competencies in
hotel industry which lead to achieve competitive advantage, but rather, how the IT applications are
developed, implemented, integrated with other areas and systems to develop dynamic capabilities to
achieve the competitive advantage.
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Figure 1: Association of Technological Skill with its Dimensions

There is a high positive correlation of technological skill with management skills for technology
adoption (TSS -0.587), internet and ICT planning (TSP – 0.832), Internet and ICT design (TSD - 0.849),
Internet and ICT management (TSM – 0.869) and Internet and ICT security and trust (TSSP – 0.866). The
analysis is showing the correlation of the managerial skill with customer satisfaction (0.593) and
organization performance (0.663) in the Sri Lankan hotel industry. Furthermore, there is a positive
correlation between the Internet and ICT planning with customer satisfaction (0.643) and organizational
performance (0.655). Similarly, other dimensions of the internet and ICT have a positive moderate
correlation with the customer satisfaction and organizational performance. Social media openness SMO),
shearing (SMS) and peering (SMP) are the measurements of the social media utilization in which provides
the positive association with the customer satisfaction, organizational performance.

5.2. H1: Test the Relationship between the Technological Skill and
Competitive Advantage
Table 1: Testing Hypotheses using Parameter Estimates

Dependent V.
CSC
CST

CSD
OPI
OPM
OPC

Parameter
TSD
TSSP
TSS
TSP
TSM
TSSP
TSS
TSM
TSD
TSP
TSM
TSP

B
.250
.169
.144
.132
.114
.168
.164
.278
.204
.120
.131
.158

Std. Error
.077
.082
.042
.040
.046
.050
.061
.066
.060
.046
.053
.056

t
3.259
2.058
3.406
3.319
2.487
3.385
2.706
4.224
3.391
2.628
2.473
2.833

Sing
.001
.040
.001
.001
.013
.001
.007
.000
.001
.009
.014
.005

Source: Field Survey data, 2016

5.3. H1: Technological Skill Positively Affects Competitive Advantages
Managerial skill for technology adoption, planning and preparation, design, management and trust
of internet and ICT are the measurement of technological skills, and has made a positive relationship with
the six dimensions of competitive advantages. The results (Table 1) shows that the managerial skills
positively affects the transaction (β =.144, p-<.05) and distribution (β =.164, p-<.05) of customer
satisfaction in the competitive advantages.
Security and trust of internet and ICT (TSSP) positively influences the communication of the
customers satisfaction and also the transaction of the customers satisfaction (β =.168, p-<.05, β =.169, p<.05) respectively. Furthermore, the planning (β =.132, p=<.05) and management (β =.114, p=<.05) of
internet and ICT make a positive relationship with the transaction of customer satisfaction and also the
marketing factors of the organizational performance (β =.120, p=<.05, β =.131, p=<.05). The positive
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relationship was noted for distribution of customer satisfaction with the management of ICT β =.278,
p=<.05) and also marketing factors of organizational performance (β =.131, p-<.05). Furthermore, there is
a positive relationship between the planning of ICT and communication of organizational performance (β
=.158, p-<.05). Distribution of ICT make a positive influence with the internal factors of organizational
performance (β =.204, p-<.05). Thus, H1 is supported by the data.

5.4. H2: Technological Skill Positively Affects the Social Media Utilization
Planning and preparation of the internet and ICT (TSP) is one of the dimensions of the
technological skill. The results (Table 1) show that planning and preparation of the internet and ICT (β
=.147, p-<.05) positively affects the openness of social media. Security and trust of the internet and ICT
(TSSP) positively influence with the openness of social media and also the peering of the social media (β
=.141, p-<.05, β =.167, p-<.05) respectively. Furthermore, the managerial skill and management of the
internet and ICT make a positive relationship with peering of the social media (β =.202, p-<.05, β =.167,
p-<.05). Thus, H2 is supported by the data.

6. Discussion and Conclusion
6.1. H1: Technological Skill Is Positively Affects To the Competitive
Advantages
The relationship between the availability of technical skills, the internet and ICT and the advantage
were also found to be significant. Hardware, software and design of network are included in the
technology system of the internet and ICT which are integrated with the suppliers is a prerequisite of the
business success (Copacino, 1998; Fox, 1996).The findings of this study was further supported by Phan
(2003) who emphasis that the firms that are frequently integrate with the internet and ICT to redesign
processes in ways that strengthen their competitive advantages. According to Gratzer and Winiwarter
(2003), ICT forces the firms to find new ways to expand the markets in which they retain customers by
customizing products and services, and to restructure their business strategy to obtain a competitive
advantage. Many of the researchers such as Kimberly and Evanisko (1981); Damanpour and Evan (1984),
have found that the internet and ICT was the most significant tool for firms to achieve its competitive
advantages.
Furthermore, the finding of this study is proved by the studies by Wong and Kwan (2001); Law and
Jogaratnam (2005), where the internet, intranets, and central reservation systems that are related to the
internet and ICT which facilitate the improvements of the hotels performance. Furthermore, Siguaw et al.
(2000) stated that IT decisions can be used to improve the performance of the hotel and to create a
competitive advantage. Ham et al. (2005) studies have examined the effect of the applications of
information technology for the performances in the lodging operations. Furthermore, the findings of theirs
point out that the installation and utilization of the computer applications are into the front office will help
to improve the performance of the hotels. Therefore, this study empirically found support for identifying
the substantially supporting evidence on the significance of the technological skill being a prerequisite of
the competitive advantage. The conclusion remark is planning, designing, maintenance, security and trust
on the internet and ICT help to develop the business contacts for the hotelier and customer, which is in
moderate level to improve the hotel’s performance.

6.2. H2: Technological Skill Is Positively Affects Social Media Utilization
The technological skills and social media utilization have reported the significant relationship
between them (Table 1). Baldwin et al. (1994), emphasis that the skilled labor contribute to the progress
of the firms as one of the most significant strategies and it can be facilitate to the adoption of technology;
social media utilization. Therefore, the skilled labor forces for adopting technology are to be positive in
the social media utilization. Therefore, this study empirically found support for identifying substantially
supporting evidence on the significance of the technological skill being a prerequisite of the utilization of
social media.
The conclusion remark is there were no many differences between the planning, design,
maintenance, security and trust of the internet and ICT and also the social media utilization. Therefore
improve the facilities on the hardware, software, and network design in the hotels that are integrating with
the customers for future success. Further, the software and hardware facilities on the internet and ICT
should be well established in the hotel premises for the better performing of social media. Because most
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of the large scale star hotels in hotel chain in which all are manage by the one unit of the marketing
division in a main city of the country in which there would create communication gap among the hotels.
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