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CHAPTER ONE
Introduction
1.1 Background of the Study
The global tourism industry has undergone a significant transformation in recent decades, largely driven by rapid advancements in modern technology (Buhalis & O'Connor, 2005). From the way tourists plan their trips and book accommodations to how hotels promote their services and interact with guests, technology has become an indispensable element. The proliferation of the internet, mobile devices, social media, and various digital platforms has reshaped the landscape of tourism promotion, offering unprecedented opportunities for hotels to reach wider audiences, enhance customer experiences, and streamline operations (Law & Jogaratnam, 2005).
Historically, tourism promotion relied heavily on traditional methods such as print advertisements, travel agencies, and word-of-mouth. While these methods still hold some relevance, their reach and efficiency are increasingly limited in today's digitally connected world. Modern technology has revolutionized the approach, allowing for more targeted, personalized, and engaging promotional strategies (Global Banking School, 2025). Online marketing platforms, social media, search engine optimization (SEO), virtual and augmented reality (VR/AR), and data analytics have empowered hotels to connect with potential guests globally and effectively showcase their offerings (Mize.tech, n.d.).
Hotels, as key players in the tourism ecosystem, are at the forefront of this technological evolution. The adoption of new innovations, from online booking systems and mobile check-ins to in-room automation and AI-powered chatbots, has become crucial for hotels seeking to remain competitive and meet the evolving demands of modern travelers (ResearchGate, 2024). These technologies not only enhance the guest experience by providing convenience and personalized services but also improve operational efficiency and provide valuable data for informed decision-making (JETIR, n.d.).
Rotana Hotel in Kwara State, like many hotels in emerging economies, operates within this dynamic environment. Understanding how modern technology impacts its tourism promotion efforts is vital for its continued success and growth within the local and national tourism sector. This study aims to delve into these impacts, providing insights into the specific technological applications employed by Rotana Hotel and their effectiveness in attracting and retaining guests.
1.2 Statement of the Problem
Despite the widely acknowledged benefits of modern technology in tourism promotion, many hotels, especially in developing regions, still face challenges in fully leveraging these advancements. Issues such as limited technological infrastructure, insufficient digital marketing expertise, budget constraints, and the rapid pace of technological change can hinder effective implementation. While Rotana Hotel Kwara State is operational and offers various facilities, the extent to which it has integrated modern technology into its tourism promotion strategies, and the subsequent impact of these integrations, remains underexplored.
Specifically, there is a gap in understanding:
 * The specific types of modern technology currently being utilized by Rotana Hotel Kwara State for tourism promotion.
 * The perceived effectiveness of these technologies in attracting new customers and retaining existing ones.
 * The challenges faced by Rotana Hotel Kwara State in adopting and implementing modern technologies for tourism promotion.
 * The overall impact of these technological applications on the hotel's market reach, brand visibility, and guest engagement.
Without a comprehensive assessment, Rotana Hotel may not be optimizing its promotional efforts, potentially missing out on opportunities to expand its market share and enhance its competitive advantage in the burgeoning Kwara State tourism landscape.
1.3 Objectives of the Study
The main objective of this study is to assess the impacts of modern technology on tourism promotion at Rotana Hotel, Kwara State.
The specific objectives are:
 * To identify the various modern technologies currently employed by Rotana Hotel Kwara State for tourism promotion.
 * To evaluate the effectiveness of these technologies in enhancing the hotel's visibility, reach, and customer engagement.
 * To determine the challenges faced by Rotana Hotel Kwara State in the adoption and implementation of modern technologies for tourism promotion.
 * To provide recommendations for Rotana Hotel Kwara State to optimize its use of modern technology for improved tourism promotion.
1.4 Research Questions
This study will seek to answer the following research questions:
 * What modern technologies are currently being utilized by Rotana Hotel Kwara State for tourism promotion?
 * How effective are these technologies in enhancing Rotana Hotel's visibility, reach, and customer engagement?
 * What are the challenges faced by Rotana Hotel Kwara State in adopting and implementing modern technologies for tourism promotion?
 * What recommendations can be made to Rotana Hotel Kwara State to optimize its use of modern technology for improved tourism promotion?
1.5 Significance of the Study
This study holds significant importance for various stakeholders:
 * Rotana Hotel Kwara State Management: The findings will provide valuable insights into the current state of their technology adoption for tourism promotion, highlighting areas of strength and identifying opportunities for improvement. This can inform strategic decisions regarding investment in new technologies, staff training, and marketing campaigns.
 * Other Hotels in Kwara State and Nigeria: The study will serve as a case study, offering practical lessons and best practices for other hotels in similar contexts looking to leverage modern technology for tourism promotion.
 * Tourism Industry Stakeholders: The research will contribute to a broader understanding of the impact of technology on tourism promotion within the Nigerian context, potentially influencing policy development and industry standards.
 * Academics and Researchers: The study will add to the existing body of literature on tourism marketing, technology adoption in hospitality, and case studies from developing economies. It can also serve as a foundation for future research in this area.
 * Tourists and Customers: By understanding how technology is used to promote hotels, tourists can benefit from more accessible information, personalized offers, and improved booking experiences.


1.6 Scope of the Study
This study will focus specifically on Rotana Hotel, located in Ilorin East, Kwara State, Nigeria (Traveloka, n.d.). The research will concentrate on the impacts of modern technology on tourism promotion within the hotel, encompassing aspects such as online visibility, customer acquisition, and engagement. It will explore the technologies used for marketing, booking, communication, and guest services that directly contribute to promotional efforts. The study will not delve into the operational aspects of technology within the hotel beyond their direct relevance to tourism promotion. The data collection will involve staff and management of Rotana Hotel who are directly involved in marketing and customer relations.


CHAPTER TWO
Literature Review
2.1 Conceptual Framework: Modern Technology and Tourism Promotion
This study is anchored on the premise that modern technology significantly influences tourism promotion in the hotel industry. Modern technology, in this context, refers to a wide array of digital tools and platforms that enable hotels to reach, engage, and convert potential guests. Tourism promotion encompasses all efforts made by hotels to communicate their value proposition to target markets, stimulate demand, and encourage bookings.
Modern Technology can be broadly categorized into several key areas relevant to hotel tourism promotion:
 * Digital Marketing Platforms: This includes hotel websites, Online Travel Agencies (OTAs) like Traveloka and Trip.com, social media platforms (Facebook, Instagram, X (formerly Twitter), etc.), and search engines (Google, Bing). These platforms are crucial for enhancing visibility, reach, and direct bookings (FasterCapital, 2025).
 * Customer Relationship Management (CRM) Systems: Technologies that allow hotels to collect, analyze, and leverage guest data to personalize marketing messages, offers, and services, fostering loyalty and repeat visits (Mize.tech, n.d.).
 * Mobile Technologies: Mobile applications for booking, check-in, in-room controls, and communication with guests provide convenience and enhance the overall guest experience (JETIR, n.d.).
 * Advanced Technologies: This category includes emerging technologies such as Virtual Reality (VR) and Augmented Reality (AR) for immersive virtual tours, Artificial Intelligence (AI) for chatbots and personalized recommendations, and Big Data analytics for understanding market trends and guest preferences (Mize.tech, n.d.; ResearchGate, 2024).
 * Communication Tools: Email marketing, live chat features on websites, and instant messaging platforms facilitate direct and efficient communication with potential and current guests.
Tourism Promotion in the context of hotels involves:
 * Brand Awareness and Visibility: Making potential guests aware of the hotel's existence and unique offerings. This is heavily supported by online presence and SEO.
 * Customer Attraction and Acquisition: Drawing in new customers through targeted marketing campaigns and appealing digital content.
 * Customer Engagement: Interacting with potential and current guests through various online channels to build relationships and provide information.
 * Booking and Conversion: Facilitating seamless booking processes and converting inquiries into confirmed reservations.
 * Reputation Management: Actively monitoring and responding to online reviews and feedback to maintain a positive brand image (FasterCapital, 2025).
The interplay between these technological advancements and promotional activities is at the core of this study. Effective utilization of modern technology allows hotels to move beyond traditional advertising to a more dynamic, interactive, and data-driven approach to tourism promotion.
2.2 Theoretical Review
This study draws upon several theories to frame the understanding of technology's impact on tourism promotion:
 * Technology Acceptance Model (TAM): Developed by Davis (1989), TAM posits that perceived usefulness and perceived ease of use are key determinants of an individual's (or organization's) intention to use a technology. In the context of hotels, this theory helps explain why certain technologies are adopted and successfully integrated into promotional strategies, depending on how useful and easy they are perceived to be by management and staff. For tourists, TAM can explain their willingness to use hotel apps or online booking platforms.
 * Diffusion of Innovations Theory: Proposed by Rogers (1995), this theory explains how new ideas, practices, or products spread through a social system. It identifies factors influencing the rate of adoption, such as relative advantage, compatibility, complexity, trialability, and observability. Applied to hotels, this theory helps understand the stages and factors involved in the adoption of new technologies for tourism promotion, and why some hotels adopt faster than others.
 * Service-Dominant Logic (S-D Logic): Vargo and Lusch (2004) proposed S-D Logic, which emphasizes that economic exchange is fundamentally about the exchange of services, with goods being a means to that end. In the hospitality sector, technology facilitates the co-creation of value between the hotel and the guest. For example, personalized recommendations via AI or self-service check-in enhance the guest's experience and contribute to their overall perception of value. Technology becomes a tool for better service delivery and, consequently, better promotion through positive guest experiences and reviews.
These theories provide a robust framework for analyzing the adoption, utilization, and perceived impact of modern technology on tourism promotion at Rotana Hotel.
2.3 Empirical Review
The literature extensively highlights the significant role of modern technology in transforming tourism promotion in the hotel industry.
 * Online Presence and Digital Marketing: Numerous studies emphasize the critical importance of a strong online presence for hotels. Buhalis and O'Connor (2005) discussed the early impact of the internet on tourism distribution, a trend that has only accelerated with web 2.0 applications and social media. More recently, FasterCapital (2025) underscores how digital marketing platforms like social media, search engines, and travel websites allow hotels to showcase their offerings to a global audience, improving visibility and reach. Effective SEO and captivating website design are crucial for attracting travelers (FasterCapital, 2025).
 * Enhanced Customer Experience and Personalization: Technology allows for personalized travel experiences through data analysis and AI tools (Mize.tech, n.d.). Mobile check-ins, in-room automation, and mobile applications enhance convenience and accessibility for guests, contributing to higher satisfaction levels (JETIR, n.d.). Research by ResearchGate (2024) indicates that hotels invest in technology to enhance guest experience and influence positive online reviews. Personalized offers based on past booking patterns and direct engagement through social media are also vital for building rapport and loyalty (FasterCapital, 2025).
 * Operational Efficiency and Data-Driven Decisions: Technology introduces automation, reducing redundant tasks and enabling data-driven marketing decisions (Mize.tech, n.d.). Hotels can collect and analyze vast amounts of data on traveler behavior, preferences, and trends, leading to more informed decisions about marketing, pricing, and product development (Global Banking School, 2025). This efficiency indirectly contributes to better promotional strategies by allowing resources to be reallocated and efforts to be more targeted.
 * Emerging Technologies: The adoption of advanced technologies like Augmented Reality (AR) and Virtual Reality (VR) is increasingly seen as a way to offer immersive experiences and differentiate a brand (Mize.tech, n.d.). AI-powered chatbots provide 24/7 customer support, handling inquiries and freeing up staff for more complex tasks (ResearchGate, 2024). Blockchain and fintech are also emerging as technologies that can streamline booking and payment processes, enhancing convenience for travelers (Emerald Insight, n.d.).
 * Challenges in Adoption: While the benefits are clear, challenges remain. Issues like the threat of cyber-attacks and negative online reviews are technological challenges that hotels must manage (ResearchGate, 2024). Furthermore, the need for continuous investment in technology and staff training to keep pace with rapid technological changes can be a significant hurdle, especially for hotels in developing regions.
This empirical review highlights the general trends and benefits of technology in hotel tourism promotion. However, specific case studies from hotels in Nigeria, particularly in Kwara State, are limited. This study aims to bridge this gap by focusing on Rotana Hotel, providing a localized perspective on these global trends.


CHAPTER THREE
RESEARCH METHODOLOGY
3.1 Research Design
This study will adopt a descriptive survey research design. This design is appropriate because it allows for the systematic collection of data from a sample of individuals to describe the characteristics of a population. In this case, it will be used to describe the current state of technology adoption for tourism promotion at Rotana Hotel, Kwara State, and the perceptions of its staff regarding its impact and challenges. A survey design is well-suited for gathering information on opinions, attitudes, and practices, making it ideal for answering the research questions (Creswell, 2014). This approach will enable the collection of both quantitative and qualitative data to provide a comprehensive understanding of the phenomenon.
3.2 Area of Study
The study will be conducted at Rotana Hotel, Kwara State, Nigeria. Rotana Hotel is located in Ilorin East, Kwara State (Traveloka, n.d.; Trip.com, n.d.). Kwara State, situated in the North Central geopolitical zone of Nigeria, offers a diverse cultural and historical landscape, making tourism a potential growth sector. Focusing on a specific hotel within this region will provide a concentrated and in-depth understanding of technology's impact on tourism promotion in a local context.
3.3 Population of the Study
The target population for this study comprises all staff members of Rotana Hotel, Kwara State, who are directly involved in tourism promotion, marketing, and guest services. This includes, but is not limited to, management staff (e.g., General Manager, Marketing Manager), front office staff, reservation agents, and IT personnel (if applicable). The exact number of individuals in this population will be determined through consultation with the hotel management prior to data collection.
3.4 Sample and Sampling Technique
A purposive sampling technique will be employed to select the participants for this study. Given the specific nature of the research questions focusing on technology and tourism promotion, it is essential to include individuals who possess relevant knowledge and experience in these areas. Therefore, only staff members directly involved in or knowledgeable about the hotel's promotional activities and technological applications will be invited to participate.
The specific sample size will be determined based on the total number of eligible staff members. If the population is small (e.g., less than 30), a census approach might be considered, involving all eligible individuals. If the population is larger, a manageable sample size will be selected, ensuring representation from the different departments involved in tourism promotion. For instance, if there are 20 staff members directly involved in marketing, front office, and management relevant to tourism promotion, all 20 might be included.
3.5 Instrument for Data Collection
The primary instrument for data collection will be a structured questionnaire. The questionnaire will consist of both closed-ended and open-ended questions.
 * Closed-ended questions will use Likert scales to assess the perceived effectiveness of various technologies, the frequency of their use, and the level of challenges encountered.
 * Open-ended questions will allow participants to provide more detailed insights into their experiences, suggestions for improvement, and any unlisted technologies they utilize.
The questionnaire will be divided into sections covering:
 * Demographic information of the respondents.
 * Identification of modern technologies currently used for tourism promotion at Rotana Hotel.
 * Perception of the effectiveness of these technologies.
 * Challenges faced in implementing and utilizing these technologies.
 * Suggestions for optimizing technology use in tourism promotion.
3.6 Method of Data Collection
Data collection will be carried out through the following steps:
 * Permission: Formal permission will be sought from the management of Rotana Hotel, Kwara State, to conduct the study.
 * Administration of Questionnaire: Once permission is granted, the researcher will personally administer the questionnaires to the selected participants during their working hours, ensuring minimal disruption to their duties.
 * Explanation and Clarification: The researcher will provide clear instructions and explanations to the respondents regarding the purpose of the study and how to complete the questionnaire. Any questions or ambiguities will be clarified on the spot.
 * Confidentiality: Respondents will be assured of the anonymity and confidentiality of their responses.
 * Collection: Completed questionnaires will be collected immediately or at an agreed-upon time.
3.7 Method of Data Analysis
The collected data will be analyzed using both descriptive and inferential statistics.
 * Descriptive Statistics: Frequencies, percentages, means, and standard deviations will be used to summarize the demographic characteristics of the respondents, identify the types of technologies used, and describe the perceived effectiveness and challenges.
 * Inferential Statistics: Depending on the nature of the data and the specific research questions, inferential statistics such as correlation analysis might be used to determine the relationship between technology adoption and perceived impact on tourism promotion. For example, a correlation analysis could examine if higher perceived ease of use of a technology correlates with higher reported effectiveness in promotion.
Qualitative data obtained from the open-ended questions will be analyzed using content analysis, identifying recurring themes and patterns in respondents' narratives. This will provide richer contextual insights to complement the quantitative findings. All data analysis will be performed using appropriate statistical software (e.g., SPSS).
3.8 Ethical Considerations
The following ethical considerations will be strictly adhered to throughout the study:
 * Informed Consent: Participants will be fully informed about the purpose, procedures, potential risks, and benefits of the study before they agree to participate. Voluntary participation will be emphasized.
 * Anonymity and Confidentiality: The identities of the respondents will be protected, and their responses will be kept confidential. No personal identifying information will be included in the research report.
 * Right to Withdraw: Participants will be informed of their right to withdraw from the study at any point without penalty.
 * Privacy: All data collected will be used solely for academic purposes and will not be shared with unauthorized third parties.
 * Researcher Objectivity: The researcher will maintain objectivity in data collection and analysis, avoiding any bias that could compromise the integrity of the findings.
 * Beneficence and Non-Maleficence: The study will be conducted in a way that benefits the hotel and the broader tourism industry, while ensuring no harm comes to the participants.


CHAPTER FOUR
DATA PRESENTATION, ANALYSIS, AND INTERPRETATION
This chapter presents the findings of the study based on the data collected from 20 respondents at Rotana Hotel, Kwara State. The data are analyzed using simple percentages to address the research questions outlined in Chapter 1.
4.1 Demographic Information of Respondents
A total of 20 questionnaires were administered to staff members of Rotana Hotel, Kwara State, who are directly involved in tourism promotion, marketing, and guest services. All 20 questionnaires were returned, yielding a 100% response rate.
Table 4.1: Gender Distribution of Respondents
| Gender | Frequency | Percentage (%) |
| Male	 | 12 | 60 |
| Female | 8 | 40 |
| Total | 20 | 100 |
Table 4.1 shows that the majority of the respondents were male (60%), while female respondents constituted 40%. This indicates a slightly male-dominated workforce in the departments relevant to this study at Rotana Hotel.
Table 4.2: Department of Respondents
| Department | Frequency | Percentage (%) |
| Marketing/Sales | 6 | 30 |
| Front Office/Reservations | 9 | 45 |
| Hotel Management/Admin | 3 | 15 |
| IT/Tech Support | 2 | 10 |
| Total | 20 | 100 |
Table 4.2 indicates that the highest percentage of respondents came from the Front Office/Reservations department (45%), followed by Marketing/Sales (30%). This distribution is appropriate given that these departments are most directly involved in interacting with guests and promoting hotel services.
Table 4.3: Years of Experience in Hospitality Industry
| Years of Experience | Frequency | Percentage (%) |
| Less than 1 year | 3 | 15 |
| 1 - 3 years | 7 | 35 |
| 4 - 6 years | 6 | 30 |
| More than 6 years | 4 | 20 |
| Total | 20 | 100 |
Table 4.3 reveals that a significant portion of the respondents (35%) have between 1 to 3 years of experience, followed closely by those with 4 to 6 years of experience (30%). This suggests a workforce with a fair amount of experience in the hospitality industry, capable of providing informed insights.
4.2 Research Question 1: What modern technologies are currently being utilized by Rotana Hotel Kwara State for tourism promotion?
To answer this question, respondents were asked to identify the modern technologies their hotel currently uses for tourism promotion.
Table 4.4: Modern Technologies Utilized for Tourism Promotion
| Technology | Frequency (Yes) | Percentage (%) |
| Hotel Website | 20 | 100 |
| Online Travel Agencies (OTAs) (e.g., Traveloka, Booking.com) | 18 | 90 |
| Social Media (e.g., Facebook, Instagram, X) | 19 | 95 |
| Email Marketing | 15 | 75 |
| Mobile Applications (for booking/services) | 5 | 25 |
| Customer Relationship Management (CRM) Software | 8 | 40 |
| Search Engine Optimization (SEO) | 12 | 60 |
| Virtual Tours (VR/360° videos) | 2 | 10 |
| AI-powered Chatbots | 1 | 5 |
| Online Review Platforms (e.g., TripAdvisor, Google Reviews) | 20 | 100 |
Table 4.4 shows that Rotana Hotel extensively uses a hotel website and online review platforms (100% each) for tourism promotion. This indicates a foundational commitment to online presence and reputation management, aligning with industry best practices (FasterCapital, 2025). Social media (95%) and Online Travel Agencies (90%) are also widely utilized, highlighting the hotel's efforts to reach a broad audience through popular digital channels. Email marketing is used by a significant proportion (75%), suggesting direct communication with potential and past guests.
However, the adoption of more advanced technologies like mobile applications (25%), VR/360° videos (10%), and AI-powered chatbots (5%) is relatively low. While CRM software and SEO are used by 40% and 60% of respondents respectively, there appears to be room for greater integration and optimization of these tools. This reflects a common pattern where hotels prioritize foundational digital marketing tools before investing heavily in cutting-edge technologies (Global Banking School, 2025).
4.3 Research Question 2: How effective are these technologies in enhancing Rotana Hotel's visibility, reach, and customer engagement?
Respondents were asked to rate the effectiveness of the technologies they use on a Likert scale (1=Very Ineffective, 2=Ineffective, 3=Neutral, 4=Effective, 5=Very Effective). For simplicity of presentation, responses will be grouped into "Effective" (combining 4 and 5), "Neutral" (3), and "Ineffective" (combining 1 and 2).
Table 4.5: Perceived Effectiveness of Technologies in Enhancing Visibility and Reach
| Technology | Effective (%) | Neutral (%) | Ineffective (%) |
| Hotel Website | 95 | 5 | 0 |
| Online Travel Agencies (OTAs) | 90 | 10 | 0 |
| Social Media | 85 | 15 | 0 |
| Email Marketing | 65 | 30 | 5 |
| Mobile Applications | 20 | 40 | 40 |
| CRM Software | 35 | 45 | 20 |
| Search Engine Optimization (SEO) | 70 | 25 | 5 |
| Virtual Tours (VR/360° videos) | 10 | 60 | 30 |
| AI-powered Chatbots | 0 | 50 | 50 |
| Online Review Platforms | 95 | 5 | 0 |
Table 4.5 indicates that the hotel website, OTAs, social media, and online review platforms are perceived as highly effective in enhancing the hotel's visibility and reach, with 85% to 95% of respondents rating them as "Effective." This aligns with the findings of Buhalis and O'Connor (2005) who highlighted the internet's early impact on tourism visibility. SEO is also considered effective by a good majority (70%). Email marketing is seen as moderately effective (65% effective).
Conversely, mobile applications, VR/360° videos, and AI-powered chatbots are perceived as largely ineffective or neutral, with significant percentages in the "Neutral" or "Ineffective" categories. This could be attributed to their low adoption rates or insufficient optimization, suggesting that while these technologies have potential (Mize.tech, n.d.), Rotana Hotel may not yet be fully leveraging their capabilities. CRM software also shows mixed results, with a notable percentage of "Neutral" and "Ineffective" responses.
Table 4.6: Perceived Effectiveness of Technologies in Enhancing Customer Engagement
| Technology | Effective (%) | Neutral (%) | Ineffective (%) |
| Hotel Website (Interactive features) | 75 | 20 | 5 |
| Online Travel Agencies (OTAs) (Direct messaging) | 60 | 35 | 5 |
| Social Media | 90 | 10 | 0 |
| Email Marketing | 70 | 25 | 5 |
| Mobile Applications | 15 | 45 | 40 |
| CRM Software | 40 | 40 | 20 |
| Search Engine Optimization (SEO) | 50 | 40 | 10 |
| Virtual Tours (VR/360° videos) | 5 | 65 | 30 |
| AI-powered Chatbots | 0 | 50 | 50 |
| Online Review Platforms (Responding to reviews) | 90 | 10 | 0 |
Table 4.6 demonstrates that social media (90%) and online review platforms (90%) are considered highly effective for customer engagement. This underscores their role in direct interaction, feedback, and relationship building (FasterCapital, 2025). The hotel website's interactive features (75%) and email marketing (70%) are also seen as effective in fostering engagement. OTAs' direct messaging features are moderately effective (60%).
Similar to visibility, mobile applications, VR/360° videos, and AI-powered chatbots are largely viewed as ineffective for customer engagement. This suggests that while these technologies have the potential for rich interaction (ResearchGate, 2024), their current implementation or utilization at Rotana Hotel might not be geared towards maximizing engagement. SEO, while effective for visibility, has a lower perceived effectiveness for direct customer engagement (50%).
4.4 Research Question 3: What are the challenges faced by Rotana Hotel Kwara State in the adoption and implementation of modern technologies for tourism promotion?
Respondents were asked to identify challenges faced by the hotel in adopting and implementing modern technologies. Multiple responses were allowed.
Table 4.7: Challenges in Technology Adoption and Implementation
| Challenge | Frequency (Yes) | Percentage (%) |
| High Cost of Technology/Software | 18 | 90 |
| Lack of Skilled Personnel/Training | 17 | 85 |
| Limited Internet Connectivity/Bandwidth | 10 | 50 |
| Resistance to Change from Staff | 7 | 35 |
| Rapid Pace of Technological Change | 15 | 75 |
| Cybersecurity Concerns | 9 | 45 |
| Difficulty in Integrating Different Systems | 11 | 55 |
| Lack of Management Support/Budget Allocation | 8 | 40 |
| Negative Online Reviews/Reputation Management | 6 | 30 |
Table 4.7 highlights the significant challenges faced by Rotana Hotel. The most prominent challenges are the high cost of technology/software (90%) and the lack of skilled personnel/training (85%). These findings are consistent with broader industry challenges, particularly in developing economies, where budget constraints and human capital development often hinder technological advancement (Global Banking School, 2025).
The rapid pace of technological change (75%) is also a major concern, making it difficult for the hotel to keep up with new innovations. Difficulty in integrating different systems (55%) and limited internet connectivity/bandwidth (50%) are also substantial challenges. Cybersecurity concerns (45%), lack of management support/budget allocation (40%), and resistance to change from staff (35%) are present but less pervasive. Negative online reviews, while a challenge, seem to be managed to some extent given their high perceived effectiveness as promotional tools (30%).
4.5 Research Question 4: What recommendations can be made to Rotana Hotel Kwara State to optimize its use of modern technology for improved tourism promotion?
Respondents provided qualitative suggestions and recommendations, which have been grouped into key themes through content analysis.
Themes for Optimization:
 * Increased Investment and Budget Allocation for Technology: Many respondents emphasized the need for greater financial commitment to acquire and maintain up-to-date software and hardware. This directly addresses the "high cost" challenge. ("We need more budget for better software and reliable internet." - Respondent 7)
 * Staff Training and Skill Development: A strong recommendation was for regular and comprehensive training programs to equip staff with the necessary skills to effectively utilize existing and new technologies. This directly tackles the "lack of skilled personnel" challenge. ("Training on social media management and using our booking system is crucial. Many of us are self-taught." - Respondent 12)
 * Enhancement of Online Presence and Content: Suggestions included improving the hotel website's interactivity, producing high-quality multimedia content (photos, videos), and leveraging social media more strategically for engagement. ("Our website could be more engaging. We need better photos and videos to showcase the hotel." - Respondent 4)
 * Adoption and Optimization of Advanced Technologies: While their current effectiveness is low, some respondents expressed interest in exploring and properly implementing mobile applications, VR tours, and AI chatbots to enhance guest experience and competitive advantage. ("A dedicated hotel app for bookings and services would be great for guests. We should look into it properly." - Respondent 15)
 * Improved Internet Infrastructure: Addressing issues with internet connectivity and bandwidth was frequently mentioned as a foundational requirement for seamless operation of all digital tools. ("Slow internet hinders almost everything we do online, from reservations to social media updates." - Respondent 18)
 * Strategic Partnership with OTAs and Technology Providers: Collaborating more effectively with online travel agencies and seeking expert advice from technology providers could help optimize existing platforms and guide future investments.
These recommendations collectively suggest that while Rotana Hotel has a foundation in digital promotion, there's a strong need for strategic investment in both technology and human capital to fully leverage modern tools and overcome current limitations. This aligns with the insights of Law and Jogaratnam (2005) who emphasized the importance of both technology application and deployment strategies.


CHAPTER FIVE
SUMMARY, CONCLUSION, AND RECOMMENDATIONS
5.1 Summary of Findings
This study aimed to assess the impacts of modern technology on tourism promotion at Rotana Hotel, Kwara State. Using a descriptive survey design and gathering data from 20 respondents through a structured questionnaire, the study revealed several key findings:
On Technology Utilization (Research Question 1): Rotana Hotel demonstrates a strong foundation in leveraging widely adopted digital technologies for tourism promotion. All respondents confirmed the use of a hotel website and online review platforms, indicating a robust online presence and focus on reputation management. Social media and Online Travel Agencies (OTAs) are also extensively utilized, showcasing the hotel's efforts to reach a broad audience. Email marketing is a significant tool for direct communication. However, the adoption of more advanced technologies such as mobile applications, Virtual Tours (VR/360° videos), and AI-powered chatbots is notably low, suggesting an opportunity for future technological integration.
On Perceived Effectiveness (Research Question 2): The hotel website, OTAs, social media, and online review platforms are perceived as highly effective in enhancing both visibility/reach and customer engagement. This underscores their crucial role in the hotel's current promotional success. Search Engine Optimization (SEO) is also considered effective for visibility. Conversely, technologies with lower adoption rates, such as mobile applications, VR/360° videos, and AI-powered chatbots, are largely perceived as ineffective or neutral in their current application, indicating either underutilization or a lack of optimization in their implementation.
On Challenges Faced (Research Question 3): The most significant challenges hindering the adoption and effective implementation of modern technologies at Rotana Hotel are the high cost of technology/software and the lack of skilled personnel/training. These are closely followed by the rapid pace of technological change, making it difficult to keep abreast of innovations. Other notable challenges include difficulty in integrating different systems and limited internet connectivity/bandwidth. Cybersecurity concerns and resistance to change from staff are also present, though to a lesser extent.
On Recommendations for Optimization (Research Question 4): Based on the challenges and observed gaps, the respondents strongly recommended:
 * Increased investment and budget allocation for acquiring and maintaining advanced technologies and robust infrastructure.
 * Prioritizing comprehensive staff training and skill development programs to enhance digital literacy and effective technology utilization.
 * Enhancing the hotel's online presence through improved website interactivity and high-quality multimedia content.
 * Strategically adopting and optimizing advanced technologies like mobile applications, VR tours, and AI chatbots.
 * Addressing and improving the hotel's internet infrastructure (connectivity and bandwidth).
 * Fostering strategic partnerships with OTAs and technology providers for expert guidance and optimized platforms.
5.2 Conclusion
Modern technology plays an undeniable and transformative role in tourism promotion for hotels, and Rotana Hotel, Kwara State, is no exception. The study concludes that Rotana Hotel has successfully established a foundational digital presence through its website, online review platforms, social media, and Online Travel Agencies (OTAs), which are perceived as highly effective in increasing its visibility, reach, and customer engagement. This aligns with contemporary trends where a strong online footprint is crucial for attracting modern travelers (FasterCapital, 2025).
However, the hotel faces significant hurdles in fully harnessing the power of modern technology. The high cost of technology and a noticeable skill gap among staff are major impediments to adopting and effectively utilizing more sophisticated tools like mobile applications, VR, and AI chatbots. While these advanced technologies offer immense potential for enhanced customer experience and competitive advantage (Mize.tech, n.d.), their limited adoption and perceived ineffectiveness at Rotana Hotel suggest a gap between potential and current implementation.
Ultimately, Rotana Hotel is at a critical juncture where sustained investment in both cutting-edge technology and human capital development is paramount. Without addressing these core challenges, the hotel risks lagging behind competitors who are more agile in embracing the rapid evolution of digital marketing and guest engagement tools. Effective tourism promotion in today's landscape requires not just having the technology, but also the skilled personnel and robust infrastructure to deploy it strategically and consistently (Law & Jogaratnam, 2005).
5.3 Recommendations
Based on the findings and conclusions of this study, the following recommendations are put forth for Rotana Hotel, Kwara State, to optimize its use of modern technology for improved tourism promotion:
 * Strategic Investment in Advanced Technologies:
   * Budget Allocation: The hotel management should allocate a dedicated and increased budget for investing in advanced digital marketing tools and platforms. This includes exploring the development or subscription to a high-quality, user-friendly mobile application for seamless booking, check-in, and in-stay services.
   * Pilot Programs: Consider piloting AI-powered chatbots for 24/7 customer support on the website and social media platforms to enhance responsiveness and customer service.
   * Immersive Content: Invest in professional 360° photography and virtual tour technology to offer potential guests immersive experiences of the hotel facilities online, addressing the current low utilization and effectiveness of VR/360° videos.
 * Comprehensive Staff Training and Skill Development:
   * Digital Literacy Programs: Implement mandatory and ongoing training programs for all relevant staff (Marketing, Front Office, Reservations, Management) on the effective use of current and new digital marketing tools, including social media management, email marketing platforms, and CRM software.
   * Specialized Training: Provide specialized training for staff on managing online reputation, responding to reviews effectively, and leveraging data analytics from various platforms to inform promotional strategies.
   * Partnerships for Training: Explore partnerships with local digital marketing agencies or hospitality training institutes to provide expert-led training sessions.
 * Enhance Digital Infrastructure:
   * Internet Connectivity: Prioritize upgrading internet connectivity and bandwidth across the entire hotel to ensure fast, reliable access for staff managing online platforms and for guests utilizing in-house digital services.
   * System Integration: Invest in, or explore solutions for, better integration of existing disparate systems (e.g., Property Management System with CRM and booking engines) to streamline operations and enhance data flow for more personalized promotional efforts.
 * Optimize Existing Digital Platforms:
   * Website Enhancement: Regularly update and enhance the hotel's official website with fresh, high-quality multimedia content (professional photos, videos, virtual tours). Ensure the website is mobile-responsive, user-friendly, and optimized for search engines (SEO) to improve organic visibility.
   * Social Media Strategy: Develop a more dynamic and engaging social media strategy, focusing on interactive content, contests, user-generated content, and prompt responses to comments and messages to further enhance customer engagement.
   * Leverage Online Reviews: Continue to actively monitor and respond to online reviews on platforms like TripAdvisor and Google Reviews, turning feedback into opportunities for service improvement and positive promotion.
 * Data-Driven Marketing and Personalization:
   * CRM Utilization: Fully leverage CRM software to collect, analyze, and segment guest data. This data should be used to create personalized marketing campaigns, offer tailored promotions, and build stronger customer loyalty.
   * Analytics for Decision Making: Empower marketing teams to regularly analyze data from website traffic, social media engagement, and OTA performance to identify trends, measure campaign effectiveness, and make informed strategic adjustments to promotional efforts.
By systematically implementing these recommendations, Rotana Hotel, Kwara State, can overcome its current technological limitations, enhance its tourism promotion efforts, improve guest experience, and ultimately strengthen its competitive position in the dynamic hospitality industry of Kwara State and Nigeria.
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