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E-TOURISM CURRICULA DEVELOPMENT IN TYROL: APRELIMINARY STUDY
REPORT
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Abstract

The paper is presenting an ongoing information and communication technology (ICT)
curriculum development project for the tourism industry, called . Curriculum. After specifying the
objectives of the project based on recent labour market data, the various development steps of a
curriculum prototype are discussed. Based on Porter and Millar’s (1985) value chain model the
(re-)qualification requirements of the Tyrolean hotel sector within the knowledge field of ICT have
been recorded by interviewing a representative number of hotel employees. The initially developed
curriculum prototype was adapted based on these results.

Key Words: curriculum development, eTourism, further training, hotel industry
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Introduction

Information and communication technologies (ICT) create new markets, cause new forms of
customer relationship (e.g. experiential marketing, eCRM, etc.) and support the optimization of (e.g.
tourism) business processes (Werthner & Klein, 1999). However, in order to really achieve
competitive advantages from this technological progress, tourism jobholders should feature adequate
ICT knowledge, which, in turn, implies corresponding schooling/training offers and a continuous
adjustment, upgrading and even the deletion of existing tourism curricula (Collins & Buhalis, 2004).
The paper on hand gives a thorough account on an ongoing Austrian tourism curriculum development
project, called Curriculum. It intends to develop adequate eTourism curricula and learning methods
(i.e. eLearning) to prepare and enable both students and employees for their IT-based work in the
hotel sector (Vogal & Klassen, 2001). The paper is structured as follows: After giving a brief overview
of curriculum development trends in tourism the need for ICT-related curricula development projects
in tourism will be corroborated. Chapter two introduces the ICT curriculum development project for
the hotel industry, called Curriculum. In particular, it highlights the various objectives of the project
and discusses secondary-data which empirically justify the endeavour. Chapter three summarizes the
empirical results of three preparatory studies and is leading to a first version of an eTourism
curriculum prototype. Based on the task-technology fit approach (Dale et al. 1995) and on Porter &
Millar’s (1985) value chain model, chapter four demonstrates an adaptation procedure to relate the
curriculum prototype to the specific (re-)qualification requirements of the Tyrolean (Austria) hotel
sector. Several elaborated ICT training modules for different (i.e. data-driven) educational target
groups within the hotel sector are presented and discussed. Finally, after having summarized the main
findings with respect to policy implications, the conclusion section outlines the future research agenda
of the (Curriculum Project.

Background and aim of the Curriculum Project

2.1. Curriculum development trends in tourism

In his seminal article, Tribe (2001) critically points out that existing curriculum proposals in
tourism are predominantly based on the scientific-positivistic approach (Koh, 1995). He concludes
that these may have only limited application because of their lack of attention to tourism stakeholders”
hidden meaning and values. Thus, he suggests two additional approaches to curriculum design. The
interpretative approach regards “all relevant participants in the curriculum-event as subjects, not as
objects” (Grundy, 1987, p. 69), while the critical approach supports “emancipation from status-quo
and orthodox tourism curriculum” (Tribe, 2001, p. 447). Based on Habermas” (1978) theory of
knowledge-constitutive interests the latter approach avoids that individuals behave as “self-forming
species by recognising their own capacity of authorship of history” (Young, 1989, p. 27). Similarly,
Smith and Cooper (2000) observe an evolution of tourism curricular approaches by indicating the
growing importance of behavioural autonomy and control for the learning individual (Figure 1).
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Figure 1 The evolution of curricular approaches in tourism (Source: Smith & Cooper, 2000, p. 92)

From To

Content based approaches Process-based approaches

Subject matter important Experience and learning important
Perfection emphasized Emphasis on the growing process
Dictated and prescribed learning Self-planning and self-direction
Scheduled sessions Self-directed and planned time

Mass teaching Development of individual programmes
Subject matter and skills Growth in behaviour and attitude
Memory testing Development assessments

Curriculum organizes subject-lines Curr. achieves effective learning environment
Teacher-led approach Student-led approach

To summarize, only the transmission of a complex of both professional, technical and
intellectual skills and concepts through a variety of learning experiences would enable tourism
students to compete successfully in tourism job markets, develop their career paths, seek additional
levels of education, engage in “life-long learning” and contribute creatively to a multicultural working
society (ibid, 2000; Fuchs, 2001a).

2.2. Labour market background of the Curriculum Project

Although Tyrol’s (AUT) tourism industry is a huge job generator (e.g. in 2004 a total of 11%
of the workforce was employed in tourism) the small-sized hotel sector shows also negative labour
trends: (1) For instance, for 50% of hotel employees, average staff membership stands below ' year.
(2) Due to the high personnel turnover-rate labour productivity stands at 80% below all branches of
economic activity (Bieger, 2005, S. 29). (3) In 2004 only 6% of total tourism workforce was enrolled
in (still highly traditional) further-training courses like “Management & Marketing”, “Kitchen &
Waiter-Service” and “Gourmet & Wine” offered by public-authorities (i.e. Berufsférderungsinstitut,
Wirtschaftsforderungsinstitut). (4) A last critical trend is the fact that the Tyrolean hotel labour market
is characterized by a continuous brain drain (Weiermair & Fuchs, 1996; Fuchs, 2001b). As the latter
process is much more pronounced for young and highly qualified employees it can probably only be
stopped by introducing attractive and new concepts of human resource development.

2.3. Core objectives of the Curriculum Project

As with other service industries, also for the (e.g. alpine) hotel sector, one can observe an
ICT-driven change from the resource-based view towards a knowledge-based strategy orientation
(Fuchs, 2004). Consequently, the creation of innovative schooling and training offers for new
vocational fields in tourism, such as for ICT, becomes vital (Werthner & Klein, 1999). Thus, the aim
of the below presented Curriculum Project is to support the tourism industry with their “life wide and
life long learning” by working out adequate curriculum adjustments and extensions in the knowledge
field of eTourism (Buhalis, 2003). The term eTourism reflects the “digitalization of all processes and
value chains in the tourism industry by bundling together three distinctive disciplines”, namely (ibid,
2003, p. 77): Business Management (e.g. Strategy, Marketing, Finance, Human Resource
Management, etc.), Tourism (e.g. Transport, Heritage, Hotel, Leisure, Travel, etc.) and Information
Systems and Management (e.g. Information Systems, Telecommunication, etc.). In order to cope with
this aim, Curriculum empirically identifies the need for curriculum adjustment from the point of
view of the various tourism stakeholders (e.g. the hotel management, personnel managers, employees,
students, teachers, scientific experts). Doing so, most relevant learning matters and methods for the
special knowledge-field of eTourism can be deduced from the obtained results (Bach & Milman, 1996;
Kyoo, 2000). Finally, by the aim of interactive communication technologies these new topical areas
will be transformed into prototypical teaching materials (i.e. eLearning) and put to test in the tourism
education and training system.
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The project volume of the state-funded Curriculum Project stands at 170.000 Euro. The
project is co-financed by the Austrian university of applied research, the Management Centre
Innsbruck (MCI) and has a total duration of 4 years (2004 — 2008).

Preparatory Study Results from the Curriculum Project

In conformity with the curriculum development approach proposed by Kyoo (2000) the
methodological starting point was to identify ICT-related qualification bottlenecks at the very general
level as well as to delineate typical schooling/training patterns of hotel employees. For this aim an
already existing survey conducted in Tyrol (AUT) in 2004 comprising 87 hotel owner-managers and
246 employees was consulted (Fuchs 2006). According to this the owner-managers’ affirmation of
ICTs’ relevance to gain competitive advantages and, thus, their general disposition for future training
propositions in the field of ICT could have been confirmed. In particular, it was possible to support
the hypothesis concerning the increasing importance of “concept-specifically trained employees” as
the majority preferred a “task/company-specific” type of ICT training (Bieger & Lehar, 1998).
Although, on the other hand, 49% of the interviewed employees have in the past been enrolled in ICT
related courses, the achieved improvement of handling ICT in the hotel company was judged as being
highly insufficient. In particular the latter observation underpins the urgency for ICT curriculum
development processes in tourism.

At the very beginning of the Curriculum Project, an international “Screening” of already
existing eTourism curricula and the used textbooks at the tertiary level (i.e. 50 universities as well as
universities of applied sciences) took place. On the basis of these data, thematically related eTourism
topics (e.g. online marketing, construction, & evaluation of websites, booking & reservation systems,
global distribution systems, etc.) were identified and evaluated by 15 internationally well known
university lecturers in the field of ICT and tourism (Werthner & Klein, 1999; Batey, 2002; Bubhalis,
2003). The conducted semi-standardized interviews also allowed to identify additional curriculum
topics, such as content management, recommendation & push technologies, location based services,
as well as to explore an expert-based weighting scheme (i.e. 4 = absolutely important and 1 =
absolutely unimportant) for the finally proposed 32 topical areas summarized in Figure 2.
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Figure 2 Expert-based weighting scheme for eTourism curriculum topics
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Topic Area 1: 1.1 The importance of travel and tourism, 1.2 Definitions and classifications,
1.3 Structure of the tourism market, 1.4 Value creation chain, 1.5 Market transaction phases,
1.6 The specific role of information.

Topic Area 2: 2.1 Importance of IT in tourism, 2.2 History & development of IT-applications,
2.3 Implications of IT-applications in tourism.

Topic Area 3: 3.1 Hard- and Software Developments, 3.2 Network & Communication
Technologies, 3.3 Information management and software development process, 3.4 Intelligent
applications.

Topic Area 4: 4.1 Strategic analysis: concepts and perspectives, 4.2 The interrelationship of
IT, strategy and organization, 4.3 The impact of business strategy.

Topic Area 5: 5.1 Tourism Suppliers (hotels/hotel chains, airlines), 5.2 Tour-operators &
Destination Management Organisations (DMO, Local/Regional/National Tourism
Organisation, Computer Reservation Systems CRS, Global Distribution Systems GDS, 5.3.
Travel agencies and intermediaries.

Topic Area 6: 6.1 eCRM (reservation systems, online recommendation and customization)
6.2 Customer integration (dynamic packaging), 6.3 Mobile Services
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e Topic Area 7: 7.1 Managing business networks, 7.2 Planning/forecasting tools, 7.3
Management information systems, 7.4 eCommerce, 7.5 Frameworks of online Portals.

o Topic Area 8: 8.1 Website Design, 8.2 Website Framework, 8.3 Website key success factors,
8.4 Website Case-studies, 8.5 Website Evaluation

On the base of these initial studies, a first eTourism curriculum prototype version comprising
learning objectives, learning levels, assessments (i.e. individual seminar- vs. group-work, etc.) and
exam types (e.g. oral/written test, etc.) was generated. The final structure of the prototype, learning

matters as well as core target groups are summarized in Figure 3.

Figure 3 Structure and learning matters of the Curriculum Prototype

Topic Learning Matters (exemplary) Target group

1. Introduction | Structure of tourism market and the role of information | Relevant for
to ICT & for various market transaction phases individuals with hotel
Tourism ICT and Management Information Systems (MIS) and IT background at
all educational levels

2.1ICT & Adoption rates & usage trends of ICT applications in Relevant for
Tourism tourism individuals with hotel

Productivity enhancement through ICT in tourism
(Impact Studies), eCommerce/eBusiness in tourism
(CRS/GDS)

and IT background at
all educational levels

3. Strategic

ICT-supported strategy management (market

finance and pricing decisions

Data Warehousing & Data Mining (OLAP)

Electronic value chains (eAlliances, Smart Business
Networks), Strategic ICT applications in tourism
(eCRM, recommendation and push services, mobile
services)

Relevant for

Tourism segmentation, market share analysis, benchmarking, individuals with hotel
Management | guest satisfaction analysis) and IT background at
an ICT Decision Support Systems concerning controlling, the tertiary level

4. Information
Technologies
in Tourism

Network technologies (Inter-/Intranet), data encryption
standards (Secure Electronic Transaction)

Software architectures for CRS & DMS, data
description techniques (XML, UML) & data-base
modelling (Entity Relationship Modelling), advanced
programming languages (Java, Servlets) & Cocoon
frameworks, interoperability & interconnectivity (i.e.
harmonisation, Ontologies and Semantic Web
technologies)

Creation, maintenance and evaluation of websites

Relevant for
individuals only with
ICT background at all
educational levels

5. eSolution

Hotel sector: CRS & GDS, Property Management
Systems, Enterprise Resource Planning Systems,
eProcurement (Allegro, Fidelio, etc.)

Intermediaries: Destination Integrated Computerized
Information Reservation Management System
(DICIRMS)

Relevant for
individuals with hotel
and IT background at
all educational levels

pull technologies (e.g. location-based services),
re-/disintermediation using agent-technologies

6. Future Ambient intelligence, virtual communities, new market | Relevant for
eTourism forms (e.g. online auctions, reverse auctions, etc.), | individuals only with
Trends hybrid-recommendation, context-sensitive push and | ICT background at all

educational levels
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In 2005, the developed curriculum prototype was evaluated by the human resource manager
of the largest Tyrolean 5-Star hotel (i.e. 250 employees), by students of the university of applied
sciences (i.e. the Management Centre Innsbruck, Austria) and by a group of 22 Austrian experts in the
field of tourism research, ICT and pedagogy (Sigala, 2002; Brookes, 2002). To summarize, from this
evaluation a comprehensive list of strengths (e.g. strong theoretical foundation, practical relevance,
problem solving capacity, completeness, etc.) and chances (e.g. eLearning support, modularization,
opportunity to supply as a further-training offer, etc.) has been deduced. However, also weaknesses
(e.g. too little time to practice, too large technical focus, etc.) and even risks (e.g. barriers of
acceptance by educational institutions, students, managers and the requirement for a continuous
update, etc.) have been identified in the course of the conducted prototype evaluation (Maher, 2004).

The following main-chapter presents an empirical procedure to adapt the above elaborated
curriculum prototype to the specific needs of the (Tyrolean) hotel sector for further-training purposes
in the knowledge-field of eTourism.

E-Tourism curriculum for hotel sector specific training needs

The developed e-Tourism curriculum has yet (only) been evaluated by students, teachers and
tourism experts at the post-secondary level (i.e. university of applied sciences). However, in order to
minimize the observed barriers towards further-training within the Tyrolean hotel industry (see 2.2)
and in conformity with the interpretative approach the aim of the following section is to record the
specific qualification needs of the workforce involved in the hotel business (Grundy, 1987; Tribe
2001). Thus, an online survey conducted in February 2006 was targeted to both owner-managers as
well as hotel employees. According to the task-technology-fit model (Dale et al.,, 1995)
ICT-applications will only be adopted, when they effectively support the accomplishment of specific
tasks in a pre-specified workplace setting. Therefore, the task-technology-fit model is generalizing that
each organization shows a typical set of workplace-related ‘tasks’, which may be supported
effectively by the intelligent adoption of new ICT-systems.

However, to ensure that data gathering concerning the hotel sector’s training requirement
within the knowledge-field of ICT would be both valid and complete, a systematisation of
company-specific task-areas should be arranged. For this purpose, the illustration of possible ICT
application areas along the various task-areas of a typical hotel company bases upon Porter and
Millar’s (1985) value chain model. The latter represents firm-specific activities as interlinked chain of
value-adding processes. More precise, primary activities comprise ‘sales activities’ (i.e. the
distribution of goods and services to customers), the ‘production of goods and services’ as well as the
‘delivery of after sales services’. In addition, secondary (i.e. supporting) activities include intra-plant
functions, such as the ‘provision of resource-inputs within a pre-defined time period’, the ‘human
resource management’, the ‘technology management’ to support both provision and processing of
information and finally ‘infrastructure management’ regarding corporate facilities and facilitating
goods (ibid, 1985; Buhalis, 2003; Bieger, 2005).

Based on the required competencies, capabilities and skills to successfully employ ICT in the
hotel sector a total of 25 knowledge areas have been deduced (Werthner & Klein, 1999; Buhalis 2003)
and clearly arranged below in Figure 4. By already anticipating first descriptive findings, figure 4 also
displays (in parenthesis) both the priority-ranking as well as the corresponding mean values
quantifying the potential demand for further-training courses in specific eTourism knowledge-areas.
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Figure 4 Value chain model and ICT-knowledge areas (Source: adapted from: Porter & Millar, 1985)

G IMIGIE gl Mining customer data (1 — 3.6)

and eCRM (6" - 3.36)

eSO CIl Acquisition and administration of customer data (10" - 3.14)

ICT applications protection and data security (11" —3.14)

ICT-trends and their impact on tourism ( 12" - 3.14)

Yield management (16™ — 3.09)

ICT supporting the capacity to promote innovation (17" — 3.06)

Software engineering (23" — 2.68)

Data description techniques and data-base-modelling (24" — 2.66)

Human ICT-based knowledge management (9" —3.19)

Resource ICT-supported personnel management (eHRM) (18™ — 3.0)

Management eLearning (21* - 2.77)

Net-technologies (Intra-/Extra-/Internet) (5" — 3.37)

Provision of ICT-supported strategic tourism-management (8" — 3.21)

Information Interoperability & interconnectivity (13" —3.13)

ICT- based business intelligence and decision support systems (14" -3.12)

Creation and maintenance of websites (19" — 2.89)

Evaluation-framework and -technologies for websites (20" - 2.79)

Tourist information provision with means of mobile devices (22™-2.77)

Structure and functionality of destination management systems (25" —2.24)
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(15" - 3.09)

Supporting Activities

Sales & Marketing | Logistics Service After Sales
Production Service

Primary Activities

Research design

Stiudel (1988) defines competence-levels as the “subjective assessment of own capabilities
being at one's command to cope with a specific problem” (ibid, 1988, p. 4). According to Aizen and
Fishbein’s (1980) theory of reasoned action a ‘self-assessment’, in turn, results from a subjectively
perceived importance level (e.g. attached to a specific knowledge area) and the corresponding
intention to behave. Based on these theoretical assumptions the interviewed individuals employed in
the Tyrolean hotel sector were asked to quantify their ‘self-assessment’ concerning the above selected
(i.e. 25) ICT-knowledge areas using a six-point Likert scale (i.e. 1 stands for highly important and 6
for not important at all). In addition, they were asked to asses their corresponding knowledge-level
(i.e.1 stands for sufficient knowledge and 6 indicates insufficient knowledge levels). A survey has been
conducted in the Tyrolean hotel sector including 98 owner-managers and 118 hotel-employees. Data
gathering took place in February 2006 by means of an online-survey targeting hotel-companies at the
three-, four- and five-star category-segment (Wilson & Laskey, 2003). In order to quantify
hotel-specific further-training needs a GAP-Value (Parasuraman et al., 1985) was calculated by
deducing the ‘self-assessed importance level’ from ‘self-assessed knowledge’. The emerging
GAP-variable ranges from -5 to +5. More precise, negative values represent a too high
knowledge-level compared to the declared importance (i.e. an overinvestment in human capital)
whereas zero-values show a balanced importance/knowledge-level (Becker, 2003). The closer the
value moves towards +5 the greater the potential demand for further-training (i.e. insufficient
knowledge for important task areas). As reported next, an (explorative) factor analysis and a variance
analysis (ANOVA) on the base of these GAP-variables supported the identification of both new
training modules in the knowledge-area of eTourism as well as the corresponding educational
target-groups, respectively (Hair et al., 1995).
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Empirical results

The obtained results, first of all, indicate a strong need for further-training with respect to all
the proposed 25 ICT knowledge-areas along the hotel-specific value chain. More precise, for none of
the considered knowledge-areas the average GAP-value stood below +2.31. At the aggregate level
(e.g. for all test persons and all ICT-knowledge-areas) the corresponding mean value stood at +3.08.
Generally spoken, the need for vocational ICT-training proved to be more pronounced with respect to
primary activities (i.e. +3.40). However, also for those supporting activities pertaining to ‘Mining
customer data’, ‘eCRM’ and ‘Net-technologies’ relatively high GAP-values were observed (see Figure
4). In contrast, the hotel sector workforce experiences relatively low qualification needs towards
predominantly technology-oriented knowledge-areas (e.g. data description technologies). Moreover,
based on the 25 GAP variables the high-dimensionality of the corresponding hotel-specific ICT
knowledge-areas could be reduced to two factors by the use of a factor analysis (Figure 5).

Figure5 Factor analysis results showing two-dimensions of ICT knowledge-areas for the hotel business

Factor 1 Factor 2
Core ICT-Applications | Tech. Infrastructure
Eigenvalue | 18.3 1.08
Cronbach Alpha («) | 0.987 0.961

ICT-based marketing .830
Electronic distribution systems (CRS, GDS, online Platforms) 827
ICT-support in after sales services 818
Acquisition and administration of customer data 813
ICT-supported personnel management (eHRM) .807
Mining customer data .803
¢eCRM 799
Yield management 795
eLearning 782
ICT-support for the provision of tourism services 167
ICT-trends and their impact on tourism 153
Data-Warehousing (PMS) & Enterprise Resource Planning (ERP) 749
ICT applications supporting the capacity to promote innovation 705
ICT-based strategic tourism-management .670
ICT-based knowledge management .656
ICT protection and data-security 796
Software engineering 783
Structure and functionality of destination management systems 151
ICT-based business intelligence & decision support systems (DSS) 718
Interoperability & interconnectivity 17
Data description technologies and data-base-modelling .666
Creation and maintenance of websites .656
Tourist information provision by the means of mobile devices .650
Evaluation framework and technologies for websites .626
Net-technologies (Internet, Intranet, Extranet) .614

Extraction Method: Principal Component Analysis
Rotation Method: Varimax

Total Explained Variance: 77.520%

Sampling Adequacy: Kaiser-Mayer-Olkin = 0.974
Bartlett Test of Sphericity = 5544.742 (Sig. = .000)

The two emerging factors showed a highly satisfactory construct-reliability as illustrated by
the Cronbach Alpha values standing at 0.987 and 0.961. Also the measure for sampling adequacy (i.e.
Kaiser-Mayer-Olkin) was highly satisfactory standing at 0.974 (Hair et al. 1995).

The first factor explains 73.2% of total variance and integrates all the five ICT
competence-areas related to the ‘primary activities’ of the hotel value chain (Porter & Millar, 1985).
However, it also comprises various ‘supporting activities’ such as eCRM, acquisition and
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administration of customer data, mining of customer data as well as eHRM and ICT-based innovation
and knowledge management. ICT here seems to similarly support strategic and operative
hotel-processes at both the level of primary and secondary (i.e. supporting) activities, respectively.
Thus, factor 1 was labelled "Core ICT-Applications". Interestingly enough, with the only exception of
the ‘eLearning’-item, all the remaining (i.e. 14) ICT knowledge fields loading on factor 1 show an
above-average GAP-Value (i.e. > 3.08). Put differently, Tyrolean’s hotel workforce is experiencing a
common set of important ‘core ICT applications’ which, on the one side, is fitting in form and content
to provide attractive hotel services in the future. At the other side, however, the corresponding
qualification needs are most pronounced (i.e. ‘strongest’). In contrast, factor 2 shows an explanatory
power of only 4.32% and comprises predominantly technique oriented knowledge-fields. Thus, it was
labelled "Technological Infrastructure” emphasising the set of technical infrastructure-related
applications (Buhalis, 2003). Here, only one factor-item, namely ‘net-technologies’ shows an above
average GAP-value. Thus, to summarize, factor 2 has a less important significance.

Although with respect to both ICT qualification-factors no assessment differences between
owner-managers and employees could be identified, highly significant differences (i.e. sig. = .000)
exist with respect to factor 1 (‘Core ICT-Applications’) and the various hotel category levels. More
precise, compared to 3-star hotels, the workforce within 4-star hotels experiences a stronger
qualification need. The strongest need for further-training, however, was noted for employees in 5-star
hotels. Similarly, only with respect to factor 1 significant differences (i.e. sig. = .000) exist between
the various educational groups: Hotel employees with the degree of a vocational tourism school
declare the strongest ICT qualification need. Finally, it could be identified (again only) for factor 1,
that the sub-sample which was already enrolled in an ICT training shows a significantly stronger
ICT-related qualification need.

In the course of the online survey test-persons were also asked to evaluate differing training
methods (Airey & Frontistis 1997). The option that the ‘Trainer comes to the enterprise’ was
considered as adequate by 91% of the interviewed. Instead, the assessment towards ‘Training in a
training centre’ was judged as ideal only by 51%. Conducting further-training by means of
‘eLearning’ has again been seen as adequate by 76% of the interviewed. Finally, the transfer of ICT-
knowledge to the hotel work-force by means of ‘Training on the job’ measures has been seen as
adequate by only 59.3%. Interestingly enough, no differing assessments between owner-managers and
hotel employees could be observed.

Conclusions and curricular implications

Based on the above results the prejudice that the work-force within the hotel-sector would
show aversions towards further-training cannot be confirmed, as for none of the 25 ICT
knowledge-fields a GAP-value lower than +2 could be realized (see again figure 4). As a result from
factorial data-reduction, two main subject areas (i.e. ‘Core ICT-Applications’ and ‘Technological
infrastructure”) were identified and should, thus, be ‘packaged’ and delivered in this form as new
further-training product to satisfy the ICT-related qualification needs of the (Tyrolean) hotel sector.
For the most attractive educational target-group within the hotel sector workforce the following
profile emerged: (1) employed in the higher star-category, (2) secondary-degree skilled and (3) has
already been enrolled in courses for ICT training. Finally, by means of the survey the composition of
the elaborated .Curriculum prototype could be confirmed as being adequate for both, formal
education (i.e. schooling) and for vocational further-training. For the latter purpose, however, the
following curricular topics as well as ICT applications should be granted highest priority:

e Mining customer data (mean GAP-value 3.6): Data mining is defined as the nontrivial extraction
previously unknown, and potentially useful information from data. It involves the process of
analyzing data to show patterns or relationships (e.g. market segments). Application modules can
be easily obtained with Property Management Systems, such as SAS Enterprise-Miner,
Oracle-Darwin™.
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o ICT-support for the provision of tourism services (mean GAP-value 3.52): Related ICT
applications are reservation & room-management modules, check-in & guest history, accounting
for services consumed by guests, interfaces to third-party systems as well as Point of Sales (POS)
and Restaurant Management Systems (Buhalis, 2003).

o Data-Warehousing & Enterprise Resource Planning (ERP) (mean GAP-value 3.41): A data
warehouse is a copy of enterprise transaction data specifically structured for query, reporting and
analysis. A key factor of ERP is the integration of data from all aspects of the organization. Thus,
ERP systems typically run on a single database instance with multiple software modules
providing the various business functions, such as Material Requirement Planning, costing,
accounting, etc.

e ICT-support in after sales services (mean GAP-value 3.40): Serves as important means to tailor
marketing efforts to the customer and to support after sale services (e.g. first booker bonus,
pricing offers, etc.). Basis for the management of contacts by means of data being stored in a
customer database are integrated CRM systems.

o Net-technologies (mean GAP-value 3.37): The internet combines and integrates equivalently
information, collaboration, communication, interaction and transaction. Thus, in contrast to
traditional media, the trade-off between the number of attainable persons and information richness
(i.e. accuracy, timeliness and customisation) disappeared. Lastly, intra- and extranet systems
support all the productive areas of a company’s value chain (Porter & Millar, 1985).

e eCRM (mean GAP-value 3.36): Significance derives from the insight that it proves far more
expensive to acquire new customers than to close transactions with existing ones. Thus, the aim of
CRM is to build-up and to maintain both long-lasting and profitable customer relations. eCRM
conveys that approach to web-technologies and online-customers (e.g. Web-usage mining,
web-content mining, etc.).

o Electronic distribution systems (mean GAP-value 3.25): In tourism online distribution may be
carried out through intermediaries by the means of computer reservation systems (CRS), global
distribution systems (GDS) as well as through online-platforms. Direct distribution, however,
occurs by means of the own hotel website (Werthner & Klein, 1999).

e ICT-based strategic tourism-management (mean GAP-value 3.21): Is the broad knowledge-area
supporting to objectify firm-related decision making processes as well as to simulate the
consequences of managerial decision processes and organizational adjustment (e.g. by the use of
agent technologies).

Outlook

Future research aspects of the presented Austrian Curriculum Project can be sketched as (1)
the systematic elaboration and evaluation of “interactive case studies” to foster self-directed
e-Learning (Lominé, 2002). Thereby, the advantages from location and time-independency as well as
from the personalization of learning matters will show the strongest positive impact (Haven & Boterill,
2003; Gugan & Peacock, 2005). For instance, both learning matters and speed will be individually
adapted to the learning behaviour as well as to the actual expertise level of the learning person(s).
Furthermore, Curriculum will realize (2) the development of approved certification standards to
boost internationalisation (Black, 2004) and individual signalling strategies (Becker, 2003). Finally,
«Curriculum will foster (3) the foundation of new business models to successfully deliver both
ICT-related schooling and training measures to future jobholders in the (e.g. Austrian) hotel industry.
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