
Whether consumers believe they 
have control over events in their 
lives determines their likelihood of 
reusing hotel booking apps, find 
the SHTM’s Professor Rob and co-
authors in a recently published 
study. This belief is known as “locus 
of control” (LoC), the researchers 
explain, and consumers with an 
internal LoC are more likely to 
use hotel booking apps because 
they feel more posit ive about 
their ability to use technology and 
overcome any difficulties they may 
encounter. In contrast, consumers 
with an external LoC are likely to 
only use travel apps with user-
friendly interfaces that also offer 
plenty of support when difficulties 
ar ise.  Pract i t ioners aiming to 
introduce or improve mobi le 
booking apps will benefit from 
the useful recommendations the 
researchers offer for addressing the 
concerns of different user types.

Adopting Mobile 
Technology

Smartphones are increasingly 
popular, with more people now 
own ing  them than  pe rsona l 
computers. The researchers note 
that this increase in smartphone 
use has prompted many hoteliers 
and  on l i ne  t r ave l  agen t s  t o 
develop mobile apps to facilitate 
easier reservations. By 2015, 
almost half of all travel bookings 
in China were made through 
mobile apps, as they are highly 
convenient and offer consumers 
a “pleasant booking experience”. 
China’s huge outbound tourism 
market offers great promise for the 
further development of tourism-
related apps, and “global tourism 
practitioners are adjusting their 
strategies” to secure their share of 
this market.

Despite this market potential, 
however, the researchers note 
that little is known about “what 
drives consumers’ intention to 
continue using mobile apps for 
making hotel reservations”. They 
suggest that LoC may be useful 
i n  unde rs t and ing  i nd i v idua l 
differences in the intention to 
reuse mobile apps. The concept 
consists of three dimensions, the 
researchers explain: internal control 
refers to belief that the outcomes 
of events are “determined by 
effort, ability and skill”, control by 
powerful others refers to the belief 
that outcomes rely on “external 
agents  that  can make th ings 
happen”, and chance control is the 
belief that outcomes are the result 
of “luck, fate and chance”.

Whi le LoC is known to affect 
technology adoption, the cognitive 
mechanism by which i t  does 
so requi res  explorat ion.  The 
researchers thus suggest that four 
cognitive factors are involved in 
the adoption of new technology. 
The first factor, “performance 
expectancy” refers to the user’s 
perception of how mobile booking 
apps can improve the experience 
of making hotel reservations. The 
second, “effort expectancy” refers 
to the perception of how difficult it 
will be to use the app. The third, 
“social influence” is the extent to 
which the user is influenced by the 
opinions and behaviour of others. 
The fourth factor, “faci l i tat ing 
conditions”, refers to whether users 
feel they “possess the necessary 
resources and support” to use the 
app to make a booking.

Chinese App Users 
Surveyed

The researchers designed an online 
survey with the aim of determining 

the extent to which the four factors 
and LoC actually do influence the 
use of mobile apps for making 
hotel bookings, clarify “the cognitive 
mechanism that connects LoC and 
intention to reuse” and determine 
the perceived risk of using mobile 
booking apps. Targeting Chinese 
participants over the age of 18 who 
had previously used a mobile app 
to make a hotel reservation, the 
survey measured app performance 
expectancy, social influence, reuse 
intention, perceived risk, app effort 
expectancy, facilitating conditions 
and LoC.

Usable responses were collected 
from 466 participants over a 4-day 
period. The part icipants were 
evenly split between males and 
females, and they were generally 
quite young, with almost half aged 
18-29 and a further 40% aged 
30-39.

Cognitive Factors

As the researchers point out, 
“user experience is central to the 
success of technology products 
and services”. Clearly, mobile apps 
for making hotel reservations must 
be pleasant and easy to use for 
consumers to use them regularly. 
Accordingly, the findings indicated 
that performance expectancy and, 
to a lesser extent, effort expectancy 
influenced the intention to reuse. 
In other words, participants who 
found mobile apps to be useful 
and superior to other booking 
methods and found them easy to 
use were most likely to use them in 
future. Facilitating conditions were 
also a significant factor, and the 
researchers note that users “tend to 
be highly demanding of supporting 
services”, particularly in the early 
stages of technology adoption.

In Control with Mobile Booking Apps?revenues were insignificant, leading 
the researchers to conclude that 
“Airbnb consumers are generally 
uninterested in hostel options” 
and that hostel users are “not 
active Airbnb users”. Rather than 
representing a threat to existing 
operators, it seems that Airbnb 
has  genera ted  new marke t s 
by attracting budget conscious 
families. This, the researchers 
note, has “expanded the tourism 
economy for the benefit of all 
industry players”.

Regulating the Home 
Rental Market

All of the interviewees agreed 
that regulations are needed to 
guide the home rental market. In 
particular, they suggested that third 
party management companies 
should be allowed to “transact 
on behalf of home owners and 
tenants”, which would allow them 
to be held accountable by the local 
authorities and ensure compliance 
in terms of “tax payment and other 
regulations”. Airbnb rentals should 
also be made to comply with 
standard safety regulations, such 
as maintaining guest registers and 
installing CCTV cameras, because 
poor  sa fe ty  s tandards  cou ld 
compromise Singapore’s reputation 
as a safe city. Another problem 
area that was highlighted by the 
interviewees is the employment 
of foreign domestic workers as 
chambermaids, which is “in clear 
contravention” of employment laws.

According to the interviewees, the 
current lack of regulation in the 
home rental market means that 
traditional operators and Airbnb 
hosts are not competing on a 
“level playing field”. For instance, 
serviced apartment operators are 
only allowed to accept guests 
for a minimum of a week, while 
hostel operators must have at 
least six beds per room, making it 
impossible for them to offer single 
and twin-bedded rooms.

Whi le  the in terv iewees were 
unanimous in their view that some 
regulation of the home rental 
market is essential, they supported 
the Singapore government’s “belief 
in fair competition and advocacy 
of extended consumer options”. 
Hence, they did not want to see 
overly cumbersome regulation 
t h a t  w o u l d  p r e v e n t  m a r k e t 
entry. If the market continues to 
be unregulated, however, the 
interviewees expressed concern 
that conversions of private housing 
into home rental accommodation 
may proliferate and that such rapid 
expansion could certainly represent 
a future threat.

Airbnb’s Perspective

The Airbnb interviewee did not see 
the company as a direct competitor 
to traditional hotels, but rather as 
“filling a demand gap, namely the 
budget conscious family segment”. 
The interviewee emphasised that 
the company is quite different from 
a hotel chain, and merely offers a 
platform to facilitate transactions, 
with revenues flowing directly to 
homeowners. In response to calls 
by hoteliers to regulate the home 
rental market, the representative 
said that the company is “keen 
and ready to operate within a fair 
regulatory framework” and would 
adhere to any new legislation.

Regulation Will Benefit 
Industry

The findings of the study should be 
of some reassurance to economy 
and budget hotel operators who 
are concerned about the rapid rise 
of the sharing economy. Despite 
impressive growth, home rental 
accommodat ion s i tes  do not 
seem to represent a direct threat 
to existing operators. The main 
concern is the lack of market 
regulation, with new hotels and 
hostels posing the main competitive 

threat. The researchers argue that 
governments should introduce 
legislation to level the playing field 
so that Airbnb and similar sites 
can operate as collaborators rather 
than competitors in future and the 
market can expand for the benefit 
of all.

POINTS TO NOTE

•	T h e  s h a r i n g  e c o n o m y  h a s 
dramatically changed the tourist 
accommodation market

•	Airbnb, the leader in the field, is not 
yet a direct threat to budget hotels

•	Home rentals complement and 
expand the traditional hotel tourism 
market

•	Regulations are urgently needed to 
protect all players in the market
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These results suggest that app 
developers need to provide user-
friendly interfaces and the booking 
process should be s imi lar  to 
that on the website to “reduce 
the effort and time required of 
users”. As support services are 
also highly important,  onl ine 
consultat ion functions should 
be avai lable to minimise the 
constraints encountered by users, 
and providing a frequently asked 
questions section is also important 
for supporting users through the 
booking process.

Social influence also played a part, 
as participants who had friends 
who used booking apps and 
who encouraged them to do so 
too were more likely to use apps 
for future bookings. However, 
word of mouth did not seem to 
be as influential as ease of use 
and support services. Perhaps 
surprisingly, although perceived 
r isk had a negat ive ef fect  on 
intention to use, it was weaker 
than the ef fects  of  the other 
cognitive factors. Nevertheless, 
the researchers caution that the 
effect is “not negligible” and app 
developers “are obliged to optimize 
system security” to reassure users 
and reduce their risk.

Locus of Control

Next, the researchers examined 
h o w  p a r t i c i p a n t s ’  L o C ,  i n 
combina t ion  wi th  the  above 
cognitive factors, influenced their 
intention to reuse mobile apps. 
Participants with an internal LoC, 
believing they were in control of 
events, perceived mobile apps as 
easy to use and felt more able to 
overcome any difficulties. They 
were thus highly likely to use them 
for future bookings.

H o w e v e r ,  p a r t i c i p a n t s  w h o 
perceived events to be controlled 

more by chance were less likely 
to use mobile apps in the future. 
The researchers explain that these 
participants tended to focus on 
the negatives: they perceived apps 
as difficult to use and were more 
concerned about the risks. People 
with a chance LoC tend to be 
female, young and with a low level 
of education, so it is important for 
app developers to survey these 
groups to find out which aspects of 
app use they find most difficult and 
thus “minimise the adverse effects 
of effort expectancy”.

Those who believed in “control by 
powerful others” were only likely to 
reuse booking apps if they felt that 
plenty of support services were 
available to help them complete 
their bookings. For these users, 
the researchers suggest, it would 
be particularly helpful to provide 
onl ine ins tant  consul ta t ions, 
perhaps through “popular peer-to-
peer platforms in China, such as 
WeChat”, because they believe that 
outcomes depend more on other 
people than on themselves.

Importance of 
Dispositional and 
Cognitive Factors

T h e  r e s e a r c h e r s  s h o w  t h a t 
understanding consumers’ LoC 
can be helpful for developing 
targeted marketing strategies. This 
is a novel area of study in tourism 
research, despite LoC being a 
consistent predictor of attitudes, 
emotions and behaviour in other 
fields. Given that both dispositional 
and cognitive factors are known 
to strongly influence the adoption 
of technology, the study provides 
important information for tourism 
practitioners to understand how 
they can harness this knowledge to 
encourage consumers to use their 
mobile apps.

POINTS TO NOTE

•	Mobile apps are an increasingly 
important resource for travel-related 
bookings

•	Willingness to use mobile apps is 
influenced by the user’s locus of 
control

•	Ease of use and support services are 
important factors in determining app 
use

•	Tourism pract i t ioners and app 
developers need to understand 
customers’ different needs
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The SHTM’s MicroMasters in International Hospitality 
Management, a unique and highly successful Master’s level 
introductory programme offered on the world-renowned 
edX online learning platform, is yet again breaking 
new ground. Having already attracted close to 38,000 
participants from 175 countries, the programme – featuring 
courses on Luxury Management, Hospitality and Tourism 
Technology and Innovation, Managing Marketing in the 
Hospitality and Tourism Industry, and Managing Human 
Resources in the Hospitality and Tourism Industry – has just 
been launched for a second time, with repeat launches 
scheduled for May and September.

The overwhelming demand for places in the programme 
is matched by participants’ enthusiasm for what they 
gain from it. Claudine Weatherford, a participant in the 
marketing course from the United States, commented 
that while conducting online research “I became more 
and more absorbed, realising what a great check list and 
potential website evaluation tool we’d been given”. In 
relation to the “exceptionally worthwhile” technology 
and innovation course, she highlighted the live sessions, 
which were “interesting and directly relevant to the weekly 
topics”.

Other students were delighted with the opportunities 
to interact with peers from around the world. Elizet Nunes 
from the Netherlands appreciated the opportunities for 
“constructive discussion” with fellow participants in the 

human resources course, and Crystal Mak emphasised that 
the luxury management course was “a good chance to 
interact with different students from different nationalities”. 
One student was even more specific, praising the 
technology and innovation course for “requiring teamwork 
to complete assignments, unlike other courses” in other 
programmes.

Where will all this lead for the participants? Ahmed 
Salama from Egypt commented that the human resources 
course helped him to “learn more about managing HR in 
a very good way with good knowledge”. Sandra Socias 
commented that the luxury management course allowed 
her to “learn so much and grow so much as a professional; 
now I just want to continue to the next level”. 

In the same vein, Olga Ge from Russia explained that 
the marketing course made her “realise that even though 
I always felt comfortable being a Sales Manager, I would 
actually enjoy more working in Communications and PR”.

The SHTM specialises in such transformative 
educational experiences, and they are now within your 
reach. For more information on 
the programme and enrolments, 
please visit https://www.edx.
org/micromasters/hkpolyux-
in te r nat iona l -hosp i ta l i t y -
management. H
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MicroMasters in International 
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