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ABSTRACT 

In order to get the most out of the information that an organization has on hand, knowledge 

management refers to a collection of well-defined and constrained activities that may be done. 

Knowledge management strategies and their impact on hotel front office performance and 

innovation are the focus of this research. As part of Knowledge Management (KM), it is 

necessary to have a well-balanced mix of motivation from the company, the community, and 

administration. The goal of KM is to collect, organize, categories, store, and disseminate all of 

the information necessary for a company to grow and succeed. Correlation analysis is used to test 

the research hypotheses (r). 

KEYWORDS Knowledge, Knowledge Management, Hospitality and Tourism Industry, 

Hospitality 

INTRODUCTION 

The term "knowledge management" refers to a collection of structured and limited activities that 

may be performed to maximise the value of an organization's existing knowledge. 

Organizational, social, and administrative motivation must be combined with the use of suitable 

technology in order for Knowledge Management (KM) to be successful. In order to help a 

company, grow and advance, knowledge management (KM) advocates gathering, classifying, 

storing, and disseminating all relevant information. There is a lack of understanding of the hotel 

industry's multiple facets in the literature on Knowledge Management (KM). Recent research by 

Salem (2014) found that although knowledge management (KM) has seen tremendous growth 

across a broad variety of businesses, it has only been partially adopted in the tourist and 

hospitality sector. This generation's client expects a speedy response time. The hotel's check-in 

process is flexible and simple. There is no need for the visitor to wait in line at the front desk or 

to go through the check-in procedure if this option is available. They are taken to their room by 

the Guest Relation Executive and the process is completed. As technology advanced, the kiosk 

check-in was introduced, allowing guests to complete their own check-in process. Due to the fact 

that all guests cannot be checked into their rooms at once, the hotel uses a counter check-in 

method. 
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LITERATURE REVIEW 

DR. BADER ALYOUBI ET.AL (2018) Knowledge Management(KM) has become essential in 

today's corporate climate because of the intense competition, uncertainty, and quick change. 

Objective of this research is to explore the impact of various methods for acquiring, sharing, 

creating and retaining information on employee job satisfaction, as well as how this affects their 

ability to perform at their job. This paper proposes a theoretical model based on KM processes 

and methodologies. Structural equation modelling (SEM) and partial least squares (PLS) are 

used to test the hypothesis using survey data gathered from King Fahd National Library staff in 

Jeddah, Saudi Arabia Job satisfaction and performance are positively impacted by KM 

procedures and techniques, according to the study. 

TRACY HARKISON (2017)It's fair to say that all luxury hotels and resorts provide essentially 

the same services and amenities to their clients, so there must be something else that sets them 

apart — their employees. In this study, we examine the role of personnel in luxury hotels and 

resorts. It's not a new notion to equate luxury with hospitality as it has been since the days of the 

Greeks and Romans, but what visitors today want from luxury hotels is unique — unforgettable 

luxury experiences. It is the responsibility of the management and owners to ensure that this 

occurs. In the luxury hotel industry, there has been little study on the value of personnel; this 

article fills that gap. 

Dr. U. K. SUBRAMANIAM Et.Al (2015)As one of the most hotly disputed managerial ideas of 

the past decade, knowledge management (KM) has yet to acquire the same scale of applications 

and empirical study as in other industries. Employees' understanding of client preferences and 

service processes may help hotels enhance their service quality. Acquiring, developing, 

collecting, and disseminating knowledge assets are critical to the quality of hotel service. As a 

result, hotel-specific issues have been overlooked in the literature, and knowledge management 

has only been handled in a rudimentary fashion at hotels. Hotel chains, in particular, may profit 

from the advantages of knowledge management since they must maintain a uniform quality 

standard across all of their locations. However, there are a number of factors to take into account 

while implementing a knowledge management system. Knowledge management in hotels is 

described, case studies are shown, and ideas for implementation strategy and structure are 

offered in this article. Theoretical grounding is required for an investigation of hotel knowledge 

management. The purpose of this essay is to create a space for hoteliers to ponder and examine 

various aspects of knowledge management. 

JAN MAARTEN DE VET (2019)As a result of the COVID-19 issue, EU27 economies have 

been adversely affected, resulting in extraordinary policy reactions throughout Europe and the 

world. The impact of COVID-19 on the EU economy as a whole and across sectors will be 

examined in this study, as will the impact on strategic value chains and the required recovery 

measures to satisfy the demands of the EU industry, which will be evident until the beginning of 
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2021. Committee on Industry, Research and Energy requested this paper from the Policy 

Department for Economic and Scientific and Quality-of-Life Policy in response to their request 

(ITRE). 

MANSOUR ESMAEIL ZAEI (2014)The competitive landscape is no longer foreseeable in 

today's business climate due to the frequent changes in the business landscape. By making 

efficient decisions and making the most of people' abilities and expertise, a company may 

survive and thrive in today's changing business climate. These are recent developments that 

show the hotel and tourist industry's awareness of knowledge as a critical competitive tool, since 

they must raise their customer service to a much higher level to remain competitive. As one of 

the world's most important economic industries, tourism will have to adjust to these 

developments in the near future. There is a lack of adoption in the hotel and tourist business for 

Knowledge Management (KM). If the hotel and tourist industry, a service-based industry that 

relies heavily on information and knowledge, wants to stay competitive in this changing period, 

it will need to embrace a knowledge management strategy. As a relatively new idea, knowledge 

management is discussed in this article, as are the challenges it may encounter when being 

applied to a field like hospitality and tourism. 

METHODOLOGY 

Sample  

The population of this research was the five-star hotels in Sharm El Sheikh. Sharm El Sheikh is 

home to 41 five-star hotels, according to the Egyptian Hotel Association (2013a). A sample of 12 

five-star hotels in Sharm El Sheikh was used in the research, which represents around 30 percent 

of all hotels in the city. In this research, five-star hotels were chosen because of their excellent 

local and global cumulative experience, standard operating procedures, use of current IT 

systems, continuous training and specialisedprogrammes for training personnel, particularly in 

the front office department. A convenience sample of front office personnel at the participating 

hotels was given 180 questionnaires, of which 131 were completed and considered valid for 

analysis, resulting in a response rate of 72.8%. Sharm El Sheikh's five-star hotels were selected 

as a sample in Table 1 based on the number of questionnaires delivered in each. 

Questionnaire Design and Data Collection 

The questionnaire was first written in English and then translated by a professional translator into 

Arabic. It took a second expert translation to revise the English questionnaire. To guarantee that 

the meanings of all questions remained the same throughout translation, minor modifications 

were made to the questionnaire after a double translation process. Professors from an Indian 

university with great command of English and experience of Knowledge Management (KM) 



 

International Journal of Research in Economics and Social Sciences(IJRESS) 
Available online at: http://euroasiapub.org 
Vol. 8 Issue 11, November- 2018 
ISSN(o): 2249-7382 | Impact Factor: 6.939 | 

 

 

 

 

International Journal of Research in Economics and Social Sciences (IJRESS)  
Email:- editorijrim@gmail.com, http://www.euroasiapub.org 

  (An open access scholarly, peer-reviewed, interdisciplinary, monthly, and fully refereed journal.) 

 
 

61 

assessed the survey questions in both languages before conducting pilot research to ensure clarity 

of instructions, content validity, and consistency. 

Data Analysis 

An analytical approach based on structural equation modelling (SEM) called the Partial Least 

Squares (PLS) method was used to assess and verify the research model's suggested model and 

the linkages among the hypotheses. To test the validity of hypotheses, the SEM is a generally 

acknowledged model. SEM has been widely used in business and marketing, and it has become a 

common method of data analysis in information systems. The statistical evaluations were carried 

out with the assistance of SmartPLS 3. 

RESULTS 

Demographic Profile of Respondents 

Table 1 provides an overview of the respondents' demographics. Males comprised 80 percent of 

the 104 responders, while females comprised 20 percent. There were 40 percent of respondents 

aged 40 to 50, and 33 percent held a Master's degree or above. The majority of respondents held 

mid-level positions, with 52% having more than ten years of experience using the Internet or 

computers. 

 

Table 1 Respondent Demographics 

Descriptor   Frequency Percentage  

      

Gender 

Male  83 80%  

     

Female 

 

21 20% 

 

   

      

 Less than 30  4 4%  

      

 30-40  14 14%  

      

Age 40-50  42 40%  

      

 50-60  24 23%  
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 More than 60  20 19%  

      

 B  e  l  o w 

9 9% 

 

 

bachelor 

  

     

      

E d u c a t i o n Bachelor  31 30%  

Qualificatio 

     

Masters 

 

34 33% 

 

n 

  

     

 PhD  22 21%  

      

 Others  8 7%  

     

 O p e r a t i o n 

11 11% 

 

 

level 

  

     

Position 

     

Mid-level 

 

78 75% 

 

   

      

 Top level  15 14%  

      

 Less  than 3 

16 15% 

 

 

years 

  

     

      

I T  U s a g e 

3-6 years  15 14%  

     

Experience 

7–10 years 

 

19 19% 

 

   

     

 More  than  10 

54 52% 

 

 

years 
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Testing Research Hypotheses 

The study's goal is to determine the impact of KM techniques on the efficiency and creativity of 

the hotel front office. Correlation analysis is used to test the research hypotheses (r). Research 

hypotheses were further tested by doing a multiple regression analysis, as well. No deviations 

from the assumptions of normality, linearity, and homoscedasticity were found in preliminary 

investigations. 

The correlation between 'front office performance' and 'organizational culture' was large and 

significant (r =.83; P =.05), as was the correlation between 'information technology' and 'front 

office performance' (r = 897; P =.05). The correlation between 'human resources' and the 

correlation between 'front office performance' was large and significant (r = 714; P =.05). 

Table 1 Correlation analysis between KMI and front office performance 

 

KM Infrastructures 

  

Front Office Performance 

  

     

        

 

Organization culture 

Correlation .830**   

 

p-value .000 

  

    

 

Information technology 

Correlation .897**   

 

p-value .000 

  

    

 

Human resources 

Correlation .714**   

 

p-value .000 

  

    

 

CONCLUSION 

This study is the first to look at KM procedures and techniques as determinants of job 

satisfaction and performance in academia. Workplace knowledge management (KM) methods 

and techniques favourably affect job satisfaction, according to these studies. Consequently, this 

research reveals that KM has a unique advantage for companies, boosting the value of the 

business, and promoting the knowledge ecosystem. This research seeks to give a better 

understanding of knowledge management strategies and their impact on hotel front office 

department performance and innovation. The results of the research showed that the performance 

and creativity of the hotel front office departments are strongly influenced by KM infrastructures 

(organisational culture, information technology, and human resources). 
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