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Abstract

Purpose - The extended theory of planned behavior (TPB) (Ajzen, 1991) is used in this
research to understand the post-pandemic behavioral intentions of tourism and hospitality
employees in relation to their use of information technology.

Design/methodology/approach - Data were collected using an online survey, and 449
responses were considered to meet the selection criteria. Structural equation model (SEM) is
used to empirically test the proposed research model.

Findings - The results of SEM show that all the variables of TPB (attitude, subjective norm and
perceived behavioral control) along with trust are positively associated with the behavioral
intention of employees in T&H industry towards the use of information technology and the
model has better predictive power.

Originality/value- This study provided deep insights and outstanding contributions to the
theoretical framework and proposed a model for post-pandemic employee behavioral intention
regarding the use of IT. This study explores the factors that influence T&H employees’ post-
pandemic behavioral intentions regarding information technology use. It also explores and
integrates the various benefits of information technology to T&H industry employees and
provides insight to hotel employees, travel agents, tour operators, and other stakeholders.
Keywords Theory of Planned Behavior, Trust, Information Technology, COVID-19, Tourism
and Hospitality Industry
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INTRODUCTION

The coronavirus pandemic, which began in China’s Wuhan city proved to be the most impactful event that occurred in the 21
century. It is said to be a multi-effect natural disaster that created demand crisis regarding tourism, socio-political and economic
(Zenker & Kock, 2020). The highly transmissible nature of COVID-19 restricted the activities that are based on high-level
interaction of humans like tourism which cannot be continued like before (Garcia-Milon et al., 2021). The consequences were
‘catastrophic’ and Tourism and Hospitality (T&H) sector has perhaps been affected worse than any other industry (Ntounis et
al., 2022; Nicola et al., 2020; Dube et al., 2020). According to current estimates, more than 2.1 trillion dollars in worldwide
tourism earnings will be lost, putting the risk at 75 million jobs (WTTC, 2022; Zenker & Kock, 2020). This reality has shackled
the T&H industry globally and new reformulations and solutions are required to assure its survival (Garcia-Milon et al., 2021).
Resultantly, to avoid human interaction, the T&H industry like many others adopted technological changes for the consumer
as well as employee safety.

The development of Information Technology (IT) and Web 2.0 effectively revolutionized the T&H industry (Buhalis, 2003;
Law et al., 2014) in recent times. But the unfortunate outbreak of COVID-19 forced the industry to be more technology-driven
(Jaffer, 2021). Consumer demand, along with the increasing want to improve the efficiency and happiness of customers, has
caused T&H managers to become dependent on ICT to assist them to do job tasks (Law et al., 2014). COVID-19 created a
global trauma, due to which many global hotel chains and travel companies struggled for survival. The changes needed in a
post-pandemic environment to promote and protect health and safety are being driven mostly by technological innovation
(Sujood et al., 2022b). Implementing more advanced technologies can boost innovation, promote brand recognition, and reduce
safety issues (Lau, 2020).

During the COVID-19 pandemic, T&H like many other industries adopted many advanced technologies such as Artificial
Intelligence (AI), Robotics, Al Chatbots, Facial recognition, Augmented Reality, e-ticket generation, Internet of Things, etc.
to improve their service quality (Revfine.com, 2021). Cloud-based software is now in more use, allowing management and
staff to interact efficiently and coordinate various operations behind the scenes in the T&H industry. Such technologies have
helped organizations and their personnel by forming a real-time association among the digital and physical systems (Shou et
al., 2020; Narayanamurthy & Tortorella, 2021; Raghavan et al., 2021; Vahdat, 2022). The majority of hotel chains specifically
made investments in physical security, such as improved practices of sanitation with hands-free technology and high-tech
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surveillance systems to encourage social separation (Jaffer, 2021). Innovative technology has the ability to lift up the service
quality of tourist operators (Tavitiyaman et al., 2021) by playing a key role in forming safe spaces, and maintaining a contactless
interface for guests to regain trust (Bharwani & Mathews, 2021). Therefore, this technological adoption will likely be in use in
the post-pandemic era (Zeng et al., 2020; Raghavan et al., 2021; Narayanamurthy & Tortorella, 2021). Post-pandemic usage
of advanced technology services by the T&H industry can be beneficial for customers (Bharwani & Mathews, 2021) and for
employees as well (Mejia et al., 2021), as it can upgrade the guest experience by allowing new levels of personalization (Pillai
etal., 2021).

Understandably, researchers in the tourism area globally are in the early stage of research gap-spotting regarding COVID-19
(Zenker & Kock, 2020). Its consequence on consumer behavior has been very much researched but its impact on employees’
technological behaviors post-pandemic is yet to be explored that needs to be addressed. To our knowledge, no other research
has been done in this specific area, and this could be the first study to empirically demonstrate such impacts, with implications
for the post-pandemic era. To contribute to this research area the authors of this study aim to explore the posited change by
COVID-19 in employees’ intention to use IT. In this study, the authors have used the well-established theory by Ajzen (1991)
‘Theory of Planned Behavior’ (TPB) to examine the intentions of T&H employees towards IT and its usage post-pandemic.
However, this study is conducted in the Indian context which is not much technological-centric as compared to developed
nations (Misra et al., 2021; Ferris et al., 2022), so it was a major concern to deal with such abnormal conditions i.e., COVID-19.
The pandemic brought great technological transformation (Bharwani & Mathews, 2021). In this regard, information technology
has proved panacea for every sector across the world.

Review of Literature and Hypotheses Development

The outburst of COVID-19 has significantly reformed the way service organizations operate, altering the routines and activities
of employees. This pandemic inevitably pushed new ways of functioning, such as the introduction of emerging technology that
would become an important part of the post-COVID-19 phase (Narayanamurthy & Tortorella, 2021). The use of technology
is considered significant to defeat COVID-19 effects and reinstating tourism and the economy (Sigala, 2020). The advanced
technological implementation in tourism improves tourists’ experiences and promotes tourism activities and interfaces among
stakeholders such as tourism providers and tourists (Tavitiyaman et al., 2021). The use of technologies like artificial intelligence,
autonomous vehicles, robotics, etc. has gained a significant place in hotels, restaurants, hospitals, transportation networks,
airports, leisure, recreation and scenic destinations and communities in general in order to maintain a safe distance (Zeng et
al., 2020). Some key components of technology-based tourism involve knowledge and training within tourism enterprises to
handle smart technology, effective application of software and hardware, network technology and communication network
tools (Tavitiyaman et al., 2021; Gretzel et al., 2015). Due to job risk concerns and data security, technological adoption in travel
and tourism will continue even when the situation gets less severe (Zeng et al., 2020).

Theory of Planned Behavior

In this research work, TPB has been employed to assess the intention of employees towards technological changes concerning
the COVID-19 crisis. There is another prevalent model related to technology acceptance i.e. Technology Acceptance Model
(TAM) which measures the behavioral intention related to technology acceptance, but TPB is applied here, as it allows to
measure the effect of social variables along with attitude (i.e. Subjective Norm and Perceived Behavioral Control) which can
impact the behavior and intention of individuals towards the technology usage. Social variables are not explicitly included
in TAM (Mathieson, 1991; Kamal et al., 2020). Although TAM is simpler to use, it only provides very generic information
about users’ perceptions of a system. TPB offers more specified details to better direct the development in the concerned
field (Mathieson, 1991). Multiple studies have been undertaken to determine how individuals intend to utilize and accept
technologies employing TPB (Ramadan et al., 2017; White Baker et al., 2007; Taylor & Todd, 1995; Mathieson, 1991). It is the
most commonly used theory among social science researchers for predicting behavioral intention (Armitage & Conner, 2001;
Fielding et al., 2008; Fife-Schaw et al., 2007) that is structured to explain the behavior of humans and has been validated in
effectively predicting and describing human behavior in varied contexts (Mathieson, 1991; Carswell & Venkatesh, 2002; Wang
et al., 2021; Sujood et al., 2021; Choe et al., 2021). The TPB has three key components- Attitude (ATT), Subjective Norms
(SN) and Perceived Behavioral Control (PBC) (Ajzen, 1991; White Baker et al., 2007). As per TPB, a person’s actual behavior
in executing a particular act is affected directly by his/her Behavioral Intention (BI) which in response formed by ATT, SN
and PBC jointly (Teo, 2011; Chen & Li, 2010; White Baker et al., 2007). The key determinant of actual usage behavior is BI
(Teo, 2011), which is explained as one’s subjective probability of conducting a specific behavior (Kuo & Yen, 2009; Ajzen,
1985; Ajzen & Fishbein, 1980). BI also predicts individuals’ probable future actions (Tavitiyaman et al., 2021). The TPB model
applied will investigate the impact of ATT, SN and PBC on the intent to use technology along with trust in the post-pandemic
time. COVID-19 crisis has created a loss of trust in using traditional means which gave rise to more usage of technology to
rebuild the trust factor in tourism services such as ordering food & beverage using electronic mediums (Hamid et al., 2023), Al
and robotics in the tourism industry (Pillai & Sivathanu, 2020), contactless services by employees (Rahimizhian & Irani, 2021),
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etc. Trust is found to be a crucial factor in the adoption of new technology (Pillai & Sivathanu, 2020). Therefore researcher
has extended the TPB model with Trust as a variable to measure the post-pandemic intention of T&H employees towards
technology usage. There are many studies that investigated intention to use technology among consumers but there is a dearth
of studies investigating employee intention towards using technology in the T&H sector post-pandemic. COVID-19 has made
huge technological advancements and seeks researchers’ attention to analyze different segments of research.

Attitude (ATT)

Attitude is the foremost constituent of TPB. Attitude is defined by many researchers concerning employee technology usage
behavior (Chau & Hu, 2001; White Baker et al., 2007; Cheng & Cho, 2010; Chen, 2013; Taylor & Todd, 1995). The attitude
of an employee towards the technology is defined by his or her subjective assessment of the positive or negative consequences
of using the technology (White Baker et al., 2007), which eventually influences the behavioral intention of a person (Chen,
2013; Farah & Newman 2010). T&H Employees’ attitude toward a technology, shapes how willing they are to utilize it, which
in turn predicts the use itself post-pandemic. The enormous benefits of technology during the COVID-19 created a drastic shift
in the behavior of people in the travel sector towards the usage of technology (Revfine.com, 2021). Therefore, an employee is
likely to show a favorable attitude towards using a technology post-pandemic if he or she believes the behavior will have more
significant and beneficial repercussions. Thus, it is hypothesized that:

H1. Attitude has a significant and positive effect on post-pandemic intention towards the use of IT.

Subjective Norms (SN)

Ajzen (1991) explains Subjective Norms as “the perceived social pressure to perform or not to perform the behavior”. To put
it another way, people are more likely to do something if they perceive greater social pressure from key referents towards that
act (Al-Gahtani et al., 2007; Lam et al., 2007) which has been shown to be a crucial factor of BI to use IT (Chau & Hu, 2001;
White Baker et al., 2007). T&H along with other industries is in a recovery phase, but even at this stage, important people to an
individual would still suggest being cautious as the virus is not completely eliminated. The use of IT in the service industry is
vital to maintain a decent level of social distance between tourists and the working staff in the after times of COVID-19. There
are numerous aspects that can influence the actual behavior of T&H employees with technology usage after the pandemic. Peer
group influence is one of the most common (Beni¢, 2021). Other factors include pressure from superiors and other significant
people in the organization (Park, 2009; Morrison et al., 2019). Both these groups are likely to have a substantial impact
on employees’ decision to use technology (Taylor & Todd, 1995; Mathieson, 1991) in the post-pandemic world. Thus, it is
hypothesized that:

H2. Subjective Norm has a significant and positive effect on post-pandemic intention towards the use of IT.

Perceived Behavioral Control (PBC)

Theory of Reasoned Action (TRA) extends to TPB by adding PBC (Awa et al., 2015; Lu et al., 2010). PBC is explained as
perceived ease or difficulty in conducting a certain behavior by an individual (Lam & Hsu 2006; Martins et al., 2014; Ajzen,
1991). It will create a direct effect on behavior if perceived control imitates actual control (Armitage & Conner, 2001; Lam
& Hsu 2006). In the case of IT usage, PBC was proved to play a key role in examining the usage intention toward innovative
technology (Venkatesh, 2000). The T&H industry adopted many advanced technologies in times of COVID-19 to mitigate its
effects. Proper training of employees supports the adoption and usage of technology. According to Beni¢ (2021), employees
who are made aware of the know-how of new technology will likely be more comfortable in its usage which will positively
shape their behavioral intention towards technology. Technological competency is a must to decide its usage post-pandemic.
This implies that if the employees feel comfortable using technology then they are more likely to show positive behavior
towards it post-pandemic. Thus,

H3. PBC has a significant and positive effect on post-pandemic intention towards the use of IT.

Trust (TRU)

Trust can be described as a sense of safety that creates a desire to rely on something or someone (Chung & Kwon, 2009). Trust
is also explained as a behavioral intention or behavior of relying on, which entails vulnerability factors (Chen, 2006; Kim et al.,
2011). It is a well-researched variable in varied technological contexts, like e-commerce (Jin et al., 2008; Cyr, 2008), mobile/
internet banking (Zhou, 2011; Chaouali et al., 2016), online hotel bookings (Sparks & Browning, 2011; Kim et al., 2017), etc.
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Consumer trust in technology usage in the T&H industry is a widely researched phenomenon but it is hardly researched in an
organizational context in the post-pandemic phase. The level of trust for a certain activity determines that person’s behavior
towards it. Trust is said to be a vital factor influencing the adoption of technology (Sharma et al., 2016) and significantly affects
behavior towards a technology (Zarmpou et al., 2012). Building on previous studies, if an employee has a feeling of trust
towards technology, then he/she is more likely to use it post-pandemic. Thus, it is hypothesized that:

H4. Trust has a significant and positive effect on post-pandemic intention towards the use of IT.
Table 1 represents the research related to TPB, COVID-19, IT usage, Trust and Intention.

Figure 1. Conceptual Framework

Attitude

Subjective Norms

Intention

Perceived Behavioral
Control

Trust

Source: Researcher’s contribution

282



Tourism and Hospitality Management, 29(2), 279-295, 2023
Sujood, Ali, R., Arwab, M. & Hamid, S. (2023). POST-PANDEMIC INTENTION OF THE TOURISM AND ...

€20t

Aq A1qeqoid 1sowr 6107 JO [9A9] ised
o) 03 9AIAQI 0} FuI0F ST AIysnpur [930Y
o) 16y} pajoafod s3urpuy ‘A[puodsg
"aNUIIU0d Ao

[[14 gIgM 6T-ATAOD SuLmp sjapowt

uonuo}
-ur o3esn wo)sAs

‘JOPOIN SSI S, UBS I pue
auoT2( Y3noxy ‘61-AIAOD

SSQUISNQ MU pue SOI30[oUY0d) MU | [OPOIN SSI ‘Kirenb woisAs JO 100]J0 o3 USSSI] 0} pasn
Sunuowojdwr pue Sundoooe Aq | sueo ol | ‘Kjfenb do1A10S A3 MITA 3uraq axe sar3o[ouydd}
QATAINS PINOM S[10Y ISONIJ oYL | 29 duoTo( | -I[enb uonewoyuy | enydoouo) 8=N | -IoJu] [eUOSId] BUIYD puey-1s1y jeym a101dxa of, (0zZ07) ne1
‘[enprarpur 'ssa001d sty ur Jonpod
Ue JO UONUSIUI [BIOIARYQ] Y} UO o1} JO SSOUAAIIBAOUUI JO JOO[O
j[nsa1 SurjeIspowr [enuBISqNS B Sey uoneIlopow 9y} () pue ‘g uo
Dgd Yey) payeorpul Apnys oy ‘Appse| so[qeLeA gd 1 JO 19919 a3
‘19 109pe A[panisod DEd pue NS (¢) ‘opmme uo Nd pue NOAd
“LLV 18U} JIQIYXQ S)NSAI 3y} “Iyn | oy Jo yoedwit oy (7) Nd pue
‘Nd Pue NOAd £q paroage Apanisod 14 ‘Nd ‘Nodad NOAd SunE[a1 UoNIAUU0D (1202)
SI opmyIe 1ey) pa[edAdl sSuIpul | gdL VL 0€d ‘NS LIV INAS 00€=N Kaamng | payroadsun [esneo ayy (1) 21eSNsoAUl 0], ‘Te19904yH
"UOTJUDIUI YJIM IS} JO UOIJRIDOSSE )
SoyIpow AoBO1JR-J[9s Ing "UONUUI
s dIysuorie]a1 9]qeIOAR] © Sel| OS[e
ISNI "90UBINSSE [BINONIS PUE JSNI) uonuu|
UQ0M}9q UONRIJOSSE SUONS © ST 2191 ], 9snif, ‘Aoeoyyo
VLI 61-dIAOD 10} isnn J10S “Kges V1D 61-ATAOD Y 1deooe
Sunearo ur oo jueoyruSis e woytod uoneunsaq 0} ,SISLIN0} Jo uonuajur joeduwr
[[I4 UOBUNISIP Y} JO SPI0OAI A)oJes ‘QourINSSy jeY) S10J08J oy} sa1o[dxo yorym (1202)
snoraaid jey) pajeaaar s3urpur | pagroadsun [ermonng | NAS-S1d 00=N Koang | pagroadsu() | [opow & 9jenjeAd pue 9jeaId O, | '[e 39 1qedyn)
Juowddeueu
[j[eay pue soroudjodwod 9ousI[Isal
‘Koudjodwod [es13ojouyo9) aIe "Apns s1y)
1oded oy) ur pa1oA0ISIp Sk padu u1 popnjout os[e st yoeoxdde
pInom do1opyiom orwopued-jsod Sururen paseq-Aouajodwioo
o4} Tey) SaNIIqe SUWIOS "o18aSal v orwapide 61-ATA0D oy
pue so1391ens [ea1adr ue(d pue SuImo[[o} 9SIMId pue Ansnput
uonemIs ay) 0} puodsar A[9ANIIS 910y 2y 10} uoneredard
03 23ueyd 03 199[qns are sar3o3epad Jo103I0M FUnOY e (zz00)
pue ‘spoyjowl Jurures) }sow ‘SISLIO SONSSI [BONLIO A} JO UWIOS ‘Te 19 uos
Jo sowmn ur ‘yeyy moys sSuipur] | payroadsun -- - --| Iodeq maray BOTRWIE( JUIEXD 0 SWIE J[OIME SIY ], -Uuyo[ WIS
K109y I, anbruyday, | ordweg (a1edx)
sgurpury |  pAdaduo) so[qeLIep | /sisf[euy | JoozIS | eje( JoadAL uoneN 3And[qQO (s)aoyny

uonudU] pue IsniL ‘9Fesn LT ‘61-AIAOD ‘dd.L 03 PIIE[AI Y218asay ] A[qeL

283



Tourism and Hospitality Management, 29(2), 279-295, 2023
Sujood, Ali, R., Arwab, M. & Hamid, S. (2023). POST-PANDEMIC INTENTION OF THE TOURISM AND ...

"KoBO1Jo-J[os pue

1sny ‘Kyrumaoddo qol £q paouanpur

Apea13 st uonidope Sunndwods pnopo
ey} pamoys sSuIpuy Y} “IOA0IOIN
‘Sunndwod pnojo a1y sa13ojouyo9)

"SOOIAIOS
Sunndwoo pnopo jo uondope

pajeAouUl A[MAU SUIYOILISAT UdYM snil ‘Nd ‘NOAd (NN) S[euorssajoxd ] oouonpgur jey)
K100} INVL 29U} Uopeolq 0} A}1ssadou ‘KoeoyH-J1°S NI0MION s10jeATIOW 101paxd ued I8 9102)
oY} SAILONUIYINE YOIBISAI SIY |, WVL| “SrunuoddQ qor [eINON 101=N Koaing uew( [opow PLIGAY & 91e10Ud3 O | °[B 10 BULIBYS
“SIOWNSUOD JO JI0MIdU
[e1o0s ay) £q se [[om se ‘aseyd
orwapued-jsod a3 ur S[a30Y JO sanjeA
PUE SOOIAIOS A} SUIPIESAI SOpNIye dd.L Suisn sIsLNo}
1191y Aq pajoaye A[3ea1s a1e sjojoy Jo uonuayur uondwnsuod
pao11d-ATyS1y SpIemo) suonuul [9301] 03 Paje[al SJUAW[D (q)
[eNPIAIpUL Jey) pajedrput OS[e ST| pue
‘6 1-ATAOD-1s0d sj30y K100y oAneuLIou oy) Juikjdde
pooud-ATy31y Surpiegar uonuaul Aq orwopued ot 1033e soord
oy 10yye Apueoyusis NS pue L1V 14 [9101] 10 S30I0YD SIUSPISAI (&) (1202)
1B PANIQIYXd APMs SIY) JO STUIPUL] qdlL 0dd ‘NS LIV qdlL 0€S=N Kaamg BUIYD AJnuepr of, ‘Te 10 Suepy
"H 291 Ul SO01AI0S
‘paurpour oq Aew urede aoe[d jey) JISIA pue suonerddo urziundo
0} UOIIUAIUI JIAY) UaY} Qoudrodxo pue uoneredas [eorsAyd
SurjoAeI) 9Jes e SIOPO jey) Aem e Ul Sunea1d ur sar3oouyod)
9JIS JSLINO) B JISIA 0} s)s1mno) aredoxd dAneaouul jo uonedrdur
SOI30[0UYD3) PAIUIAUL A[MAU JT AU} SQUIWEXA I TOYN
"SSQUQAIIRAOUUL [3NOIY) “UOTJUIUI JISIADY "JISIAQI O} UOTJUJUI pue
Apoaarpur pue A[30211p Y30q UonuIul ‘SSQUAAIIRAOUU] SUONBUI[OUT WSLINO} U9dM)dq
JIS1A21 o) s1oedWI UONBUIOUI WSLINO) ‘uonyeur[oul oIeMJOS SOJBIPAW ssaudAneAOUUl | ([Z0T) TURI] %9
1e1]) pa[eaAal s3ulpuy s Apmys oy | pagroadsun wsunol | ODNVAV TLT=N KoaIng | pagroadsun | IOWNSUOO MOY JeSNSIAUI O | UBIYZIWIYRY
Q0IAIOS JUBISIP
‘uewny sI YoIym Ansnpur g9 1 U3 Jo A[[e100S pue
10J08J [B)IA Jsow Y} JO Judwaoe[dar KqreotsAyd ‘priom orwopued
1} 03 ANP JUXD Uk 0) uoneIedas ‘Suroue)sIp -3s0d oy ur [ouuosiad [a30y
[e1o0s [eo13ojoyoAsd aredwr osye ueo [eorsAyd pUE SISLINO) USIM)q AOUBISIP
31 Inq ‘syson3 pue s)soy usomjaq ded ‘SSOUPaOAUUO)) [e1o0s oy Surazasaxd ur
Teo1sAyd & 918010 A[JUSIOLIO UBD )1 [e100s ssouIsnq {291, 9Y3 Ul $30qo1
se oouejrodwl [B3IA JO ST Aojouyo9) ‘51001 [RIO0S 901A10S Jo uonero[dxa | (0z707) AOUBAL
91)0qO01 JBY) PAIdAOISIP sSurpuy oy, | pagroadsun ‘$)0q01 901A10G | [emydoouo) -- [emdoouo)) | poygroadsuny o[oI oy} Je swIe Apnjs oy, 29 N[303140Q
K109y, anbruydoy, | opdweg (aeax)
sgurpurj ndasuo) SI[qeLIRA | /SIsA[euy JoaziS | eye( Jo adA], uoneN 3AnlqO (s)aoyny

284



Tourism and Hospitality Management, 29(2), 279-295, 2023
Sujood, Ali, R., Arwab, M. & Hamid, S. (2023). POST-PANDEMIC INTENTION OF THE TOURISM AND ...

(SS920NS WIAISAS UOTIBULIOJU] =SS ‘UONIUIU] [RIOIARYIg=]q
‘SSUINJAS[) POAIIIdJ=(1d ‘OS] JO sBH PAAIIRJ=NQHAd A30[ouyda] Jo asn) pue 29ue1dosoy Jo K109y ], payiun=1N VLA ‘dde Suel] 108100)=y LD ‘A30[0Uyo3], UOHBIIUNWILIO)) PUB UONBWLIOJU[=L D] ‘K109 ], uoIsngiq
uonesouu]=L (] ‘AS0jouyod], UOneUIOJU=]] ‘I0IABYdg pouue[d JO A100Y]=gd.L ‘[OPOIN 99ue}daooy Jo 109y ] =JAVL ‘UONUAU] [eIOIARYIg=[{ [0IUO0)) [BIOIABYDE PIAIIIRI=D)gd ‘WION dANA[GNS=NS ‘OpUMY=LLV,,
s1oqne Aq parduro)) :99Ino¢

suonjeorjdde
‘3u13poj Jo soueuriojrod QorjIo)Ul
Teuonerodo 9y UO JOP2 J[qRIOAR] Poje[RI-)sonn)
' pey [[B ‘SW)SAS juouageueu ‘suonjeorjdde
jonbueq pue suornjeorjdde ooejrour sojo-yoeg
pajelaI-3sans ‘querne)sal ‘sdde ooygjo ‘STIQISAS ‘seaIe 901A19s SuI3po|
-juolj Jey} payesIpul osje Apms siyJ, owoFeuew oy ur soAno9[qo 119y} urene
"SUOISIAIP [910Y Jsou 1onbueg 0} L] Posn 9ABY YOIyMm IOIAIOS
ur anbruyo9) 8213 © s1 9ourwIO)IOd pue jueINE)SAY [910Y JO SBAIR JUSIIPIP 4 Ul
1910y aAa01dwr 03 A3o010utd9} ‘suonjeorjdde | uorssaidoy s[a10y aedsdn Jo ooueuniojrod (s002)
pamndwod Sursn jey) Adwr s3urpury | paygroadsun) 901]J0-1u0I] ordnm ) Koang BOIOY | O SI09PE ] MOY dUIUEXD O], ‘Te 10 wey
Jdd
pue ‘NS ‘LIV seygipow Apueoyrugisur
Iopuog pue d3e SI[qeLIBA "BIqeIy Ipnes ul
Suneropow Suowry “UOHUUI A3o1ouyo9) asn 03 sar3ojout]d9) pakojdap Ajmau
o3esn A3o[ouyo9) oy} JO SISALIP uonuou] ‘o3esn uo a3e pue 19pudF ‘uoreoOnpo
oansod ‘1ofew [[e a1e DGJ Pue ‘NS A3ooutoay, BIQRIY Jojoedwr oy ourwexd 01 | (L002) T8 R
‘LLV 78U} PI[BIAI [OI1BISAI Y |, ddl D9d ‘NS 'LLV | WNAS-STd | 880I=N Kaamg pneg K100y gd.L oy asn o], | Ioeq AYM
‘sostidiguo urym souedoooe
lolaeyog as( ‘14 LI @ousnpjur jey) S9OUIIJIP
‘NS ‘Aoueoadxd [eaynd Suipre3al suonepIfeA
‘A3010uy09) 10)ndwios asn 03 [ 109pe J10JH ‘SuonIpuod uoam)aq sanLredsip urejdxa
K1oansod Aoueyoadxe 9ourwIO)IoJ Funeyoe 0} SI WIe puodas Ay} pue
pue uuou 2A1nd3[qng ‘Aoueioadxd ‘Koueoadxo BIqRIY “eIqery Ipnes ur [ Nv.LN Jo (L00Z) T®
1I0HH ey} PO[BIAI SSUIPUL] INvin oouewlojIdd | INAS-STd |  TTL =N KaaIng IpNeS | [opowW PAYIPOW & dJeneAd 0], | 19 TUR)[eD-[Y
‘)1 p1emo) [ouuosiod Jo apme ay)
Q)e[NUIIS JBY) S}IONISUOD [BIIA O} Ie "s9[qelreA gd.L pue ‘1Al
101 mau Surpie3ar Ayiqe[ely pue NJ o3esn INVL SereIdour jey) [opowr
‘NOAd “AINIqeAIdSqO ‘QIOWLIAYIIN ] 19 ‘ANM1qeA1nsqO 9jo1dwoo e Sursn Suoy Suoy
'sooKkordwo jo 1o1aeyaq uondope oy ‘AIqerer, Jo sorouade [oAen ur agesn [ D]
1se0210} 0} 9jerrdoxdde st jopowr [ D] IDILdrl ‘Aqeredwo) Surpie3ar uonuojuI [BIOIABYSq (0102)
paidope oy Jey) pamoys ssutpuy oy, | ‘ddL VL | ‘Nd ‘NOAd ‘dd.L WAS | 061=N Koamg | Suoy Suoy .seakordwo axo1dxa of, | oy) 2 Suay)
K109y, anbruydoy, | opdweg (aeax)
sgurpurj ndasuo) SI[qeLIRA | /SIsA[euy JoaziS | eye( Jo adA], uoneN 3AnlqO (s)aoyny

285



Tourism and Hospitality Management, 29(2), 279-295, 2023
Sujood, Ali, R., Arwab, M. & Hamid, S. (2023). POST-PANDEMIC INTENTION OF THE TOURISM AND ...

Research Methodology
Data collection

The data has been collected by the e-questionnaire and 449 responses were considered for the study. The population for this
study is the employees working in tourism and hospitality areas like travel agencies, airlines, hotels, resorts and restaurants
in India. The method of sampling is convenience. The questionnaire link was shared on the social networking pages that
employees of the T&H sector frequently visit and popular web pages of the T&H sector. The period of the survey was from 20
April to 30" May, 2022.

Questionnaire development

All the items of the questionnaire were drawn from former studies and adapted to fit the post-pandemic context. In the current
study, a 7-point Likert scale was used where “1= strongly disagree and 7 = strongly agree”. The items for measuring ATT, SN
and PBC were adapted from Ajzen (1991) and Taylor & Todd (1995), trust was measured from the items from Gefen (2002)
and Kim et al. (2011) and intention was measured using the items adapted from Kim et al. (2012) and Kucukusta et al. (2015).
Appendix A displays the questionnaire.

Data analysis

The measurement model was first estimated using confirmatory factor analysis. After checking the adequacy, the measurement
model was evaluated, Structural Equation Modelling (SEM) was used to test the hypotheses and validate the proposed conceptual
model (Anderson & Gerbing, 1988). SPSS and AMOS were used to analyze the data. To ensure that the questions were clear
and easy to understand, 40 responses was considered for the pilot study.

Findings
Respondents’ Profile

449 responses are considered for the data analysis. The population contains 61.7% male and 38.3% female participants. In
respect of age, 41.4% of the respondents were 31-40 years and 24.1% were 41-50 years old. Moreover, a major part of the
participants has a bachelor’s degree (36.5%) followed by diploma (21.2%) and master degree (16.2%). From the perspective of
marital status, the majority of the participants are married, 63.7%, while 34.5% are unmarried. The majority of the respondents
(63.3%) belong to the core tourism industry while the rest of them (36.7%) belong to the hospitality industry (Table 2).

Table 2: Demographic Characteristics of the Respondents (n=449)

Items Classification Frequency %
Gender Male 277 61.7 %
Female 172 383 %
Age Below 21 years 44 09.8 %
21-30 years 84 18.7 %
31-40 years 186 41.4 %
41-50 years 108 24.1 %
Above 50 years 27 06.0 %
Education High School 34 07.6 %
Intermediate 65 14.5%
Bachelor Degree 164 36.5%
Master Degree 73 16.2 %
Diploma 95 21.2%
Others 18 04.0 %
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Marital Status Married 286 63.7 %
Unmarried 155 34.5%

Others 08 01.8 %

Income 10,000-30,000 104 23.2 %
30,001-50,000 169 37.6 %

50,001-70,000 86 19.2 %

70,001-90,000 54 12.0 %

90,001 or more 36 08.0 %

Industry Tourism 284 63.3 %
Hospitality 165 36.7%

Source: Authors
Descriptive Statistics

The mean score values of all the considered constructs are exhibited in table 3. The range of standard deviation lies between
0.9776 to 1.12170. Among all constructs, Subjective Norms (SN) has the greatest mean score (5.7300) and Trust (TRU) has the
lowest score (5.2334). Furthermore, Perceived Behavioral Control (PBC) displayed the largest standard deviation (1.12170),
while Intention (INT) displayed the lowest (0.9776). (Refer to the Table 3)

Measurement model

Before conducting the final analysis and assessing the proposed model, it is necessary to examine the internal consistency
reliability, discriminant validity and convergent validity (Hair et al., 2010). CFA was used to confirm the reliability, discriminant
validity and convergent validity of the scale. Cronbach’s alpha values greater than 0.70 indicate that measurements are more
reliable in terms of internal consistency (Cronbach, 1951). The value of every construct of Cronbach’s alpha is higher than
the suggested value (Table 3). Furthermore, SEM was employed to test the proposed hypotheses for reporting the causal
relationship among constructs (Ullman & Bentler, 2012). The KMO value was .899, and Bartlett’s test was 5643.908 with a
degree of freedom of 136. Construct validity refers to the extent to which a measuring scale can accurately reflect the constructs
being studied. Convergent and discriminant validity are both checked to validate the construct validity.

Table 3: Descriptive Statistics and EFA Results

Variables Items  Factor Eigen Cronbach’s
code  loadings Value M S.D.  Skew Kurt alpha
Intention (INT) 7.504 5.6194 0.9776 -1.137 2.239 0.930
INT1 0.854
INT2 0.897
INT3 0.866
INT4 0.806
Trust (TRU) 2.238 5.2334  0.99729 -0.750  0.399 0917
TRU1 0.822
TRU2 0.847
TRU3 0.805
TRU4 0.795
Attitude (ATT) 1.797 53719 1.01458 -0.816  0.778 0.893
ATT1 0.874
ATT2 0.808
ATT3 0.853
Subjective Norm
(SN) 1.268 5.7300 1.02699 -0.843  0.627 0.875
SN1 0.867
SN2 0.875
SN3 0.779
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Variables Items  Factor  Eigen Cronbach’s
code  loadings Value M S.D. Skew Kurt alpha
Perceived Behavioral
Control (PBC) 1.006 5.4789 1.12170 -0.858  0.755 0.860
PBC1 0.798
PBC2 0.816
PBC3 0.819

Total explained variance = 81.254% (Source: Authors)

Convergent validity reflects the correlation among items which make to define the whole variable. Convergent validity was
determined by average variance extracted (AVE). As per the recommendation, the value of AVE should be higher than .50
(Fornell & Larcker, 1981), hence, all the values lie under the threshold limit (Table 4). Therefore, all the variables considered
in this study have strong convergent validity.

Table 4: CFA Results

Variables Items Factor loadings CR AVE
Attitude ATTI1 .87 0.894 0.737
ATT2 .84
ATT3 .87
Subjective Norms SN1 81 0.878 0.707
SN2 .89
SN3 .82
Perceived Behavioral PBCl1 73 0.683 0.683
Control PBC2 .88
PBC3 .86
Trust TRU1 81 0.917 0.733
TRU2 .84
TRU3 .88
TRU4 .89
Intention INTI .89 0.931 0.772
INT2 .90
INT3 .88
INT4 .84

Source: Authors

Fornell & Larcker (1981) recommended the guideline to check the discriminant validity of the scale. Discriminant validity
reflects the extent where factors distinguish among latent variables. The findings of the current study exhibit that all the values
of AVEs are higher than the correlation’s square among the constructs. Hence, the discriminant validity is confirmed (Table 5).

Table 5. Discriminant Validity Test

INT TRU ATT SN PBC
Intention .878
Trust S12*%** 856
Attitude A36%**k*k AT3E*Ek 850
Subjective Norms 424%*% - FPFwEE - 560**Ek  84]
Perceived Behavioral Control A60**F*  678¥*F*F  360F¥*  J4RF** .826

Notes: *** p<0.001 (Source: Authors)

Structural Model

SEM was applied using Amos. The findings of the study displayed the model is good fit (y2/df = 2.058, TLI =.974, RFI = .951,
NFI=.961, CFI=.979, RMSEA = .049) (Henseler et al., 2015). Hypotheses testing results are shown in the Table 6. Figure 2
reflects the SEM results where Attitude (H1) (B = .148, t-value = 2.943) and Subjective norms (H2) (f = .195, t-value = 4.085)
have positively impact on the behavioral intention, respectively to use of IT in T&H industry post-pandemic. Furthermore, PBC
(H3) (B =.169, t-value = 3.07) and Trust (H4) (B = 0.268, t-value = 4.606) also have a positive and significant influence on the
behavioral intention of using IT. Consequently, all hypotheses are supported (Refer to Table 6).
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Table 6. Hypotheses Testing Results

§ t p-value Findings
HI1: ATT — INT .148 2.943 <0.01 Supported
H2: SN — INT 195 4.085 <0.001 Supported
H3: PBC — INT .169 3.07 <0.01 Supported
H4: TRU — INT 268 4.606 <0.001 Supported

Source: Authors

The findings show that post-pandemic employees’ Bl is significantly influenced by ATT, SN, PBC and TRU towards the use of
IT in the T&H industry after the pandemic.

Figure 2: Tested structural model and hypotheses results

{ Attitude

R’ =0.392

( Subjective Norms

Intention

Perceived Behavioral
Control

Trust

**p<0.010, ***p<0.001
Discussion and Conclusion

The COVID-19 pandemic made people more technology-centric. Most sectors or industries adopted technological assistance
during the remarkable surge of this outbreak (Saher & Anjum, 2021). Acknowledging the significance of IT, the present study
tries to examine the post-pandemic behavioral intention of employees toward the usage of IT in the T&H sector by implementing
the extended TPB model. The T&H industry is a very sensitive industry that stood badly influenced by the COVID-19 pandemic
(Ntounis et al., 2022). In this regard, IT is considered an effective instrument to facilitate T& H activities such as internet-based
travel intermediaries, virtual tourism, facial recognition, mobile/WAP-based reservation system, robots, contactless facilities,
digital IDs, etc. (Gossling, 2021). Moreover, information and communication technology also provides a chance to virtually
explore the tourist destination and help to revive the industry after the gruesome consequences of the COVID-19 pandemic
(Ide, 2021).

However, multiple previous studies (Javid et al., 2022; Sujood et al., 2022a; Pahrudin et al., 2021) have used the TPB model
but still limited studies measured post-pandemic behavioral intention of employees towards using IT in the T&H sector and
up to the researcher’s approach, no study was found in the Indian context that examined the impact of trust on post-pandemic
behavioral intention. The findings of the present study exhibit that, SN, ATT, PBC and trust have a positive significant influence
on the post-pandemic intention of employees toward using IT in the T&H industry. Employees’ attitude has a positive significant
impact (ff =.148) on the post-pandemic intention of employees using IT. However, the findings are consistent with prior studies
(Cox, 1997; John, 2015; Mata et al., 2020) but this pandemic has altered the results to a few extents. Hence, attitude emerged
as the least strong predictor in representing BI. Employees were much more sensitive regarding their health safety during the
pandemic, IT made them relax and provide protocol. Subjective norms also have a positive and significant impact (f = .195)
on the post-pandemic behavioral intention of employees towards using IT. The outcomes are in line with existing studies (Titah
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& Bakri, 2009; Ursavas et al., 2019; Zhuang et al., 2021). SNs are recognized as the second most reliable indicator of BI. The
havoc and horrible consequences caused by COVID-19 coerced employees to stay in their homes and compel them to work
from their homes. In this regard, IT has proven an effective instrument for employees to execute their work. Furthermore,
the finding exhibits that PBC has a positive influence (f = 0.169) on employees’ post-pandemic intention of using IT. These
findings are compatible with the previous studies (Zacharis & Nikolopoulou, 2022; Al Rousan, 2022; Liu et al., 2021; Ursavas
etal., 2019; Li et al., 2020; John, 2015). Trust influences positively and significantly (f = .268) the employees’ post-pandemic
intention of using IT and this outcome is consistent with prior research (Zheng et al., 2022; Kim and Liu, 2022; He et al., 2021).
In this study, trust was seen as a vital and strongest predictor to influence the employees’ post-pandemic intention this finding
is unique and interesting as the T&H sector is based on the service industry is entirely depends on trust. Trust was found the
key element to carry out all the activities related to the T&H during the COVID-19 pandemic. Employees and consumers, all
were cautious about their health concerns, and people were avoiding commingling, in this situation, trust facilitated employees
to use IT. During the pandemic, all dealings between employees and consumers were going in online/virtual form where trust
was the crucial factor to make deals prosperous. Trust is considered the main factor which makes any deal successful between
two parties. In developing countries such as India ATT, SN, PBC and TRU directly influence employees’ behavioral intention
towards a phenomenon. Hence, the three constructs of the TPB (ATT, SN, PBC) and trust resulted as the strong predictor of
employees’ intention towards using IT after the foregoing period of the pandemic.

Implications
Theoretical implications

This study provides deep insight and outstanding contributions to the theoretical framework and proposed a model regarding
the post-pandemic employees’ BI towards using IT. This study, the researchers have tried to empirically test the TPB model
with trust as an additional construct. This research provides an extensive theoretical groundwork to assess the behavioral
intention of individuals post the pandemic. The outcomes of this study extend and contribute to the present literature in multiple
ways. First, the results expand the spectrum of published literature related to the post-pandemic BI of using IT in the T&H
industry by including the trust with theory of planned behavior. The findings highlight the importance and relevance of IT to
deal with emergency situations like COVID-19. Hence, this study fulfills the existing research gap by giving comprehensive
and robust theoretical evidence for upcoming researchers and scholars. Second, the expanded model offers a comprehensive
overview of the key behavioral intention” determinants, which will facilitate forthcoming researchers and academicians in
better comprehending trust. Third, the findings support the necessity to incorporate trust into the TPB model in order to truly
comprehend the key determinants of the behavioral intention of employees. Furthermore, this study reveals a more realistic
portrayal of employees’ post-pandemic intention of using IT in T&H organizations. An astounding transformation was seen in
employees’ intention toward using IT before and after the COVID-19 pandemic. They were not so concerned about their family
safety earlier as they are now after the pandemic, which demonstrates their cautiousness. Consequently, IT provides a chance
for employees to work in their usual environment which prevents them from getting hit by any infectious disease.

Practical implications

The application of the TPB model is the best approach for examining the behavioral intention of individuals towards a
phenomenon. The present study’s findings would enable managers and respective T&H organizations to formulate policies
and make decisions while keeping in mind the health and safety concerns of employees. Trust was seen as the most influential
predictor that significantly influences the post-pandemic behavioral intention of employees using IT. IT enables employees
to execute remotely, in this regard, trust plays a vital role because it bridges the gap between marketers and consumers. By
adopting and ensuring health and hygienic standards, T&H organizations should formulate policies aiming to earn employees’
trust in using IT. When formulating the policies and procedures, employees’ preferences, recommendations and suggestions
should be considered. Moreover, due to the temporary shutdown of all organizations associated with the T&H industry during
the pandemic, employees switched to fully digital platforms which made them technology-centric. Post-pandemic, there has
been a noticeable transformation in employees’ behavioral intention regarding the use of IT. They prioritized doing work from
less sensitive places (homes and separate offices) to ensure social distancing norms and other restrictions of the outbreak.
Because of the pandemic in recent years (2020 and 2021), the influence of IT on travel has grown, even more, resulting in the
development of the online travel market and the rising digitization of the tourism industry. It could be suggested that all the
T&H organizations must provide training to employees to enhance their emerging ICT and computer skills to deal with such
unprecedented conditions as COVID-19.

Limitations and direction for future research
This study has few limitations and carried out insight for future research. This study has been conducted particularly in India.
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India is a developing country which has not strong IT interface as highly developed countries have. Internet connectivity
and technological challenges have been major issues in India for a long time. Hence, the outcomes of this study could not be
generalized to other nations, it may differ. A comparative study could be carried out in the future between underdeveloped,
developing, and developed countries. Moreover, this study is carried out with investigating the post-pandemic behavioral
intention of T&H employees regarding the use of IT, further studies could be done from other perspectives. The present study
is limited to the TPB model with trust as an additional variable. Future research might include other variables by integrating
models like TAM and TRA. In this study only the T&H industry has been considered, other service sectors could be considered
for further research. Due to the time constraint and limited resources, this study has been done with 449 respondents which is
limited, a large sample size might be considered for future studies. Appropriate outcomes may be yielded with a larger sample
size. Furthermore, only employees working in the T&H industry have been chosen for the data collection, other populations
may lead to varied findings.

REFERENCES

Ajzen, 1. (1985). From intentions to actions: A theory of planned behavior. In Kuhl, J., & Beckmann, J. (Eds), Action-control: From cognition to behavior (pp.
11-39). Springer, Berlin, Heidelberg. https://doi.org/10.1007/978-3-642-69746-3 2

Ajzen, 1. (1991). The theory of planned behaviour. Organizational Behavior and Human Decision Processes. 50(2), 179-211. https://doi.org/10.1016/0749-
5978(91)90020-t

Ajzen, 1., & Fishbein, M. (1980). Understanding attitude and predicting social behaviour. Englewood Cliffs, NJ: Prentice-Hall.

Al-Gahtani, S. S., Hubona, G. S., & Wang, J. (2007). Information technology (IT) in Saudi Arabia: Culture and the acceptance and use of IT. Information &
Management, 44(8), 681-691. https://doi.org/10.1016/j.im.2007.09.002

Al Rousan, R., Khasawneh, N., Sujood, S., & Bano, N. (2022). Post-pandemic intention to participate in the tourism and hospitality (T&H) events: an
integrated investigation through the lens of the theory of planned behavior and perception of Covid-19. International Journal of Event and Festival
Management. https://doi.org/10.1108/IJEFM-04-2022-0036

Anderson, J. C., & Gerbing, D. W. (1988). Structural equation modeling in practice: A review and recommended two-step approach. Psychological
Bulletin, 103(3), 411-423. https://doi.org/10.1037/0033-2909.103.3.411

Armitage, C. J., & Conner, M. (2001). Efficacy of the theory of planned behavior: A meta-analytic review. British Journal of Social Psychology, 40(4), 471-
499. https://doi.org/10.1348/014466601164939

Awa, H. O., Ojiabo, O. U., & Emecheta, B. C. (2015). Integrating TAM, TPB and TOE frameworks and expanding their characteristic constructs for e-commerce
adoption by SMEs. Journal of Science & Technology Policy Management, 6(1), 76-94. https://doi.org/10.1108/jstpm-04-2014-0012

White Baker, E., Al-Gahtani, S. S., & Hubona, G. S. (2007). The effects of gender and age on new technology implementation in a developing country. Information
Technology & People, 20(4), 352-375. https://doi.org/10.1108/09593840710839798

Benié, J. (2021). Theory of Planned Behavior (TPB) and Technology Acceptance in Employee Development During COVID-19 Crisis [Master’s thesis,
Rochester Institute of Technology Croatia]. https://urn.nsk.hr/urn:nbn:hr:229:718129

Buhalis, D. (2003). eTourism: Information Technology for Strategic Tourism Management. Pearson, London: Prentice Hall. https://doi.org/10.13140/2.1.2274.0804

Bharwani, S., & Mathews, D. (2021). Post-pandemic pressures to pivot: Tech transformations in Luxury Hotels. Worldwide Hospitality and Tourism Themes,
13(5), 569-583. https://doi.org/10.1108/whatt-05-2021-0072

Carswell, A. D., & Venkatesh, V. (2002). Learner outcomes an asynchronous distance education environment. International Journal of Human-Computer
Studies, 56(5), 475-494. https://doi.org/10.1006/ijhc.2002.1004

Chaouali, W., Ben Yahia, 1., & Souiden, N. (2016). The interplay of counter-conformity motivation, social influence, and trust in customers’ intention to adopt
Internet banking services: The case of an emerging country. Journal of Retailing and Consumer Services, 28, 209-218. https://doi.org/10.1016/].
jretconser.2015.10.007

Chau, P. Y. K., & Hu, P.J.-H. (2001). Information Technology Acceptance by Individual Professionals: A Model Comparison Approach. Decision Sciences, 32(4),
699-719. https://doi.org/10.1111/j.1540-5915.2001.tb00978.x

Chen, C. (2006). Identifying Significant Factors Influencing Consumer Trust in an Online Travel Site. Information Technology & Tourism, 8(3), 197-214.
https://doi.org/10.3727/109830506778690849

Chen, C. (2013). The exploration on network behaviors by using the models of Theory of planned behaviors (TPB), Technology acceptance model (TAM) and
C-TAM-TPB. 4frican Journal of Business Management, 7(30), 2976-2984. https://doi.org/10.5897/ajbm11.1966

Chen, S., & Li, S. (2010). Consumer adoption of e-service: Integrating technology readiness with the theory of planned behaviour. Afiican Journal of Business
Management, 4(16), 3556-3563.

Cheng, S., & Cho, V. (2010). An Integrated Model of Employees’ Behavioral Intention Toward Innovative Information and Communication Technologies in
Travel Agencies. Journal of Hospitality & Tourism Research, 35(4), 488-510. https://doi.org/10.1177/1096348010384598

Choe, J. Y., Kim, J., & Hwang, J. (2021). Innovative marketing strategies for the successful construction of drone food delivery services: Merging TAM with
TPB. Journal of Travel & Tourism Marketing, 38(1), 16-30. https://doi.org/10.1080/10548408.2020.1862023

Chung, N., & Kwon, S. J. (2009). Effect of trust level on mobile banking satisfaction: a multi-group analysis of information system success instruments.
Behaviour & Information Technology, 28(6), 549-562. https://doi.org/10.1080/01449290802506562

Cox, M. J. (1997). Identification of the changes in attitude and pedagogical practices needed to enable teachers to use information technology in the school
curriculum. In Passey, D., & Samways, B. (Eds), Information Technology (pp. 87-94). Springer, Boston, MA. https://doi.org/10.1007/978-0-387-
35081-3_10

Cronbach, L. J. (1951). Coefficient alpha and the internal structure of tests. Psychometrika, 16(3), 297-334. https://doi.org/10.1007/bf02310555

291


https://doi.org/10.1007/978-3-642-69746-3_2
https://doi.org/10.1016/0749-5978(91)90020-t
https://doi.org/10.1016/0749-5978(91)90020-t
https://doi.org/10.1016/j.im.2007.09.002
https://doi.org/10.1108/IJEFM-04-2022-0036
https://doi.org/10.1037/0033-2909.103.3.411
https://doi.org/10.1348/014466601164939
https://doi.org/10.1108/jstpm-04-2014-0012
https://doi.org/10.1108/09593840710839798
https://urn.nsk.hr/urn:nbn:hr:229:718129
https://doi.org/10.13140/2.1.2274.0804
https://doi.org/10.1108/whatt-05-2021-0072
https://doi.org/10.1006/ijhc.2002.1004
https://doi.org/10.1016/j.jretconser.2015.10.007
https://doi.org/10.1016/j.jretconser.2015.10.007
https://doi.org/10.1111/j.1540-5915.2001.tb00978.x
https://doi.org/10.3727/109830506778690849
https://doi.org/10.5897/ajbm11.1966
https://doi.org/10.1177/1096348010384598
https://doi.org/10.1080/10548408.2020.1862023
https://doi.org/10.1080/01449290802506562
https://doi.org/10.1007/978-0-387-35081-3_10
https://doi.org/10.1007/978-0-387-35081-3_10
https://doi.org/10.1007/bf02310555

Tourism and Hospitality Management, 29(2), 279-295, 2023
Sujood, Ali, R., Arwab, M. & Hamid, S. (2023). POST-PANDEMIC INTENTION OF THE TOURISM AND ...

Cyr, D. (2008). Modeling web site design across cultures: relationships to trust, satisfaction, and e-loyalty. Journal of Management Information Systems, 24(4),
47-72. https://doi.org/10.2753/MIS0742-1222240402

Dube, K., Nhamo, G., & Chikodzi, D. (2020). COVID-19 cripples global restaurant and hospitality industry. Current Issues in Tourism, 24(11), 1487-1490.
https://doi.org/10.1080/13683500.2020.1773416

Farah, M. F., & Newman, A. J. (2010). Exploring Consumer Boycott Intelligence Using A Socio-Cognitive Approach. Journal of Business Research, 63(4),
347-355. https://doi.org/10.1016/j.jbusres.2009.03.019

Ferris, R., Clarke, M., Raftery, D., Liddy, M., & Sloan, S. (2022). Digital poverty in a country that is digitally powerful: some insights into leadership of girls’
schooling in India under Covid-19 restrictions. Asia Pacific Journal of Education, 42(1), 34-51. https://doi.org/10.1080/02188791.2022.2031871

Fielding, K. S., McDonald, R., & Louis, W. R. (2008). Theory of planned behaviour, identity and intentions to engage in environmental activism. Journal of
Environmental Psychology, 28(4), 318-326. https://doi.org/10.1016/j.jenvp.2008.03.003

Fife-Schaw, C., Sheeran, P., & Norman, P. (2007). Simulating behaviour change interventions based on the theory of planned behaviour: Impacts on intention
and action. British Journal of Social Psycholgy. 46(1), 43-68. https://doi.org/10.1348/014466605X85906

Fornell, C., & Larcker, D. F. (1981). Evaluating structural equation models with unobservable variables and measurement error. Journal of marketing research,
18(1), 39-50. https://doi.org/10.1177/002224378101800104

Gefen, D. (2002). Customer Loyalty in E-Commerce. Journal of the Association for Information Systems, 3(1), 27-53. https://doi.org/10.17705/1jais.00022

Gossling, S. (2021). Tourism, technology and ICT: A critical review of affordances and concessions. Journal of Sustainable Tourism, 29(5), 733-750. https:/
doi.org/10.1080/09669582.2021.1873353

Garcia-Milon, A., Olarte-Pascual, C., & Juaneda-Ayensa, E. (2021). Assessing the moderating effect of COVID-19 on intention to use smartphones on the
tourist shopping journey. Tourism Management, 87. https://doi.org/10.1016/j.tourman.2021.104361

Gretzel, U., Reino, S., Kopera, S., & Koo, C. (2015). Smart tourism challenges. Journal of Tourism, 16(1), 41-47.

Hair, J. F., Anderson, R. E., Babin, B. J., & Black, W. C. (2010). Multivariate data analysis: A global perspective. Pearson.

Ham, S., Gon Kim, W., & Jeong, S. (2005). Effect of information technology on performance in upscale hotels. International Journal of Hospitality Management,
24(2), 281-294. https://doi.org/10.1016/1.ijhm.2004.06.010

Hamid, S., Azhar, M., & Sujood. (2023). Behavioral intention to order food and beverage items using e-commerce during COVID-19: an integration of
theory of planned behavior (TPB) with trust. British Food Journal,125(1), 112-131. https://doi.org/10.1108/bfj-03-2021-0338

He, W., Zhang, Z. J., & Li, W. (2021). Information technology solutions, challenges, and suggestions for tackling the COVID-19 pandemic. International
Jjournal of information management, 57. https://doi.org/10.1016/j.ijinfomgt.2020.102287

Henseler, J., Ringle, C. M., & Sarstedt, M. (2015). A new criterion for assessing discriminant validity in variance-based structural equation modelling. Journal
of the academy of marketing science, 43(1), 115-135. https://doi.org/10.1007/s11747-014-0403-8

Ide, A. (2021). Tourism and ICT solutions in the COVID-19 era: A comparison between Japan and Sweden. The Review of Socio network Strategies, 15(1),
195-211. https://doi.org/10.1007/s12626-021-00072-x

Jaffer, Z. (2021). How COVID-19 has accelerated tech adoption in the hotel industry. Retrieved February 8, 2022, from https://www.hotelmanagement.net/
tech/how-covid-19-has-accelerated-tech-adoption-hotel-industry

Javid, M. A., Abdullah, M., Ali, N., Shah, S. A. H., Joyklad, P., Hussain, Q., & Chaiyasarn, K. (2022). Extracting Travelers’ Preferences toward Electric
Vehicles Using the Theory of Planned Behavior in Lahore, Pakistan. Sustainability, 14(3), 1909. https://doi.org/10.3390/su14031909

Jin, B., Yong Park, J., & Kim, J. (2008). Cross-cultural examination of the relationships among firm reputation, e-satisfaction, e-trust, and e-loyalty. International
Marketing Review, 25(3), 324-337. https://doi.org/10.1108/02651330810877243

John, S. P. (2015). The integration of information technology in higher education: A study of faculty’s attitude towards IT adoption in the teaching process.
Contaduria y administracion, 60(S1), 230-252. https://doi.org/10.1016/j.cya.2015.08.004

Kamal, S. A., Shafiq, M., & Kakria, P. (2020). Investigating acceptance of telemedicine services through an extended technology acceptance model (TAM).
Technology in Society, 60. https://doi.org/10.1016/j.techsoc.2019.101212

Kim, H.-W., Xu, Y., & Gupta, S. (2012). Which is more important in Internet shopping, perceived price or trust?. Electronic commerce research and applications,
11(3), 241-252. https://doi.org/10.1016/j.elerap.2011.06.003

Kim, M.-J., Chung, N., & Lee, C.-K. (2011). The effect of perceived trust on electronic commerce: Shopping online for tourism products and services in South
Korea. Tourism Management, 32(2), 256-265. https://doi.org/10.1016/j.tourman.2010.01.011

Kim, S. Y., Kim, J. U., & Park, S. C. (2017). The Effects of Perceived Value, Website Trust and Hotel Trust on Online Hotel Booking Intention. Sustainability,
9(12), 2262. https://doi.org/10.3390/su9122262

Kim, Y. R., & Liu, A. (2022). Social distancing, trust and post-COVID-19 recovery. Tourism Management, 88.

https://doi.org/10.1016/j.tourman.2021.104416

Kucukusta, D., Law, R., Besbes, A., & Legohérel, P. (2015). Re-examining perceived usefulness and ease of use in online booking. International Journal of
Contemporary Hospitality Management, 27(2), pp. 185-198. https://doi.org/10.1108/ijchm-09-2013-0413

Kuo, Y.-F., & Yen, S.-N. (2009). Towards an understanding of the behavioral intention to use 3G mobile value-added services. Computers in Human Behavior,
25(1), 103-110. https://doi.org/10.1016/j.chb.2008.07.007

Lam, T., & Hsu, C. H. C. (2006). Predicting behavioral intention of choosing a travel destination. Tourism Management, 27(4), 589-599. https://doi.
org/10.1016/j.tourman.2005.02.003

Lam, T., Cho, V., & Qu, H. (2007). A study of hotel employee behavioral intentions towards adoption of information technology. International Journal of
Hospitality Management, 26(1), 49-65. https://doi.org/10.1016/j.ijhm.2005.09.002

Lau, A. (2020). New technologies used in COVID-19 for business survival: Insights from the Hotel Sector in China. Information Technology & Tourism, 22(4),
497-504. https://doi.org/10.1007/s40558-020-00193-z

Law, R., Buhalis, D., & Cobanoglu, C. (2014). Progress on information and communication technologies in hospitality and tourism. International Journal of
Contemporary Hospitality Management. 26(5). 727-750. https://doi.org/10.1108/IJCHM-08-2013-0367

292


https://doi.org/10.2753/MIS0742-1222240402
https://doi.org/10.1080/13683500.2020.1773416
https://doi.org/10.1016/j.jbusres.2009.03.019
https://doi.org/10.1080/02188791.2022.2031871
https://doi.org/10.1016/j.jenvp.2008.03.003
https://doi.org/10.1348/014466605X85906
https://doi.org/10.1177/002224378101800104
https://doi.org/10.17705/1jais.00022
https://doi.org/10.1080/09669582.2021.1873353
https://doi.org/10.1080/09669582.2021.1873353
https://doi.org/10.1016/j.tourman.2021.104361
https://doi.org/10.1016/j.ijhm.2004.06.010
https://doi.org/10.1108/bfj-03-2021-0338
https://doi.org/10.1016/j.ijinfomgt.2020.102287
https://doi.org/10.1007/s11747-014-0403-8
https://doi.org/10.1007/s12626-021-00072-x
https://www.hotelmanagement.net/tech/how-covid-19-has-accelerated-tech-adoption-hotel-industry
https://www.hotelmanagement.net/tech/how-covid-19-has-accelerated-tech-adoption-hotel-industry
https://doi.org/10.3390/su14031909
https://doi.org/10.1108/02651330810877243
https://doi.org/10.1016/j.cya.2015.08.004
https://doi.org/10.1016/j.techsoc.2019.101212
https://doi.org/10.1016/j.elerap.2011.06.003
https://doi.org/10.1016/j.tourman.2010.01.011
https://doi.org/10.3390/su9122262
https://doi.org/10.1016/j.tourman.2021.104416
https://doi.org/10.1108/ijchm-09-2013-0413
https://doi.org/10.1016/j.chb.2008.07.007
https://doi.org/10.1016/j.tourman.2005.02.003
https://doi.org/10.1016/j.tourman.2005.02.003
https://doi.org/10.1016/j.ijhm.2005.09.002
https://doi.org/10.1007/s40558-020-00193-z
https://doi.org/10.1108/IJCHM-08-2013-0367

Tourism and Hospitality Management, 29(2), 279-295, 2023
Sujood, Ali, R., Arwab, M. & Hamid, S. (2023). POST-PANDEMIC INTENTION OF THE TOURISM AND ...

Liu, Y., Shi, H., Li, Y., & Amin, A. (2021). Factors influencing Chinese residents’ post-pandemic outbound travel intentions: an extended theory of planned
behavior model based on the perception of COVID-19. Tourism Review, 76(4), 871-891. https://doi.org/10.1108/TR-09-2020-0458

Lu, C., Huang, S., & Lo, P. (2010). An empirical study of on-line tax filing acceptance model: Integrating TAM and TPB. African Journal of Business
Management, 4(5), 800-810.

Martins, C., Oliveira, T., & Popovi¢, A. (2014). Understanding the Internet banking adoption: A unified theory of acceptance and use of technology and
perceived risk application. International Journal of Information Management, 34(1), 1-13. https://doi.org/10.1016/j.ijinfomgt.2013.06.002

Mata, L., Clipa, O., & Tzafilkou, K. (2020). The development and validation of a scale to measure university teachers’ attitude towards ethical use of information
technology for a sustainable education. Sustainability, 12(15), 6268. https://doi.org/10.3390/sul2156268

Mathieson, K. (1991). Predicting User Intentions: Comparing the Technology Acceptance Model with the Theory of Planned Behavior. Information Systems
Research, 2(3), 173-191. https://doi.org/10.1287/isre.2.3.173

Mejia, C., Ciarlante, K., & Chheda, K. (2021). A wearable technology solution and Research Agenda for housekeeper safety and health. International Journal
of Contemporary Hospitality Management, 33(10), 3223-3255. https://doi.org/10.1108/ijchm-01-2021-0102

Misra, G., Singh, P., Ramakrishna, M., & Ramanathan, P. (2021). Technology as a Double-Edged Sword: Understanding Life Experiences and Coping with
COVID-19 in India. Frontiers in psychology, 34. https://doi.org/10.3389/fpsyg.2021.800827

Morrison, J., Chigona, W., & Malanga, D. F. (2019). Factors that Influence Information Technology Workers’ Intention to Telework: A South African
Perspective. In SAICSIT 2019 (pp. 1-10). Skukuza, South Africa. https://doi.org/10.1145/3351108.3351141

Narayanamurthy, G., & Tortorella, G. (2021). Impact of COVID-19 outbreak on employee performance — Moderating role of industry 4.0 base
technologies. International Journal of Production Economics, 234. https://doi.org/10.1016/j.ijpe.2021.108075

Nicola, M., Alsafi, Z., Sohrabi, C., Kerwan, A., Al-Jabir, A., & losifidis, C. et al. (2020). The socio-economic implications of the coronavirus pandemic
(COVID-19): A review. International Journal of Surgery, 78, 185-193. https://doi.org/10.1016/j.ijsu.2020.04.018

Ntounis, N., Parker, C., Skinner, H., Steadman, C., & Warnaby, G. (2022). Tourism and Hospitality industry resilience during the Covid-19 pandemic: Evidence
from England. Current Issues in Tourism, 25(1), 46-59. https://doi.org/10.1080/13683500.2021.1883556

Park, S. Y. (2009). An Analysis of the Technology Acceptance Model in Understanding University Students’ Behavioral Intention to Use e-Learning.
Educational Technology & Society, 12(3), 1-13.

Pahrudin, P., Chen, C.-T., & Liu, L.-W. (2021). A modified theory of planned behavioral: A case of tourist intention to visit a destination post-pandemic
Covid-19 in Indonesia. Heliyon, 7(10), ¢08280. https://doi.org/10.1016/j.heliyon.2021.08230

Pillai, R., & Sivathanu, B. (2020). Adoption of Al-based Chatbots for hospitality and tourism. International Journal of Contemporary Hospitality
Management, 32(10), 3199-3226. https://doi.org/10.1108/ijchm-04-2020-0259

Pillai, S. G., Haldorai, K., Seo, W. S., & Kim, W. G. (2021). Covid-19 and hospitality 5.0: Redefining hospitality operations. International Journal of Hospitality
Management, 94. https://doi.org/10.1016/j.ijhm.2021.102869

Ramadan, Z. R., Farah, M. F., & Mrad, M. (2017). An adapted TPB approach to consumers’ acceptance of service-delivery drones. Technology Analysis &
Strategic Management, 29(7), 817-828. https://doi.org/10.1080/09537325.2016.1242720

Raghavan, A., Demircioglu, M. A., & Orazgaliyev, S. (2021). Covid-19 and the new normal of organizations and employees: An overview. Sustainability,
13(21), 11942. https://doi.org/10.3390/sul32111942

Rahimizhian, S., & Irani, F. (2021). Contactless hospitality in a post-Covid-19 world. International Hospitality Review, 35(2), 293-304. https://doi.org/10.1108/
ihr-08-2020-0041

Revfine.com (2021). 13 Key Technology Trends Emerging in the Travel Industry. Retrieved March 2, 2022, from: https://www.revfine.com/technology-trends-
travel-industry/

Saher, R., & Anjum, M. (2021). Role of technology in COVID-19 pandemic. Researches and Applications of Artificial Intelligence to Mitigate Pandemics,
109-138. https://doi.org/10.1016/B978-0-323-90959-4.00005-5

Seyitoglu, F., & Ivanov, S. (2020). Service robots as a tool for physical distancing in tourism. Current Issues in Tourism, 24(12), 1631-1634. https://doi.org/1
0.1080/13683500.2020.1774518

Sharma, S. K., Al-Badi, A. H., Govindaluri, S. M., & Al-Kharusi, M. H. (2016). Predicting motivators of cloud computing adoption: A developing country
perspective. Computers in Human Behavior, 62, 61-69. https://doi.org/10.1016/j.chb.2016.03.073

Shou, Y., Zhao, X., & Chen, L. (2020). Operations strategy of cloud-based firms: Achieving firm growth in the Big Data Era. International Journal of
Operations & Production Management, 40(6), 873-896. https://doi.org/10.1108/ijopm-01-2019-0089

Sigala, M. (2020). Tourism and COVID-19: Impacts and implications for advancing and resetting industry and research. Journal of Business Research, 117,
312-321. https://doi.org/10.1016/j.jbusres.2020.06.015

Smith Johnson, E. M., Mais Thompson, E. G., & Immanuel Paul, N. (2022). Preparing the post-pandemic workforce for the cruise and hospitality industry.
Worldwide Hospitality and Tourism Themes, 14(2), 137-146. https://doi.org/10.1108/whatt-11-2021-0147

Sparks, B. A., & Browning, V. (2011). The impact of online reviews on hotel booking intentions and perception of trust. Tourism Management, 32(6), 1310-
1323. https://doi.org/10.1016/j.tourman.2010.12.011

Sujood, Hamid, S., & Bano, N. (2021a). Intention to visit eco-friendly destinations for tourism experiences: An extended theory of planned behavior. Journal
of Tourism, Sustainability and Well-being, 9(4), 343-364.

Sujood, Hamid, S., & Bano, N. (2022a). Behavioral Intention of Traveling in the period of COVID-19: An application of the Theory of Planned Behavior (TPB)
and Perceived Risk. International Journal of Tourism Cities, 8(2), 357-378. https://doi.org/10.1108/1ITC-09-2020-0183

Sujood, Hamid, S., & Bano, N. (2022b). Coronavirus: choking global and Indian tourism economy and leaving industry on the ventilator. Journal of Hospitality
and Tourism Insights. https://doi.org/10.1108/JHTI-09-2021-0237

Tavitiyaman, P., Qu, H., Tsang, W.-s. L., & Lam, C.-w. R. (2021). The influence of smart tourism applications on perceived destination image and behavioral
intention: The moderating role of information search behavior. Journal of Hospitality and Tourism Management, 46, 476-487. https://doi.

293


https://doi.org/10.1108/TR-09-2020-0458
https://doi.org/10.1016/j.ijinfomgt.2013.06.002
https://doi.org/10.3390/su12156268
https://doi.org/10.1287/isre.2.3.173
https://doi.org/10.1108/ijchm-01-2021-0102
https://doi.org/10.3389/fpsyg.2021.800827
https://doi.org/10.1145/3351108.3351141
https://doi.org/10.1016/j.ijpe.2021.108075
https://doi.org/10.1016/j.ijsu.2020.04.018
https://doi.org/10.1080/13683500.2021.1883556
https://doi.org/10.1016/j.heliyon.2021.e08230
https://doi.org/10.1108/ijchm-04-2020-0259
https://doi.org/10.1016/j.ijhm.2021.102869
https://doi.org/10.1080/09537325.2016.1242720
https://doi.org/10.3390/su132111942
https://doi.org/10.1108/ihr-08-2020-0041
https://doi.org/10.1108/ihr-08-2020-0041
https://www.revfine.com/technology-trends-travel-industry/
https://www.revfine.com/technology-trends-travel-industry/
https://doi.org/10.1016/B978-0-323-90959-4.00005-5
https://doi.org/10.1080/13683500.2020.1774518
https://doi.org/10.1080/13683500.2020.1774518
https://doi.org/10.1016/j.chb.2016.03.073
https://doi.org/10.1108/ijopm-01-2019-0089
https://doi.org/10.1016/j.jbusres.2020.06.015
https://doi.org/10.1108/whatt-11-2021-0147
https://doi.org/10.1016/j.tourman.2010.12.011
https://doi.org/10.1108/IJTC-09-2020-0183
https://doi.org/10.1108/JHTI-09-2021-0237
https://doi.org/10.1016/j.jhtm.2021.02.003

Tourism and Hospitality Management, 29(2), 279-295, 2023
Sujood, Ali, R., Arwab, M. & Hamid, S. (2023). POST-PANDEMIC INTENTION OF THE TOURISM AND ...

org/10.1016/j.jhtm.2021.02.003

Taylor, S., & Todd, P. A. (1995). Understanding Information Technology Usage: A Test of Competing Models. Information Systems Research, 6(2), 144-176.
https://doi.org/10.1287/isre.6.2.144

Teo, T. (2011). Factors influencing teachers’ intention to use technology: Model development and test. Computers & Education, 57(4), 2432-2440. https://doi.
org/10.1016/j.compedu.2011.06.008

Titah, R., & Barki, H. (2009). Nonlinearities between attitude and subjective norms in information technology acceptance: a negative synergy? MIS Quarterly,
33(4), 827-844. https://doi.org/10.2307/20650329

Ukpabi, D., Olaleye, S., & Karjaluoto, H. (2021). Factors Influencing Tourists’ Intention to Use COVID-19 Contact Tracing App. In Worndl, W., Koo, C., &
Stienmetz, J.L. (Eds). Information and Communication Technologies in Tourism 2021 (pp 504-516), Springer, Cham. https://doi.org/10.1007/978-
3-030-65785-7_48

Ullman, J. B., & Bentler, P. M. (2012). Structural Equation Modeling. In Handbook of Psychology, John Wiley & Sons. https://doi.org/10.1002/9781118133880.
hop202023

Ursavas, O. F., Yalgin, Y., & Bakir, E. (2019). The effect of subjective norms on preservice and in-service teachers’ behavioural intentions to use technology: A
multigroup multimodel study. British Journal of Educational Technology, 50(5), 2501-2519. https://doi.org/10.1111/bjet.12834

Vahdat, S. (2022). The role of IT-based technologies on the management of human resources in the COVID-19 era. Kybernetes, 51(6), 2065-2088. https://doi.
org/10.1108/K-04-2021-0333

Venkatesh, V. (2000). Determinants of Perceived Ease of Use: Integrating Control, Intrinsic Motivation, and Emotion into the Technology Acceptance Model.
Information Systems Research, 11(4), 342-365. https://doi.org/10.1287/isre.11.4.342.11872

Wang, M., Jin, Z., Fan, S., Ju, X., & Xiao, X. (2021). Chinese residents’ preferences and consuming intentions for hotels after COVID-19 pandemic: a theory
of planned behaviour approach. Anatolia, 32(1), 132-135. https://doi.org/10.1080/13032917.2020.1795894

WTTC (2022). Economic Impact Report. Retrieved March 24, 2022, from https://wttc.org/Research/Economic-Impact

Zacharis, G., & Nikolopoulou, K. (2022). Factors predicting University students’ behavioral intention to use eLearning platforms in the post-pandemic normal:
an UTAUT?2 approach with ‘Learning Value’. Education and Information Technologies, 27, 1-18. https://doi.org/10.1007/s10639-022-11116-2

Zarmpou, T., Saprikis, V., Markos, A., & Vlachopoulou, M. (2012). Modeling users’ acceptance of mobile services. Electronic Commerce Research, 12(2),
225-248. https://doi.org/10.1007/s10660-012-9092-x

Zeng, Z., Chen, P., & Lew, A. (2020). From high-touch to high-tech: COVID-19 drives robotics adoption. Tourism Geographies, 22(3), 724-734. https://doi.
org/10.1080/14616688.2020.1762118

Zenker, S., & Kock, F. (2020). The coronavirus pandemic — A critical discussion of a tourism research agenda. Tourism Management, 81, 104164. https://doi.
org/10.1016/j.tourman.2020.104164

Zheng, D., Luo, Q., & Ritchie, B. W. (2022). The role of trust in mitigating perceived threat, fear, and travel avoidance after a pandemic outbreak: A multigroup
analysis. Journal of Travel Research, 61(3), 581-596. https://doi.org/10.1177/0047287521995562

Zhou, T. (2011). Examining mobile banking user adoption from the perspectives of trust and flow experience. Information Technology and Management, 13(1),
27-37. https://doi.org/10.1007/s10799-011-0111-8

Zhuang, X., Hou, X., Feng, Z., Lin, Z., & Li, J. (2021). Subjective norms, attitudes, and intentions of AR technology use in tourism experience: the moderating
effect of millennials. Leisure Studies, 40(3), 392-406. https://doi.org/10.1080/02614367.2020.1843692

APPENDIX

Gender Male 0 Female O

Age <21 0 21-30 0 31-40 0
41-50 0 >50 0

Education High school 0 Intermediate 0 Bachelor degree [
Master Degree [ Diploma O Others O

Marital Status Married [ Unmarried 0 Others 0

Income 10,001-30,000 [J 30,001-50,000 0 50,001-70,000 7
70,001-90,000 7 90,001 or more [

Industry Tourism [ Hospitality O

Nationality Indian O Others O

Attitude (Taylor and Todd, 1995)

ATT1 Using IT in T&H Industry post-COVID-19 is a good idea.

ATT2 Using IT in T&H Industry post-COVID-19 is a wise idea.

ATT3 I like the idea of using IT in T&H Industry post-COVID-19.

ATT4 Using IT in T&H Industry post-COVID-19 would be a pleasant experience.

Subjective Norm (Taylor and Todd, 1995; Ajzen, 1991; Mathieson, 1991)
SN1 People who influence my behavior would think that I should use IT in T&H Industry post-COVID-19.
SN2 People who are important to me think that I should use IT in T&H Industry post-COVID-19.
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SN3 People whom I know would expect me to use IT in T&H Industry post-COVID-19.
SN4 People whose opinions are valued to me would prefer that I should use IT in T&H Industry post-COVID-19.

Perceived Behavioral Control (Taylor and Todd, 1995)

PBC1 I would be able to use IT in Tourism and Hospitality Industry post-COVID-19.
PBC2 Using IT in T&H Industry post-COVID-19 is entirely within my control.
PBC3 I have the resources to use IT in T&H Industry post-COVID-19.

PBC4 I have the ability to use IT in T&H Industry post-COVID-19.

PBC5 I have the knowledge to use IT in T&H Industry post-COVID-19.

Trust (Gefen, 2002; Kim et al., 2011)

TRUT: I trust the use of IT in T&H Industry post-COVID-19.

TRU2: I am quite certain of what to expect from the use of IT in T&H Industry post-COVID-19.
TRU3: Use of IT in T&H Industry post-COVID-19 is reliable.

TRU4: Use of IT in T&H Industry post-COVID-19 is trustworthy.

Intention (Kim et al., 2012; Kucukusta et al., 2015)

INT1: The probability that I would use IT in T&H Industry post-COVID-19 is high.

INT2: My willingness to use IT in T&H Industry post-COVID-19 is high.

INT3: I will use IT in T&H Industry post-COVID-19 on a regular basis in the future

INT4: I will frequently use IT in T&H Industry post-COVID-19 in the future

INTS: I will strongly recommend other industries employees to use IT in T&H Industry post-COVID-19.
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