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Abstract: Last century has seen technological change 
like never before. Information technology has 
transformed the way we think and do our jobs in an 
organization. With this disruptive change that 
technological advances have brought in, there has been 
a need to update ourselves on the current gadgets and 
softwares in the markets and align our thought process 
with it. To sustain business in this technologically 
competitive market is a challenge for all organizations. 
To increase the effectiveness of an employee, 
technology is being used as a tool in almost all the 
industries, more so in the service sector. Almost all are 
using mobiles to connect to their employees to expedite 
the delivery of services to the customers with optimal 
time. The current generation is hooked on mobile apps 
and online conversations and the organizations are 
exploring the communication through channels like 
whatsapp and company’s own apps for better 
coordination. The study was subject to 305 employees 
from service industry and explores the impact of 
technological intervention in the form of an online tool 
like whatsapp, online messages or app on mobile phone 
on the efficiency of employees and their satisfaction 
level. The respondents were in the age group of 20 to 30 
years of age and were mapped for their comfort level 
and effectiveness on the job, with the use of mobile 
applications.  
 
Keywords: Effectiveness, employee satisfaction, 
mobile application, technology. 
 
 

I. Introduction 
 

Technological advancement has changed the way 
organizations work in the recent years. More so with the 
use of mobile technology to increase the efficiency of 
an employee in the hotel industry where service matters 
the most to the customers. The use of mobile phones 
technology has seen the major change from ease to 
talking to ease of media (audio or video) transfer, online 
transactions and use of apps, making virtual control 
over all the important aspects of business in hotel 
industry. This technological intervention through 

mobile use has supposedly increased the organizational 
effectiveness in the hotel industry. Lu1 et.al (2017) 
mentioned that increasing use of smartphones and 
internet services have affected individual way of life. 
mentioned that the use of an ‘app’ on mobile,is a very 
user-friendly innovation on mobile.   
 
Campbell2 (1977) remarked that effectiveness of an 
organization may be dependent on number of different 
facets which may be relatively independent to each 
other. Verma& Jain3 (1999) felt that the unique 
characteristics of organizations makes it difficult to 
provide a common definition of organizational 
effectiveness.  

 
Sayeed4(1992) suggested that organizational 
effectiveness can be assessed by objective indicators 
like profit and productivity in real terms or subjective 
indicators like employee satisfaction, quality of life , 
job satisfaction, organizational climate, etc.  These can 
be understood as competing values from an employee’s 
perspective of effectiveness. In our study we are 
focusing on the subjective indicators for ascertaining 
the impact of mobile technology in the hotel 
industry.Sharma & Kaur5(2011) used organizational 
effectiveness as a dependent variable in their study on 
workplace empowerment and discussed the following 
four approaches to organizational effectiveness: 
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Table I: Approaches to Organizational Effectiveness 
 

S.No. Approach Remarks 

1 
Goal Attainment 
Model 

Productivity or profitability is 
the concern 

2 Systems Model 

Optimum utilization with a long 
term view and more focus on 
internal process than final goals 
and interaction with all sub-
systems. 

3 
Strategic 
constituencies Model  

Similar to Systems model but 
focus on the critical resources 
which can threaten survival.

4 
Competing values 
Model 

The key values affecting 
effectiveness can vary for the 
stakeholders and can also be 
integrated.  

 
Spreitzer6(1996) also stipulated that organizational 
effectiveness also depends on perceived empowerment 
by an employee.French7(1972) proposed trust, 
confrontation of problems, knowledge, open 
communication, satisfaction, enthusiasm, synergy, 
group effort as parameters for organizational 
effectiveness.Schein8(1965) also mentioned 
communication, flexibility, creativity, commitment to 
organizational goals and support.Bennis9 (1969) also 
proposed problem solving climate, role clarity, 
closeness to  decision maker, trust, work goals, 
collaboration, recognition & rewards, ownership and 
current job clarity as parameters to organizational 
effectiveness. Bennis10(1971) also mentioned flexibility 
and innovation as a major element for organizational 
effectiveness. March and Sutton11 (1997)felt that 
effectiveness and performance are used intermittently 
for the same purpose. Hay, Busby &  Kaufman12 (2014) 
and Gage13(2013) mentioned that organizational change 
has been understood as something positive or for 
improvement in quality of processes. Arogundade,   
O.T. &Arogundade, A.B.14 (2015) found that employee 
engagement which leads to effectiveness, is possible 
only when the employee believes in the vision and 
mission of an organization.On the basis of literature 
survey, thirty indicators of organizational effectiveness 
were identified as in Table II. 
 

Table II Indicators of organizational effectiveness 
II. Research Problem 

 
The purpose of the study was to identify the factors of 
organizational effectiveness affected by the use of 
mobile technology. The respondents from service 
industry were administered the structured questionnaire 
wherein they expressed the impact of use of mobile 
phones on the organizational effectiveness based on 
these thirty indicators on the scale of 1-5. Principal 
Component method of factor analysis was applied to 

the data collected and the importance of each factor 
based on the variance explained was identified.  
 

 
 

S. No. Indicator Mean Std. Deviation 

P1 Clarity of role in organization 2.33 0.986 

P2 
Clarity of performance 

indicators
2.05 0.934 

P3 
Clarity of instructions from 

seniors
2.36 1.190 

P4 Reduced dependence on peers 2.50 1.145 

P5 Potential Maximization 2.51 1.112 

P6 
Concentration on the assigned 

job
2.35 1.035 

P7 Immediate recognition 2.45 1.034 

P8 Procuring immediate support 2.59 1.233 

P9 Professional development 2.29 0.929 

P10 Increase in Motivation 2.31 0.957 

P11 Increase in Confidence 2.45 1.069 

P12 Becoming Pro-activeness 2.43 1.232 

P13 Faith in organization 2.25 1.009 

P14 Trust in organization growth 2.23 1.085 

P15 
Comfort in discussion with 

manager
2.15 0.960 

P16 
Improved decision making 

ability
2.19 0.939 

P17 
Positive impact of suggestions 

on others
2.07 0.811 

P18 
Open to suggestion from 

others
2.29 0.977 

P19 Informed about happenings 2.22 1.065 

P20 Ease of communication 2.34 0.941 

P21 Feel safe and secure 2.26 1.067 

P22 Enjoy on-the-job 2.69 1.149 

P23 Good bond 2.43 0.928 

P24 Increase in Collaboration  2.50 1.121 

P25 
Better understanding of vision 

statement
2.43 1.036 

P26 
Better understanding of 

mission statement
2.33 0.951 

P27 Acceptance of new ideas 2.33 0.967 

P28 
Feeling proud as part of 
organization 2.43 1.027 

P29 Ease of implementing change 2.25 0.947 

P30 Self-growth in organization 2.30 0.993 
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III. Data Analysis 
 

The descriptives of the indicators in Table 2, show that 
the mean observed for the responses for these 30 
indicators is ranging from 2.05 to 2.69 out of 5. The 
lowest is P2, which implies clarity of performance 
indicator and the highest implies P22 which is enjoying 
on-the-job. 
 
The sample adequacy was checked through KMO and 
Bartlett’s test, as per Table III, before going for factor 
analysis. The KMO value of 0.716>0.6 as per standards 
and represents satisfactory level of sample. The 
significance level observed in Bartlett’s Sphericity test 
<0.001 and hence the null hypothesis that the 
correlation matrix is an identity matrix is rejected. 
 
Table III Tests for Sample adequacy 

 
KMO and Bartlett's Test 

Kaiser-Meyer-Olkin Measure of Sampling 
Adequacy. 

0.650

Bartlett's Test of 
Sphericity 

Approx. Chi-Square 1905.629

Df 435
Sig. 0.000

 
On analyzing Table IV, for the communalities, we find 
that except for P14, P19 and P20, all the variables are 
explaining more than 0.500 after extraction and hence 
except these three, all the other variables can be 
retained for further analysis. 
 

Table IV Communalities 
 

 Initial Extraction
P1 1.000 0.822
P2 1.000 0.621
P3 1.000 0.643
P4 1.000 0.611
P5 1.000 0.544
P6 1.000 0.591
P7 1.000 0.754
P8 1.000 0.571
P9 1.000 0.693

P10 1.000 0.609
P11 1.000 0.716
P12 1.000 0.631
P13 1.000 0.542
P14 1.000 0.485
P15 1.000 0.555
P16 1.000 0.799
P17 1.000 0.640
P18 1.000 0.584
P19 1.000 0.469
P20 1.000 0.452
P21 1.000 0.649
P22 1.000 0.588
P23 1.000 0.581

P24 1.000 0.654
P25 1.000 0.619
P26 1.000 0.838
P27 1.000 0.581
P28 1.000 0.674
P29 1.000 0.606
P30 1.000 0.814

Extraction Method: Principal Component Analysis. 

 
On analyzing the communalities in Table IV, we find 
that three indicators are <0.5, viz. P14, P19 and P20. 
These indicators are trust in organization’s growth, 
informed about happenings and ease of communication 
which might be the case due to clutter of messages one 
might be encountering and these being less than 0.5 
were dropped from further analysis. 
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As per Table V, there were 11 factors identified on the 
basis of eigen value>1 and the variance explained was 
66.84%.  
 
The rotated component matrix, as per Table VI, 
represents the indictors contributing to the eleven 
factors identified. Only those indicators whose 
contribution was more than 0.5 were considered for 
further analysis. 
 

IV. Conclusion 
 

We find from table VII, that the first factor, being self-
sufficient explains the highest variance, wherein the 
employees want to reduce dependence on their peers 
and are looking for immediate support systems 
whenever required.  This age group is usually 
comfortable with the help section of software and 
reluctant to ask for help. At the same time this keeps 
them motivated as support is readily available. The 
second factor discusses the importance of role clarity 
and decision making ability. Usually role clarifies the 
level of decisions one is empowered to take and hence 
this observation seems to be related. The third factor 
relates to family feeling wherein the members are 
together, feel safe and work together for the benefits of 
all members. This atmosphere is highly conducive for 
implementing change as well. 
 

Table VII 
Factors affecting organizational effectiveness 

 
S. No. Factor Indicators 
1 Self-sufficient Reduced dependence on peers, 

Increase in motivation, Procuring 
immediate support, Increase in 
Motivation 

2 Role clarity Clarity of role in organization, 
Improved decision making ability

3 Family feeling Feel safe and secure, Enjoy on-
the-job, Increase in Collaboration, 
Ease of implementing change

4 Open to 
suggestions 

Comfort in discussion with 
manager, Open to suggestion from 
others 

5 Alignment of 
personal and 
organization’s 
goal 

Better understanding of mission 
statement, Self-growth in 
organization 

6 Confidence Increase in Confidence 
7 Sense of 

ownership 
Better understanding of vision 
statement, Feeling proud as part 
of organization 

8 Effective 
communication 

Clarity of instructions from 
seniors, Good bond 

9 Maximizing 
potential 

Potential Maximization 

10 Self-
development 

Immediate recognition, 
Professional development

11 Ready for 
change 

Acceptance of new ideas 

 

The fourth factor incorporates the need of suggestions 
and comfort level on mobile than in face to face 
meeting. The fifth factor is alignment of ones’ personal 
goal with that of the organization, hence any efforts 
towards one’s own goal invariably leads to success for 
the organization. The sixth factor reflects that the 
employees have shown increase in confidence level on 
using mobile technology. The seventh factor about 
sense of ownership reflects that one who has better 
understanding of the organization’s vision and aligns 
oneself is likely to be proud to be part of the 
organization. The eighth factor reflects that clear 
communication from seniors leads to a better relations 
and bond between the team members and team leader. 
The ninth, tenth and eleventh factors relate to an 
individual’s growth prospects, readiness to adapt to 
change and maximizing the inner potential of self. 
Pettaway, Waller & Waller15 (2015) also concluded that 
employee involvement and perceivedreciprocal 
relationship between employee and organization of 
empowerment affects the organizational effectiveness. 
These factors also give an understanding that some of 
the indicators of organizational effectiveness, viz. P2, 
P12, P13,P14, P17, P19 and  P20  did not reflect 
significant change due to use of mobile technology.  In 
spite of role clarity, employees do not find clarity in 
performance indicators and tend to become more 
reactive to instructions. Use of mobile technology does 
not seem to increase faith in organization or its growth 
prospects. Besides the platform of mobile applications 
probably leads to too many suggestions or ideas which 
might confuse an individual and hence they are not 
reflected in factors here. The use of technological 
intervention in the form of mobile applications have 
changed the way organizations function and they seem 
to have affected the parameters of overall effectiveness 
in a big way. There is a scope for further research in the 
specific use of company’s apps on mobile and its 
impact on an individual employee and effectiveness of 
an organization. 
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