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each industry. This study analyses the impact of trust, perceived ease of use,
and organizational culture on e-marketing and, consequently, on the
organizational performance of Yazd’s tourism industry. As an applied,
descriptive-survey research, data were collected via 56 valid questionnaires
(from 70 distributed) among employees of Yazd’s General Department of
Cultural Heritage, Tourism, and, Handicrafts using convenience sampling.
Structural equation modelling (SEM) in Smart PLS revealed that perceived
ease of use, perceived usefulness, and organizational culture significantly
enhance employee trust and attitudes, which in turn positively affect e-
marketing adoption. Moreover, e-marketing mediates improvements in both
financial and non-financial performance in tourism organizations.
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Extended Abstract

Introduction

Information and communication technology
has become a major force behind the
evolution of service-based companies in
recent decades. Of these, the tourist sector has
been particularly affected by these advances
because of its intrinsically information-
intensive  character.  Specifically, the
emergence of internet marketing has created
new chances to improve service delivery,
interact with travellers, and increase
competition. In addition to enhancing the
travel experience, e-marketing—the use of
digital tools and platforms for client
communication—also  helps organisations
perform better financially and non-financially
(Deb, Nafi, & Valeri, 2024).

However, technological infrastructure is not
the only requirement for the effective
application of e-marketing in the travel
industry. Instead, it depends on a variety of
organisational and behavioural elements.Prior
studies have shown that organizational trust,
perceived ease of use, and organizational
culture play pivotal roles in the adoption and
effectiveness of modern technologies.
Employees’ attitudes and readiness, their
perceptions of the usefulness and reliability of
digital systems, and the dominant values
within the organization all influence the
outcomes of e-marketing efforts (Raji et al.,
2024).

As one of the world’s largest and most
dynamic industries, tourism plays a vital role
in economic growth and job creation.
Nevertheless, it faces numerous challenges,
including intensifying competition, shifting
tourist preferences, and the pressing need for
innovation in service delivery. E-marketing
offers a strategic solution by enabling broader
market access, enhancing the tourist
experience, and increasing organizational
competitiveness. Still, its success relies on
addressing a multitude of interconnected
factors (Raji et al., 2024).

Despite the considerable potential of Iran’s
tourism sector—especially in historically and
culturally rich cities such as Yazd—the
industry has yet to fully harness the power of

digital technologies and e-marketing. Barriers
such as inadequate ICT infrastructure, limited
consumer trust in electronic systems, and
organizational resistance  to digital
transformation have hindered progress.
Consequently, the Iranian tourism industry
has struggled to capitalize effectively on the
opportunities presented by e-marketing,
leading to missed opportunities in attracting
tourists and improving performance. Given
the strategic role of e-marketing in enhancing
tourism outcomes, identifying the critical
success factors is of paramount importance.

In cities like Yazd, where tourism could serve
as a cornerstone of economic development
due to its unique cultural and historical assets,
tapping into the potential of e-marketing is
crucial. Yet, field investigations and empirical
observations suggest that e-marketing efforts
in Yazd’s tourism sector are hampered by
technological limitations, user distrust in
digital services, and internal resistance to
change. These challenges indicate that beyond
mere technical infrastructure, a deeper
analysis of behavioural and organizational
factors is required to understand the
conditions necessary for effective adoption
and impact of e-marketing.

Although numerous studies have examined
the role of technology in advancing the
tourism sector, gaps remain in our
comprehensive  understanding of  how
organizational and psychological factors
shape the acceptance of e-marketing. Few
investigations have simultaneously explored
the interrelated roles of organizational culture,
perceived ease of use, and trust—particularly
when considering mediating variables such as
employee attitudes. This study addresses this
gap by focusing on a specific regional context
and employing structural equation modelling
(SEM) to develop a conceptual model that
illustrates the relationships among these
variables. The primary innovation of this
research lies in integrating technology-
cantered approaches with organizational
factors within a localized framework, offering
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actionable insights for policymakers and
tourism managers seeking more effective
strategies.

Methodology

This study is grounded in a positivist research
philosophy and adopts a cross-sectional
design, as the data were collected within a
specific time frame. In terms of purpose, it is
an applied research endeavor aimed at
providing practical solutions to enhance e-
marketing and the performance of the tourism
industry in Yazd city. Strategically, the
research employs a survey methodology, with
data gathered through a standardized
questionnaire based on a five-point Likert
scale.

The statistical population consists of all
employees of Yazd’s Cultural Heritage,
Handicrafts, and Tourism Organization, who
were selected wusing a non-probability
convenience sampling method. To determine
the minimum sample size, the Barclay et al.
(1995) formula was employed, which is
calculated based on two primary criteria: first,
ten times the number of indicators in the
measurement model with the greatest number
of items; second, ten times the highest
number of structural paths directed at any
latent variable in the research model.
Accordingly, the sample size formula is
expressed as n equal to the maximum value
between g and R, where g represents the
largest number of indicators in the
measurement models, and R denotes the
greatest number of structural relationships
affecting a single variable in the model.
Considering the anticipated response rate, 70
questionnaires were distributed, of which 56
were returned and deemed analyzable,
reflecting an 80% response rate. The collected
data were analyzed using Structural Equation
Modeling (SEM) with the SmartPLS
software. This approach was selected due to
its capability to simultaneously assess
measurement models—including validity and
reliability evaluations—and the structural

model, which involves testing path
coefficients and hypothesis significance.
Questionnaire  validity was established
through content validity, confirmed by expert
review, and construct validity assessed via
factor loadings and Average Variance
Extracted (AVE). Reliability was verified
using Cronbach’s alpha coefficient, which
exceeded the threshold of 0.7.

The data collection instrument was a
structured questionnaire covering various
dimensions of the study, adapted from
established sources as follows: items related
to perceived usefulness (questions 1-3) and
perceived ease of use (questions 4-6) were
adapted from Sun et al. (2020) (Sun et al.,
2020). The employee attitude section
(questions 7-10) was based on the
standardized tool developed by Ghanem,
Mansour, and Adel (2017) (Ghanem,
Mansour, & Adel, 2017). Organizational
culture items (questions 11-14) were derived
from Lee and Ng (2021) (Lee & Ng, 2021),
and trust variables (questions 15-17) were
taken from Bge (2018) (Bge, 2018). Non-
financial performance (questions 18-21) and
e-marketing (questions 25-27) constructs
were measured using standardized tools from
Espino-Rodriguez and Ramirez-Fierro (2018)
(Espino-Rodriguez & Ramirez-Fierro, 2018).
Financial performance (questions 22—-24) was
assessed based on the questionnaire
developed by Centobelli, Cerchione, and
Singh (2019) (Centobelli, Cerchione, &
Singh, 2019).

Content validity of the questionnaire was
affirmed by expert judgment, while reliability
was confirmed through the calculation of
Cronbach’s alpha and composite reliability
indices.

Results

The study found that the data did not follow a
normal distribution, leading to the adoption of
the PLS-SEM method, which is suitable for
small to medium samples without the
normality  assumption.  Reliability — was
confirmed with Cronbach’s alpha values
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above 0.7, and convergent validity was
established with AVE values exceeding 0.5;
discriminant validity was also supported using
the Fornell-Larcker criterion. Model fit
indices indicated strong explanatory and
predictive power (R? and Q?), and the SRMR
value of 0.049 demonstrated a good overall
fit. All 20 hypotheses were supported at the
95% confidence level, revealing significant
positive effects of trust, perceived ease of use,
perceived usefulness, and organizational
culture on employee attitude and e-marketing,
as well as the positive influence of e-
marketing on both financial and non-financial
performance in tourism. Furthermore, the
mediating roles of trust, employee attitude,
and e-marketing were confirmed in multiple
relationships between the study variables.

Discussion and Conclusion

In today’s world, where information and
communication  technology is  rapidly
evolving, electronic marketing has emerged as
a strategic tool in the tourism industry. This
study aimed to analyze the impact of key
factors such as trust, ease of use,
organizational culture, and employee attitudes
on electronic marketing and the performance
of the tourism industry in Yazd city. The
findings indicate that electronic marketing
plays a pivotal role in improving both
financial and non-financial performance of
this industry.

The results show that electronic marketing
has a central role in enhancing the financial
and non-financial performance of Yazd’s
tourism sector. Hypothesis analysis revealed
that employee trust (with a coefficient of
0.526) and their positive attitudes (with a
coefficient of 0.382) directly affect the
acceptance of electronic marketing. This
finding aligns with previous studies such as
Kloutsiniotis and Mihail (2018), which
emphasized the importance of psychological
factors in technology adoption.

Moreover, electronic marketing influenced
the non-financial and financial performance
of the tourism sector with coefficients of

0.828 and 0.824 respectively, consistent with
the findings of Espino-Rodriguez & Ramirez-
Fierro (2018) and Anser et al. (2020). Other
key factors like perceived ease of use and
perceived usefulness were also identified as
prerequisites for forming trust and positive
employee attitudes. Perceived ease of use
affected trust (0.419) and employee attitudes
(0.433), while perceived usefulness had a
lesser impact (0.172 on trust and 0.223 on
attitudes). These results correspond with
studies by Chouykaew, Kim, & Issayeva
(2024) and Larasetiati & Ali (2019), which
show that user-friendly design and
understanding the benefits of technology
facilitate its acceptance.

Organizational culture also impacted trust
(0.323) and employee attitudes (0.247). This
finding aligns with Poddubnaya (2019), who
views an innovation-based organizational
culture as a key factor in technology adoption.
However,  differences in  coefficients
compared to some studies like Williams &
Balaz (2021) may stem from variations in
organizational structure or the digital maturity
level of the studied samples.

The mediating roles of trust and attitudes in
the  relationship  between independent
variables and electronic marketing were fully
confirmed. For example, the indirect effect of
perceived ease of use through trust (0.220)
and attitudes (0.165) on electronic marketing
suggests that improving user experience and
reducing  technology = complexity  can
indirectly enhance acceptance. These findings
agree with Shrestha (2019), emphasizing
psychological factors in successful digital
transformation.

The influence of employee attitudes on
electronic marketing was confirmed with a
coefficient of 0.382 and a T-statistic of 6.08.
This shows that positive employee attitudes
not only facilitate technology adoption but
also lead to effective implementation of
electronic marketing strategies, consistent
with Ghanem, Mansour, & Adel (2017).
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Overall, this study emphasizes that
developing electronic marketing in Yazd’s
tourism industry, along with strengthening
trust, positive employee attitudes, and an
innovative  organizational  culture, can
significantly improve the financial and non-
financial performance of the sector. These
results align with existing literature and help
better understand the challenges and
opportunities of digitalization within the
cultural-historical context of Yazd city.
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