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THE ROLE OF DIGITALIZATION IN TOURISM AND HOSPITALITY

Tourism and hospitality encompass many businesses, including multinational as well as local
operators. It is obvious that the level of digitalisation varies significantly depending on the business’s
size and activity scope. While some companies quickly adopt new technologies, particularly in
customer interactions, others are slower to respond. Recent decades have been marked by an
accelerated transition to digital solutions, driven by technological progress, rising costs and increased
consumer expectations, forcing even small enterprises to adopt up-to-date approaches.

Traditionally, information technology has been used to support basic operations such as room
reservations, rate management, marketing and advertising. Over time, the scope has expanded to
include process automation and improving the guest experience through innovative solutions, such
as mobile applications, social networks, analytics, augmented and virtual reality, artificial
intelligence, and robotics [1]. This places new demands on the digitalisation strategy, which must
integrate modern technologies and ensure data security and consistency.

In contemporary society, digitalisation is key to tourism and hospitality enterprises’
competitiveness. At the same time, the rapid introduction of digital solutions creates risks of system
fragmentation and requires strategic alignment of technologies with business objectives. Thus,
digitalisation is both a technical and a managerial challenge that determines the sustainability and
innovation of the tourism and hospitality industry.

Given the above, to determine its development strategy, any tourism or hospitality enterprise
should weigh the scale of information technology to be used in its work. Basic technologies include
those without which it is impossible to imagine the modern operation of an enterprise (the availability
of the Internet, a website, an account on at least one social network), which create conditions for the
further implementation of other, more advanced solutions and innovations. Advanced technologies
include mobile applications, big data and artificial intelligence, self-service technologies, virtual and
augmented reality, e-commerce and social commerce, and innovative technologies for managing
automated systems in tourism and hospitality industry [2].

In the context of automation, it is important to emphasise the role of the external software,
platforms or equipment that can be integrated with the central system to expand its functionality. Such
integrations ensure smooth, automated and comprehensive operation. The main types of such services
that are typically integrated with tourism hospitality systems include:

payment systems and terminals, which allow fast and secure offline and online payments
directly through POS systems;

delivery and e-commerce platforms, which enable restaurants to receive orders directly from
delivery platforms to POS or kitchen systems;

booking systems and OTAs (online travel agencies) allow users to compare and select hotels,
airline tickets, travel packages, and special offers. Their integration with hotel management systems
(PMS) ensures automatic updating of room availability and reservations;

accounting and financial software, which is critical to the business and covers automated
accounting, tax reporting, financial analysis and inventory control;



fiscal equipment/tax solutions — mandatory fiscal cash registers and software cash registers
that ensure compliance with tax legislation on issuing digital receipts;

CRM, email and SMS marketing specialised tools and solutions that integrate with various
messengers; track tasks, automate sending and analysis of messages, etc., help track guest behaviour
and preferences, manage their data, automate personalised communication and promotions;

platforms that provide meeting planning, promotional campaigns, and customer relationship
management;

mobile applications for restaurant and hotel guests: QR menus, digital room service, etc., to
improve the guest experience and provide contactless service;

cybersecurity and backup services that guarantee data storage, virus protection, firewall
operation, and remote monitoring.

At the same time, digitalisation raises a number of key issues that require further study.
Primarily, these are staff shortages and the need to develop digital competencies, manage change and
cultural transformation, as well as study and calculate the feasibility and level of digital technology
implementation, depending on the level and status of the network or hospitality enterprise.

Digitalisation in tourism and hospitality generally performs a key strategic function,
combining operational efficiency, innovation and creating competitive advantages. It not only
automate basic processes, but also shape a new quality of customer experience through mobile
applications, CRM systems, personalisation tools and integration with other services.

Thus, digitalisation in tourism and hospitality should be viewed not as a supporting tool but
as the foundation for long-term sustainability and competitiveness of enterprises, determining their
ability to innovate and integrate into the global digital economy.
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TRENDS IN THE DEVELOPMENT OF THE GLOBAL AVIATION INDUSTRY

The global aviation industry is a vital sector of the global economy, transporting passengers
and cargo, driving international trade and tourism, and supporting millions of jobs around the world.
However, the COVID-19 pandemic has dealt a major blow to the industry, causing a significant
reduction in passenger traffic, a reduction in the number of flights and a sharp decline in airline
financial results. As a result, the aviation industry has been forced to adapt to new realities and recover
from the most serious crisis in its history.

Passenger traffic fell by more than 65% in 2020, which was catastrophic for airlines, many
of which were forced to suspend operations, reduce staff numbers or declare bankruptcy. However, a
recovery process began in 2021, which became evidence of positive changes in the global economic
environment and the air transport market.

Analysis of regional results shows that different parts of the world are recovering at different
rates [1]. The highest growth rates are observed in regions such as Latin America and the Middle
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