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Conceptual foundations of
organizational and economic sup-
port for the development of enter-
prises in the hospitality industry
have been developed, taking into
account the level of use of informa-
tion and communication technol-
ogies. It has been determined that
the main results of the influence
of information technologies on the
hospitality industry are the optimi-
zation of business processes, as well
as the transformation of the target
consumer of hospitality services.
The types of information and com-
munication technologies are sys-
tematized depending on the direc-
tion of the business processes of
the cycle of providing hospitality
services. It has been substantiated
that through the active use of infor-
mation and communication tech-
nologies, hospitality industry enter-
prises satisfy the needs of customers
in full in accordance with modern
requirements. The relationship was
established between the results of
assessing the level of organization-
al and economic support for the
development of information and
communication technologies and
the strategic choice of enterprises
in the hospitality industry. Three
types of strategies are identified —
information expansion, improve-
ment, retention and further devel-
opment — depending on the low,
medium and high level of develop-
ment of information and commu-
nication technologies, respective-
ly. The directions of increasing the
level of development of information
and communication technologies of
the hospitality industry at differ-
ent levels are proposed. The devel-
oped theoretical and methodolog-
ical provisions can be useful in the
JSormation of the concept of strate-
gic development of the hospitality
industry. The use of the proposed
toolkit reflects the results, both
quantitatively (increasing demand
Jor hospitality services, improving
financial performance, etc.) and in
a qualitative form (improving the
quality of service, creating a posi-
tive image, etc.).
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1. Introduction

tives of the behavior of economic entities in the direction of

coordinated interaction. The result of the use of information

In the context of the global development of information  and communication technologies is an increase in labor pro-
technologies and the digitalization of the economy, there is  ductivity due to information support of the decision-making
a transformational transformation of the interests and mo-  system, which provides economic entities with additional




competitive advantages. At the beginning of the twentieth
century, the active use of information and communication
technologies was inherent only in certain innovative types
of activity. In turn, the era of the digital economy has formed
the so-called new development paradigm that embraces all,
without exception, types of economic activity. The hospital-
ity industry has experienced the most tangible impact from
the development of a global informatization business, as a re-
sult of which meaningful changes in business processes have
occurred. In this regard, information trends have become the
determining factors in the development of enterprises in the
hospitality industry [1]. Using information and communica-
tion technologies, consumers of hospitality services get an
additional set of opportunities. For example, they can create
a tour, book it, choose a convenient flight, buy tickets, and,
if necessary, book a hotel room at transfer points. It is also
possible to arrange a car rental in places of rest, order tickets
for entertainment or sports events. In addition to consumer
benefits, information and communication technologies cre-
ate the basis for an effective management system for enter-
prises in the hospitality industry, using information systems
of various levels of complexity. Among the many types of
information systems, the most widespread are the manage-
ment systems of a travel company, a restaurant, a hotel, a
sanatorium, a cultural and entertainment center, etc. In-
formation systems are associated with an absolute manager
who, unlike a person, performs all tasks correctly, accurately
and on time. It manages all processes of the enterprise, turn-
ing it into a reliable business machine, freeing specialists
from routine work and providing them with information
support for making management decisions [2]. An equally
important role is played by modern means of communication
and communication: IP-telephony, cellular, satellite and
trunked communication systems, Wi-Fi and Bluetooth wire-
less technology. In addition, multimedia technologies claim
a leading role in modern conditions. In this regard, it seems
appropriate to establish an objective relationship between
the use of information and communication technologies and
the strategic directions of development of enterprises in the
hospitality industry.

2. Literature review and problem statement

The intensification of digital transformation processes
has changed the approaches to researching the problems of
developing enterprises in the hospitality industry, focusing
on the effectiveness of information and communication tech-
nologies (ICT).

The work [3] presents the generalized results of the
analysis of the use of ICT in the field of hotel management.
It is emphasized that the activities of hotels depend on ICT
both in the field of internal management and in building
relationships with customers and other stakeholders. This
research is useful for both researchers and hotel managers
in terms of exploring new trends in the ICT field. It should
be noted that the study summarizes the experience of past
years and does not contain modern innovative schemes
for the introduction of ICT in certain segments of the
hospitality industry. This problem is solved in the study
[4], which defines the role of ICT in creating the attrac-
tiveness of a destination and considers the consequences
of the development of the tourism sector in the direction
of a reasonable destination. The focus is on identifying

and analyzing technological solutions, taking into account
the six elements that shape the attractiveness of a tourist
destination, namely attractions, public and private ameni-
ties, accessibility, human resources, image, character and
prices. It is concluded that as a result of the use of ICT in
the hospitality industry, labor productivity, profitability
and quality of services are increased. In addition, ICTs
facilitate decision-making, influence the overall travel
experience, and enable the sharing of visitor experiences
through Internet dissemination channels and information
accessibility. The main value of work lies in establishing
the relationship between ICT and the innovativeness of
marketing and management of tourism destinations. But
the issues of creating competitive advantages as a result of
the use of ICT remained unresolved. It is this approach that
takes place in [5], the purpose of which is to study the influ-
ence of I'T capabilities on the competitiveness of hotels. The
hypothesis is put forward and proved that the costs of IT
work, IT systems and IT sites have different effects on the
competitiveness of hospitality enterprises. The practical
implications of the study are to use financial data to obtain
direct measurements of individual IT capabilities and to
determine the individual impact of IT capabilities on the
competitiveness of hotels. The limitation of this study lies
in the general approach to considering IT capabilities. This
requires further detailing in the direction of studying spe-
cific ICT tools and their impact on the business processes
of enterprises in the hospitality industry.

In this regard, studies are of interest, in which the
authors focus on certain ICT tools, or business processes,
which it seems advisable to improve. Yes, scientists devote
many works to artificial intelligence technologies. The
study [6] developed a theoretical basis for assessing the
impact of artificial intelligence on the level of attraction,
retention and productivity of employees, which, as a result,
affects the quality of service and customer satisfaction. A
somewhat different side of the use of artificial intelligence
is highlighted in the work [7]. The hospitality and tourism
industry faces a number of workforce challenges, especially
with high employee turnover and associated replacement
costs, with the constant search and recruitment of new
workers. The goal of [7] is to discuss how hospitality and
tourism organizations can use electronic human resource
management and artificial intelligence. These technologies
help to recruit and select qualified employees, increase the
level of maintenance of individuals and reduce the time
required to replace employees. A conceptual framework
for the adoption of service robots by customers, employees,
which will help determine corporate decision-making in the
workplace, is contained in the study [8]. At the same time,
the works under consideration lack financial aspects of the
effectiveness of the use of these ICT tools. This may be due
to the difficulty in quantifying them. Therefore, it is advis-
able to focus future research on the creation of added value
by artificial intelligence and service works implemented in
existing hospitality enterprises.

The emergence of new ICT tools requires further re-
search in this direction. All this allows to assert the rele-
vance of the article [9], which considers the development of
wireless technologies in tourism and hospitality, since 2000.
Wireless technologies are a set of ICTs, including radio
transmission (for example, mobile or satellite technologies),
widely used in tourism and hospitality, but which have not
yet been comprehensively studied. Unlike previous studies,



the authors use both a quantitative and a qualitative ap-
proach in defining the role of these technologies in support-
ing tourism and hospitality.

At the present stage, considerable attention is paid to
the development of the hospitality industry in the context
of COVID-19. This led to the development of scientific
research in this area. In particular, the public’s perception
of robotic services against the background of COVID-19
was investigated, which made it possible to develop certain
practical proposals [10]. But the issues of investment attrac-
tiveness of this ICT tool remained unclear. The solution to
this problem is contained in [11], which proposes a policy for
the operation of multi-seat robots for room service traveling
within the hotel. The study concluded that because multi-ca-
pacity jobs can serve many requests in a single trip, this
operating policy can reduce the investment cost of operating
the robots. The value of the proposed ideas is that after the
outbreak of COVID-19, people avoid face-to-face contact,
so there is a growing interest in contactless services through
the introduction of workable services.

The active use of social networks and instant messengers
also has an impact on the development of the hospitality
industry. The goal of [12] is to apply the theory of parasocial
relations to increase awareness of the relationship between
the hospitality brand and the consumer in social networks.
A study [13] examines the effectiveness of communication
about persistence in social networks. In other words, what
impact do social media posts have on the perception of envi-
ronmental corporate social responsibility and the intention
to choose an environmentally friendly hotel. It also suggests
the feasibility of using Instagram as a tool to identify these
differences in the behavior of tourists, segmenting them by
article, as well as by topics whether they traveled alone or
with other people [14]. This study opens up the possibility
of using Instagram as a tool to identify various forms of
tourist behavior. Another confirmation that the hospitality
industry is actively using ICT to study consumer behavior
is the work [15], which investigated online shopping among
young people. Experienced travelers have shared their hotel
service reviews that are helpful for budding travelers to help
them decide when to book a hotel. In the digital world, many
researchers are focusing their efforts on identifying various
factors that influence travelers’ online hotel booking intent.
Thus, in [16], an analysis of information is carried out that
can be useful and significant when choosing a particular
hotel. The emphasis is on the fact that hotel managers need
to monitor negative reviews and take certain measures to
overcome these problems. The authors of the article suggest
that hoteliers focus on service quality, which will help them
make their customers happy and encourage them to upload
positive reviews. It should be noted that there will always
be clients who will have complaints about a particular hotel,
so this problem will remain unresolved. In a study [17], to
eliminate it, it is proposed to establish a feedback between
online customer reviews and employee response to reviews.
This will allow future consumers to make a more informed
decision about choosing a hotel.

To improve the quality of services and competitive-
ness, as well as adapt to global trends in technology, more
and more scientists are thinking about integrating inno-
vative technological equipment and service modes in the
catering industry. Thus, the influence of the interactive
table on the satisfaction of consumers from the order and
the intention of the return visit was determined. The re-

sults of this study showed that consumers can enjoy using
a digital machine to fulfill an order, which affects their
willingness to return [18].

The adoption of the Internet of Things is a great factor in
the hospitality industry, fostering the integration of the dig-
ital and real world. [19] explores the practical applications
of the Internet in hospitality to help identify opportunities
and challenges for technology adoption to create competitive
advantage and improve service delivery.

It should be noted that in recent years, the study of the
profile of tourists is gaining popularity in scientific works.
Thus, after reviewing some of the most interesting studies of
Millennials and Post Millennials, [20] presents the results
of an online empirical survey conducted on a sample of 200
Internet users. The questionnaire, used through a computer-
ized web interview system, consists of structured questions
about practices, attitudes, emerging needs, and the use of
new technologies that characterize millennials and post mil-
lennials, with a particular focus on tourism.

The article [21] aims to explore how hoteliers are using
mobile technology to shape services that enable customers
to create their own unique and personalized experience. The
results provide a full description of mobile value co-creation
in the context of a hotel. Similar results are contained in the
study [22].

It is worth noting that with the help of ICT in the hos-
pitality industry, it is possible to predict the demand for
certain services, to obtain useful information for the devel-
opment and adoption of an adequate decision.

The generalization of the above information indicates a
certain degree of limitation of the existing approaches to the
study of the development of enterprises in the hospitality
industry in the context of the use of information and com-
munication technologies:

— the lion’s share of ICT in the hospitality industry is
associated with social networks and mobile devices, other
tools that help improve the efficiency of the development of
hospitality enterprises through customer satisfaction. How-
ever, there is little ICT research affecting hotel personnel
development;

—a large number of studies focus on certain regional
aspects of ICT implementation of individual ICTs, charac-
terize one or more tools, or optimized business processes.
However, a small number of researchers investigate ICT in a
comprehensive manner and by influencing the development
strategy of hospitality enterprises.

3. The aim and objectives of research

The aim of research is to improve the organizational and
economic support for the development of enterprises in the
hospitality industry in the context of the use of information
and communication technologies. This will allow to deter-
mine the mutual influence of the components of this process
and choose the most effective strategy.

To achieve the set aim, the following objectives were
solved:

—to study modern global information trends that ac-
celerate or slow down the development of the hospitality
industry;

—to analyze the prerequisites for the implementation
and types of information and communication technologies
affecting the development of the hospitality industry;



—to establish the relationship between the use of the
species diversity of information and communication technol-
ogies and the optimization of the processes and functions of
enterprises in the field of hospitality;

— to determine the procedure for choosing a strategy for
the development of enterprises in the hospitality industry on
the basis of a schematic reflection of the process of improving
the organizational and economic support for the develop-
ment of enterprises in the hospitality industry in the context
of the use of information and communication technologies.

4. Materials and methods of research

The theoretical and methodological basis of the research
was made up of the main provisions of the theory of devel-
opment, the concept of the digital economy, theoretical and
methodological developments of modern scientific schools
in the field of management and administration, as well as
individual scientists.

In the process of research, a complex of general scientific,
specifically scientific and special methods of cognition was
applied. A logical method was used to substantiate the feasi-
bility of using information and communication technologies
in the development of enterprises in the hospitality industry.
Theoretical generalization and formulation of conclusions was
carried out using the abstract-logical method. System analysis
is used to study information trends and factor prerequisites
for the development of the hospitality industry. Using the
method of comparative analysis, the conditions for the use of
information and communication technologies were compared.
The graphical method was used to visualize and structure
individual research questions. The calculation of the absolute
and relative indicators for assessing the world data of Internet
users was made using the statistical method. To classify infor-
mation and communication technologies, the method of sys-
temic generalization was used. Establishing the relationship
between the volume of ICT output and the profitability of the
objects of the Ukrainian hospitality industry was carried out
using regression analysis (pair regression).

The information base of the study is the official data of
the State Statistics Service of Ukraine, data from interna-
tional reports on digitalization and informatization, as well
as the development of the hospitality industry. In addition,
monographs and periodicals on the topic of research, as well
as the authors’ own research were used.

5. Results of studies of the impact of information and
communication technologies on the effectiveness of the
development of enterprises in the hospitality industry

5. 1. Research of global information trends in the de-
velopment of the hospitality industry

In modern conditions of digital globalization, the
development of all sectors of the economy and public life
is actively influenced by information and communication
technologies. The analysis of the experience of using ICT
proves that the most noticeable transformational techno-
logical transformations among other types of economic
activity were observed at the enterprises of the hospitality
industry. This is primarily due to the fact that the sphere
of hospitality (travel and tourism, accommodation, food,

recreation and leisure), in its essential characteristics, is
information-rich.

One of the main prerequisites for the active introduction
of information technology in the hospitality industry is the
use and development of the Internet.

Global internet traffic is projected to surpass all internet
traffic in 2022 by 2016. This explosive growth is due to a num-
ber of reasons. First of all, the COVID-19 pandemic has had a
significant impact on Internet traffic, as a result of which most
of the socio-economic activity has shifted to the Internet. As a
result, Internet bandwidth increased by 35 % in 2020, which
showed the largest annual growth since 2013. Estimates in-
dicate that almost 80 % of total Internet traffic is associated
with video views, use of social networks and [23].

According to estimates by the International Telecommu-
nication Union (ITU), at the end of 2019, more than 51 %
of the world’s population, or 4 billion people, used the In-
ternet [24]. Moreover, over the past decade, these indicators
have almost doubled (Table 1).

Table 1

World data on the number of Internet use

Number of Internet users Share of Internet users

Years value, | absolute | relative | value, % of | absolute | relative

bil- | growth, | growth, | the world | growth, | growth,

lion | billion % population % %
2005 | 1.1 x x 16.80 x x
2006 | 1.2 0.1 9.1 18.40 1.6 9.5
2007 | 1.4 0.2 16.7 20.60 2.2 12.0
2008 | 1.6 0.2 14.3 23.10 2.5 12.1
2009 | 1.8 0.2 12.5 25.80 2.7 11.7
2010 | 2.0 0.2 11.1 29.30 35 13.6
2011 | 2.2 0.2 10.0 31.80 2.5 8.5
2012 | 2.5 0.3 13.6 34.70 2.9 9.1
2013 | 2.7 0.2 8.0 36.90 2.2 6.3
2014 | 2.8 0.1 3.7 38.90 2 5.4
2015 | 3.0 0.2 7.1 41.10 2.2 5.7
2016 | 3.3 0.3 10.0 43.90 2.8 6.8
2017 | 3.5 0.2 6.1 46.30 2.4 5.5
2018 | 3.7 0.2 5.7 49.00 2.7 5.8
2019 | 4.0 0.3 8.1 51.40 2.4 4.9

Note: compiled according to [24]

Against the background of positive informational trends
affecting the development of the hospitality industry, it is
advisable to highlight negative trends — large disagreements
and imbalances. Geographic surveys show uneven Internet
access in different regions of the world. So, at the end of 2019,
the maximum number of households with Internet access was
recorded in European countries (85.0 %), which is signifi-
cantly higher than in the world (51.4 %). The second place
in terms of Internet access was occupied by the CIS coun-
tries (76.4 %), followed by the countries of North and South
America (69.8 %), Arab countries (58.9 %), Asia and Ocea-
nia (53.4 %), respectively. The lowest level of household ac-
cess to the Internet was observed in Africa (14.3 %) [24, 25].

In Ukraine, in 2019, 77.7 % of the population had access
to the Internet, which is significantly higher than the global
average and slightly lower than the European average [26]. As
for the population of less developed countries, only 20 % of the
inhabitants use the Internet. For example, if in most developed



countries of the world up to 8 out of 10 Internet users make
online purchases, then in many least developed countries this
indicator is less than 1 in 10. It is also advisable to note signifi-
cant differences between rural and urban populations, different
age categories, and also between men and women within the
country [23, 24].

Information technologies affect not only the business pro-
cesses of enterprises in the hospitality industry, they change
the final consumer of services. In this regard, an equally
important information trend, both in the global and domestic
hospitality industry, is the formation of the target consumer
segment of tourists and travelers — millennials (generation
Y). At the present stage of development, the generation of mil-
lennials themselves is actively influencing the development
of the hospitality industry for objective reasons. Firstly, the
main consumers of hospitality services are middle-aged peo-
ple with a regular income of the middle level and above, and
secondly, with developed information and communication
skills and active use of digital technologies (Fig. 1).

So, in 2015, a relatively new segment was formed on the

able imprint, radically changing the vectors of its develop-
ment. According to this, the state of the global hospitality
industry is influenced by individual consumer preferences,
which are primarily associated with the emergence of new
technological and marketing needs. In other words, the
use of information and communication technologies (ICT)
creates the basis for the emergence of new accommodation
facilities, expansion of tourism and hotel services.

If the representatives of past generations perceived ho-
tels only as a place where it is possible to spend the night,
then in recent years, accommodation facilities have turned
into real centers of activity. This is due to the high standards
of placement through the use of ICT [30].

The impact of ICTs on the state of development of hos-
pitality enterprises is at the heart of modern scientific and
expert research. So, in order to develop further strategic
directions of activity, Amadeus specialists studied and
predicted the target portrait of the future tourist. So, the
research results allow to identify 3 main types of tourists
and travelers:

1. Cultural Purists — focused mainly on

PERIODS GENERATION USERS the cultural characteristics of the new lo-
cation, tourist travel is considered as an
! 4 L 4 L opportunity to step aside from everyday life,
Generation Alpha explore a new culture, and get acquainted
from 2045 :> from 2013 | Digital consumer with the local flavor. This category of tour-
X with information ists is interested in new experiences, they are
2025-2035 :’> GenerationZ |\ | 4n4 communication | driven by the desire to learn new things.

1997-2012 e skills 2. Social Capital Seekers — focused on
Generation Y social recognition, actively publish their im-
2015-2025 ::} 1981-1996 — pressions on social networks. It is very im-
portant for this category of tourists to share
2005-2015 Generation X Transient consumer | their experience with others, which increases
:,} 1965-1980 — the significance of the trip. They structure
their journey with the future online audience

Baby boomers Traditional in mind

2000-2005 | —N in mind.
:> 1945-1964 — consumer 3. Reward Hunters — reward oriented,

Fig. 1. Transformation of the target consumer

of hospitality industry services in the 215 century

Note: compiled from data [27-29]

hospitality market, called the “Digital Consumer” and emerged
from generation Y, which is characterized by active involvement
in the development of digital technologies. The representatives
of generation Y were influenced, first of all, by the development
of information and communication networks (e-mail, instant
messengers, video hosting and social networks). In this regard,
enterprises in the hospitality industry are primarily focused on
attracting this particular segment of consumers. Organization-
ally, research shows that Gen Y value the speed, flexibility and
efficiency of service, bookings of accommodation are carried
out over the Internet, on average they check at least 10 sources
before booking. This category of consumers has developed their
own approach to the choice of a hotel under the influence of
the information and communication environment, as well as
certain features of the procedure for purchasing hotel services.

3. 2. Analysis of the types of information and commu-
nication technologies affecting the development of the
hospitality industry

The transformation of the target portrait of the con-
sumer of services in the hospitality industry made a notice-

seeking a return on investment, wanting to
get the most out of the ride for their money.
Their main idea is that they deserve better
rest [31].

According to this study, Amadeus is
actively integrating ICT into its operations. Modern
cognitive platforms make it possible to analyze human
behavior directly in the process of communicating with
him/her and draw operational conclusions. In particular,
Amadeus Alita will listen to the client, take into account
all the nuances of his/her request (management, type of
trip, its duration and other factors) and display travel
options suitable for this particular client on the travel
agent’s screen. The program differentiates intonation and
can determine mood. If the client contacts again, “smart
assistants” refer to the booking history and additionally
analyze the client’s benefits [32].

The types and tools of ICT that are actively being
introduced at the present stage, accelerating the develop-
ment of the hospitality industry, are summarized in Fig. 2.

According to the above classification, it seems expedi-
ent to systematize all the abundance of modern ICT into
3 groups: self-service technologies, data transmission and
exchange technologies, and demand forecasting technolo-
gies. Certain types of ICT, due to their multifunctionality,
can be attributed to several groups.



Types of information and communication technologies

the same time, the smartphone performs the
functions of an electronic key, an electronic
concierge and the only control panel. There
are practically no staff in the corridors of
the hotel, and there is also no technical
room. During your stay at the hotel, com-
munication with the administrative and
service personnel takes place through any
convenient messenger. However, individu-
al reviews from KViHotel guests indicate
the need to develop “smart accommodation
facilities”, which are designed to optimize
internal business processes and improve the
quality of services. Lack of experience in us-
ing these ICTs requires immediate support,
“live” contact. Thus, to improve efficiency
at this hotel, it is important to focus on per-
sonalizing the user experience, streamlining

Fig. 2. Types of modern information and communication technologies in the

hospitality industry
Note: compiled according to [30, 31, 33, 34]

3. 3. Research of information and communication
technologies for optimizing business processes in the

hospitality sector

The allocation of certain types of ICT groups creates
the basis for a more in-depth study of them, in particular,
it seems appropriate to determine which ICTs are used to
improve individual business processes of enterprises in the

hospitality industry.

To this end, it is necessary to monitor the
main business processes of providing hospi-
tality services (Fig. 3).

The procedure for providing hospitality
services consists of five business process-
es and is cyclical in nature. Moreover, the
formation of each business process takes
place on the basis of taking into account the
needs of the client. If the customers are sat-
isfied, then the hospitality service contains
all the stages, and will also be repetitive;
otherwise, the hospitality service cycle can
be interrupted at any stage and hotels lose
customers. In order to avoid these negative
consequences and taking into account dig-
ital development trends in the hospitality
sector, they are actively introducing ICT
at every stage of service provision. Thus, in
Table 2, it seems appropriate to expand the
diagram of business processes in the hospi-
tality industry with an indication of the ICT
that optimize them.

As an example, it seems appropriate to
consider the development of a specific en-
terprise in the hospitality industry in the
context of the effective use of ICT, in par-
ticular, KViHotel (Budapest). KViHotel is
fully computerized and is positioned as the
first “smart hotel” in the world. Registration
takes place through a special application in
which guests choose their own rooms. At

Self-service Data transmission and Demand forecasting
technologies exchange technologies technologies
] Robots — Internet of things — Big Data
Artificial L .
Intelligence Blockchain || Artificial Intelligence
- Mobile devices
Mobzliapps and | and applications —  Internet of things
€ys
L] || Social networks and
Guest Apps and Cloud storage messengers
Bracelets — Chat bot
aroon — Blockchain
|| Contactless service Geolocation L Online Reviews
—| Online Reviews
Virtual reality

business processes and creating guest expe-
riences. As a result, additional value will be
created for the client audience [37].

The use of ICT at all stages of the pro-
vision of hospitality services creates real
preconditions for increasing the level of
efficiency and service by accelerating the

exchange of information between people and management
subsystems. The experience of large hotel chains (Hilton,

Hyatt, Sheraton, Holiday Inn, Courtyard, Hampton Inn,

Mercure, Ramada, SHANGRI-LA ASIA, etc.) testifies to
the active implementation of information and communication
tools in almost all business processes. However, along with the
positives, there are negative ones associated with high costs

that are not affordable for small hospitality and accommoda-
tion companies.

Table 2

ICTs that optimize business processes and functions in the hospitality industry

Business | Business pro- ICT business optimization
processes | cess functions
ICT business process optimization, artificial intelligence,
— marketing | booking systems, global distribution systems, hotel websites
1. Pre-selec- | and sales; |and mobile apps, online travel agencies, aggregators, Google,
tion of the — booking; voice search and booking, hotel systems, room inventory,
service — customer booking forecasting, revenue and expense management,
loyalty rooms, inventory and revenue management practices in oth-
er areas of the hotel, pre-service, relationship management
. — check; Property management systems, mobile apps, self-service
2. Arrival at . . .
—luggage | kiosks, keys and door unlocking systems, robotic luggage
the hotel :
delivery trolleys
—guests | Chatbots and programs, robotic delivery, concierge, smart
service; devices and the Internet of things, Property management
— living room; | systems, Wi-Fi, in-room entertainment, smart mirrors,
3. Stay at the . ; . .
— hotel mobile apps, point of sale systems and robotic delivery,
hotel .\ . . .
amenities; UV equipment, laundry control and uniforms, mainte-
— cleaning and | nance and engineering, energy management, maintenance
maintenance sensors, preventive sensors
4. Departure | — departure of | Property management systems, mobile apps, self-service
from the hotel guests kiosks, robotic baggage collection
5. Impressions| — check-up
of staying at | after stay; | Guest satisfaction, image management, customer loyalty
the hotel | — repeat guest
Screening systems, tutorials and online resources, staffing,
Customer . . . .
needs x biometric clocks, personal safety equipment, performance

Sensors

Note: compiled according to [35, 36]



Fig. 3. Generalized diagram of business processes in the hospitality industry

Note: compiled according to [35]

5. 4. Results of a study of the impact of information and
communication technologies on the development strategy
of enterprises in the hospitality industry

Despite the negative consequences of quarantine restric-
tions, the hospitality industry remains a unique sector with
a multiplier effect, a powerful driver for the development of
the real estate market, the service sector in general and the
economies of countries as a whole [38].

Recent trends related to the liberal visa regime, as well as
the differentiation of hospitality services, create the basis for
the further development of the hospitality industry. With the
help of ICT, hospitality enterprises satisfy the needs of cus-
tomers in full in accordance with modern requirements and
create prerequisites for the organizational and economic sup-
port of their further development by increasing profitability.

In this regard, it seems appropriate to establish the rela-
tionship between the volume of ICT output and the profit-
ability of the objects of the Ukrainian hospitality industry,
using the pair regression equation (Table 3).

According to the results of the regression analysis, it was
found that 29.38 % of the total variability in the profitability
of objects of the domestic hospitality industry (parameter Y)
is explained by changes in the volume of ICT output (pa-
rameter X). In addition, it was found that an increase in the
volume of ICT output by 1 mln. c.u. leads to an increase in
the profits of temporary accommodation and catering enter-
prises by an average of 0.0186 mln. c.u.

A schematic reflection of the process of improving the
organizational and economic support for the development of
enterprises in the hospitality industry in the context of the
use of ICT is shown in Fig. 4.

According to the above diagram, the process of im-
proving the organizational and economic support for the
development of enterprises in the hospitality industry in the
context of the use of ICT includes three main stages. At the
first stage, the analysis of internal and external factor con-
ditions is carried out with the identification of opportunities
for further development. At the second stage, the level of
organizational and economic support for the development
of information and communication technologies in the hos-
pitality industry is assessed. To assess the components of
organizational and economic support, it is necessary to use
a system of quantitative characteristics. So, for example, to
assess the level of organizational support, it is advisable to
use the following criteria:

1) the amount of ICT used in the enterprise;

2) experience of using ICT, expressed in time intervals;

3) the number of clients loyal to the hospitality enterprise;

4) the share of business processes optimized using ICT
in the total number;

5) proportion of personnel using ICT in the total head-
count, etc.

Ist stage ._——= 2nd stage In turn, the following indicators can be used
Pre-selection of [™\_ _~ Arrival at the to assess the level of economic security:
the service ‘ Customer needs ‘ hotel 1) profitability or profitability;
2) the general level of investment costs;
ﬁ l Q 3) expenses for the introduction of ICT;
Sth stage 4th stage 3rd stage 4) the costs of training or advanced training of
Impressions of <::I Departure from <::I Hotel stay personnel;
staying at the hotel the hotel 5) the costs of automating business process-
es, etc.

All indicators should be calculated for a cer-
tain period of time, as well as standardized. After
that, the significance of each of them can be estab-
lished by the method of expert assessments and the integral
indicator of the organizational and economic support for the
development of ICT in the hospitality industry can be cal-
culated. According to the value of the integral indicator, it
becomes possible to establish a low, medium or high level of
organizational and economic support, which gives grounds
for choosing an appropriate development strategy (Table 4).

Table 3

The relationship between the volume of ICT output and the
profitability of objects of the Ukrainian hospitality industry

The volume of products Net profit (loss) of tempo-

Years (goods, services) by informa- | rary accommodation and

tion and telecommunication | catering enterprises, mln.

enterprises, mln. c.u. (X) cu. (Y)

2015 5,495.336 —286.446

2016 6,320.379 —72.932

2017 7,793.146 63.188

2018 9,892.160 84.906

2019 14,154.259 179.244

Regression equation parameters:
Yx=0.0186X-140.315

Regression equation (Yy)

Correlation coefficient (7y,) 0.542
Average coefficient of elasticity (F) -25.276
Determination coefficient (R?) 0.2938

Average approximation error (A) 3.2%

Note: compiled according to [39, 40]

For a better understanding of the process of implement-
ing the strategies given in Table 4, it is advisable to present a
classification of organizational structures that are typical for
enterprises in the hospitality industry, depending on the level of
ICT development. In this regard, three types of organizational
structures can be distinguished:

1. Flat structure — characteristic of a low level of ICT
development, the main role in the implementation of the
strategy belongs to the leaders.

2. Divisional — typical for the average level of ICT devel-
opment, the main role in the implementation of the strategy
belongs to the employees of the hospitality industry.

3. Adhocratic — typical for a high level of ICT develop-
ment, the main role in the implementation of the strategy
belongs to the consumers of the hospitality industry, de-
cisions are made by mutual agreement.

The effectiveness of the implementation of the proposed
strategies, first of all, will depend on the experience of
managers and employees of enterprises in the hospitality
industry and only indirectly on consumers. The proposed
strategies and directions are universal and can be used in
various enterprises of the hospitality industry.



Analysis of the prerequisites for the development of enterprises in the hospitality industry

Analysis of resource
opportunities

Analysis of positive trends

Analysis of negative trends

- L

Assessment of the level of organizational and economic support for the development of
information and communication technologies in the hospitality industry

Organizational support assessment

Economic support assessment

- L

is the first category that has a
more significant impact on the
development of the hospitality
industry. It is to millennials,
who are characterized by a high
level of digital development,
that hoteliers are directing the
modern range of information
and communication tools be-
cause there is a need for them.
The use of an integrated
approach to ICT research,
in contrast to many studies,
where attention is focused on
the study of a specific ICT tool,

Choosing a strategy and developing directions for increasing the level of development of
information and communication technologies at different levels

gives grounds to assert the
need for further development.

Fig. 4. The process of improving the organizational and economic support for the
development of enterprises in the hospitality industry in the context of the use of information

and communication technologies

Strategies and directions for increasing the level of development of information and
communication technologies in the hospitality industry

The variety of existing ICTs
has been generalized and sys-
tematized according to several
criteria. However, the rapid de-
velopment of information tech-
nology and dynamic changes in
the hospitality industry require
constant attention to new ICT

Table 4

tools. In this connection, the

The level of develop- Implementation level
ment of information — — proposed classification groups
and communication Jeaders hospitality industry hospitality industry | .ap e expanded.
technologies workers consumers Analysis of existing trends
Information expansion strategy has proved the need to identify
Awareness of the need for | Active involvement in Implementation ‘Fhe Sta.ges of the process of
Low technical re-equipment | learning and acquisition of of promotions, improving the organizational
of the main business information and communi- | discounts and other | and economic support for the
processes cation skills loyalty programs development of enterprises in
Improvement strategy the hospitality industry in the
Average Technical re-equipment | Continuous improvement Support for a high FOHteXt of th_e use of ICT. T_he
of the main business of information and com- IE\II)CI of lovalt 8 implementation of sequential
processes munication skills yaiy steps (Fig. 4) creates the pre-
Content strategy and further development requisites for the formation of
Maintaining a high strategies for the development
High trerﬁsfsiﬁ(gerg;iermnent Readiness to master new | level of loyalty and of e.nterprlses n the. hospitali-
of ICT P ICT tools development of new | ty industry, depending on the
target segments level of ICT use (Table 4). At

6. Discussion of the results of the study of the influence
of information and communication technologies on the
effectiveness of the development of enterprises in the
hospitality industry

Analysis of global information trends in the development
of the hospitality industry proves that the main prerequisite
for the active implementation of ICT is the Internet. The
development of the Internet creates the basis for increasing
the level of digital literacy of the population, ensures the
acquisition and improvement of information and commu-
nication skills. Moreover, the problem of uneven provision
of information resources between countries of the world, as
well as individual categories of the population within coun-
tries, arises.

The study made it possible to single out a target portrait
of a consumer of services in the hospitality industry based
on [3-5,27]. Unlike [20], which singles out millennials and
post millennials as a target audience, it is substantiated that it

the same time, the proposed

directions for improving in-
formation and communication skills at different levels that
ensure the implementation of strategies are quite logical.

The obtained scientific results of increasing the level of
use of information and communication technologies con-
stitute the scientific and methodological basis for ensuring
the effective development of enterprises in the hospitality
industry. In turn, other types of economic activity correlate
with the development of the hospitality industry. This gives
grounds to assert that this study is important for the devel-
opment of the economy as a whole.

The practical significance of the research carried out is
confirmed by the classification of modern ICTs carried out
according to the cycle of providing the ambassador in hospi-
tality. The main business processes and functions are high-
lighted, as well as tools that are actively used at each stage.

Analyzing the content of the proposed provisions, it is
advisable to note that the study is aimed at the development
of hotels, while focusing on ICT used in hotel chains. Along
with this, the hospitality industry consists of travel compa-



nies, catering establishments, which we are talking about
indirectly. This indicates the relative limitations of scientific
and methodological development.

The development of further research initiated by this pub-
lication is to further deepen the theoretical groundwork for
the development of the hospitality industry through the use
of ICT. Special attention is required to implement strategies
for the development of enterprises in the hospitality industry,
taking into account national and regional specifics and de-
pending on the specific conditions of activity. This, in turn,
will affect the possibilities of using one or another ICT tool.

7. Conclusions

1. Tt is established that the development of the hospitality
industry is directly dependent on the level of digitalization
of the economy and the informatization of society. It is
proved that the main prerequisite for activating the studied
process is the level of digital literacy of the population and
the possession of information and communication skills. In
this regard, to assess them, an indicator was used that char-
acterizes the population's access to the Internet, the analysis
of which highlighted positive and negative trends. A target
portrait of a consumer of hospitality services is proposed by
constructing a scheme for the transformational transforma-
tion of consumers of hospitality services in the 215 century.
It is substantiated that at the present stage a “Digital con-
sumer” has emerged, which has emerged from generation Y,
using an approach to the choice of hotel services under the
influence of information and communication technologies.

2. The types and tools of information and communica-
tion technologies, which are actively introduced at the pres-
ent stage, are systematized, accelerating the development

of the hospitality industry. It is proved that the use of ICTs
creates the basis for the emergence of new accommodation
facilities, expansion of tourism and hotel services. Based on
the analysis of individual consumer preferences, three groups
of tourists were identified, the motives of which are directly
related to the emergence of new technological and marketing
needs. It is established that information technologies affect
not only the business processes of enterprises in the hospi-
tality industry, they change the final consumer of services.

3. The main stages of the cycle of providing hospitality
services are highlighted and the nature of its cyclical nature
is substantiated. The necessity of using information and
communication technologies at all stages of the provision of
hospitality services is established. The tools of information
and communication technologies are systematized, depend-
ing on the business processes and functions of the hospital-
ity service delivery cycle. It is proved that the coverage of
information and communication technologies of all business
processes creates real prerequisites for increasing the level of
efficiency and service by accelerating the exchange of infor-
mation between people and management subsystems.

4. The results obtained provided the basis for a schematic
reflection of the process of improving the organizational and
economic support for the development of enterprises in the
hospitality industry in the context of the use of information
and communication technologies. It is established that the
level of organizational and economic support for the develop-
ment of information and communication technologies in the
hospitality industry (low, medium, high) gives grounds for
choosing an appropriate development strategy. It is proved
that only under the condition of coordinated activities of
managers, personnel and the use of effective means of influ-
encing consumers of hospitality industry services, success in
the implementation of the proposed strategies will be ensured.
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