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Industry networking events and Best Professional Practice

Where it all began

NEW EVENTS: https:/microsites bournemouth.ac uldtourism/events/,
Wed 21%' November 2018
Tourism and Hospitality @ Bournemouth University
Employability day
Wednesday, 28 November 2018
Artificial Intelligence for Tourism and Hospitality —
IFITTtalk Bournemouth University WAl |

Thursday 7- Friday 8 February 2019
Bournemouth University Tourism & Hospitality Fusion Conference,
Grange City Hotel London
Monday 8- Wednesday 10 April 2019, TTRAEurope2019,
b Tourism in the era of connectivity, Bournemouth University Department|
of Tourism and Hospitality.

of eTourism innovation

BU Where it all began ....1980s! B Tourism Information — Analogue
S Where it all began ....1980s!

Bourne:
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B Where it all began .... RICIRMS

Buhalis, D., 1993, Regional Integrated Computer Information Reservation Management Systerms
(RICIRMS) as a strategic tool for the small and medium tourism enterprises, Tourism Management, Vol.
[8/10.1016/0261-5177(93)00005-6

Bournemouth 14(5), pp.366 378. Atpsi//

T RICIRALS as & srasegic soot for smalt and medivems

Global
Distribution
Systems
(GDSs)
emerge in
1980s

Figure 1. Comgplexity of existing CRS.
Source: M. Soocorza. Deceguiason — &
705 1 grosperey . IATA Aevare, Jarasary
Note: Urks betwean CRSs are i varyng
Shages of Cevecomment
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RICIRMS: Destination Inventory Management RICI RMS . Dynam IC PaCkag Ing
Buhalis, D., 1993, Regional Integrated Computer Information Reservation Management Systems Buhalis, D., 1993, Regional Integrated Computer Information Reservation Management Systems
(RICIRMS) as a strategic tool for the small and medium tourism enterprises, Tourism Management, Vol. (RICIRMS) as a strategic tool for the small and medium tourism enterprises, Tourism Management, Vol.
Bournemouth 14(5), pp.366 378. Attpsi//doi.org/10.1016/0261-5177(93)90005-6 Mmaum 14(5), pp.366 378. ttpsy//doi.org/10.1016/0261-5177(93)90005-6
Do
Destinations Package
1 1 - -
need to Destination
products
manage
inventory e——
and provide bl
information oo it
Figure 2. Contents of the RICIRMS
'AEGEO",
Source: Adapted from Buhalis, op o, Ref
S.p116. Figure 3. Creation of lourist package using the AEGEQ RICIRMS.

RICIRMS: Benefits of
Destination Management Systems THE DIGITAL EVOLUTION - STEP BY STEP.
Buhalis, D., 1993, Regional Integrated Computer Information Reservation Management Systems =
(RICIRWS) as a strategic tool for the small and medium tourism enterprises, Tourism Management, Vol. 4 0 f I t
e M e ears of evolution ...,
;z/(mm asa lrmlngw 100l for small and medium tourism enterprises
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Technology driven tourism
by smart Travellers looking for VALUE
Where are we Boummemouts

. Personallsation of services
« Contextualisation and engaging

« Co-creation of experiences
‘ ‘; « Instant gratification
+ Shares experiences

« Engage with new technologies
« Control of own experience

“overal & vory warm and
D comiortatio stay”

« Personalisation across all stages of travel
+ Pre-travel: Make informed decisions
+ During: Convenience, real-time engagement, feedback
+ Post-travel: sharing travel experience & reviews p
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An Increasing Number of Connected And ()2 We Are Facing A Digital Revolution That Will 02
Sophisticated Devices Will Become Available Radically Change Industries

o = ame comsole Soial

Comnected TV - ¢ 7 s Navigator Communications| Advertising
- Security/safety
D services »
Financial =
% s servies . r .
&ea Virtualization
Telematry Gesture sensor
WQM D@m — —

oo ] Demotic / \ Customer
¥ intelligent
Residentiol Gateway \ i

Future
Tele-presence Communication

A Fetefonica_company

A Felofiniaa company

BU 5 Stages of Travel Multlple stages of tourist experience
Bournemouth Boumemout.h

University University

T e ., What is the role of technology in the different stages?
collaborative travel experience, driven u.ml-lly
by the growing functionailty of misbite’ devices

* 1 Dreaming: Engage and inspire S,
‘ ocial Media - Travel blogs, travel review sites cuc,(
EXP!RIENEII‘JO

Google

°°l’l~l
« 2 Planning: Search and compare “’”"’

ebsites and Social Media, provide information i Lo /

over LR b « 3 Booklng Decide and book h

5 oo/ i ooking platforms, engage consumers

A + 4 0n-Site Experience: Co-create unique experiences
- AR Online & offline, mobile services, LBS
o relasind ot ,‘ . Sharln% Share, review and engage
o information. 4 = engage consumers Facebook, Twitter, Foursquare, TripAdvisor
THE N /.
¢ » Technology is omnipresent and accompanies the individual in all stages, i.e.
FIVE *’ pre-travel, during and post-travel stages
N\
STAGES S, ®
OF TRAVEL & g 4 z

Fotis, J., Buhalis, D., Rossides, N., 2011, Social media impact on DECISIO INFLUENCING
holiday travel: The case of the Russian and the FSU markets, Pro PROCESS
It | 4), 1

HEALTH & PLEASURE

3{14}11“”” ce’fT/RE

e
- :
o
e o
P
e =

A

%
I
il

. Lifestyle
p—y Qv T
| | I

| |

| e Tor e
Model adapted from Blackwell, R.D., Miniard, P.W., and Engel J.F. (2006)
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Destinations
1. Competitive advantage
2. Destination differentiation

3. Enhanced reputation &
maintaining destination image

4. Nurturing new business models
—-Innovation & investment

5. Resource optimisation
especially urban assets

6. Reimagining DMOs

SMART
Tourism

Equitable returns for the resources utilized and sustainable development
A FRAMEWORK FOR TOURISM TRENDS ANALYSIS

JResources o Use resources to satisfy Stakeholders

Input

EXOGENOUS VARIABLES

Iadigen
Sochl peon
senhy E Finaaci o
Demga MARKET FORCES
The new I Homan | Sumsimable ]m od social e
wosrist | Resources | Developmens | responsibilicy
Legish -
-~ ©
Regulason Techaaiogy o
Eurpesn
Usios s
Secu

vt | [Toat quity | stoemsin | ‘Ooacemeion y Vatee chaims
climase wasagemeat | Techoology | Globlisation lsmepc aliances | Parwerships

—— & Achitveequitaite iti~d

La e smes s

Marketing the
competitive
destination of
the future,
Tourism
Management,
Vol.21(1),
pp.97-116.
https://doi.or

0.1016/50261-

Enterprises
and SMTEs

Tour
Operators

ASTPRIRSNETED,

Buhalis, D., 2000,

5177(99)00095-3
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Bournemouth
University

SMART NESS

Smartness takes advantage of interconnectivity
and interoperability of integrated technologies to
reengineer processes and data in order to
produce innovative services, products and
procedures towards maximising value for all
stakeholders.

Steve Jobs
1955-2011

“The ones who are crazy enough to think
that they can change the world,

are the ones who do” This reengineering enables shaping products,
actions, processes and services in real-time, by
engaging different stakeholders simultaneously
to optimise the collective performance and
competitiveness and generate agile solutions
and value for all involved in the value system.

Smartness is the glue of interoperable,
interconnected and mutually beneficial systems
and stakeholders and provides the infostructure
for the value creation for all.

'www.bournemouth.ac.uk 32
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tourism destination framework

Table 3 Tourss cxpocion oa persaakead servios
Pucs Buhalis, D.,
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transportation, schedue and ngs 2. Promational Sma!'t T‘?“”S’“ D., Inversini, A.,
fare) A Personalised meals | update Destinations 2016, Smart
2. Recommender system: tadl 4 Soggest abernative | 3. Luggage i : :
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e research paper
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s Boes, K., Buhalis,
Boes, K., Buhalis, A D., Inversini, A.,
D., Inversini, A., t2()16., Smart
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Bl SMART NESS

Boumemou!h

Automation and Information Technology
Digitatization

smartness and agility
Evolution towards value co-creation and competitivess
Social media building at the destination level as a network

Reservations

» Networks: Interoperability and interconnectivity

Internet of Things and Internet of Everything

Sensors and Beacons

Big Data and Data Analytics

Social Media, Web 2.0 and User Generated Content
Technological enablers for the hospitality industry
Service Dominant Logic -Value co-creation of experience
» The concepts of co-creation and coopetition

GLUE of
Interoperable and interconnected networks
mutually beneficial systems
Real time, dynamic and adaptive
Customised, individualised, contextualised
Collective competitiveness and coordination
value creation for all stakeholders

=
Data and Technology: O Old Model of IT New Model of IT
the backbone A %
. <o
Internet of Open Data Big Data Gy
Things B
9 F"ei:y u:ed, re- Useful in predictive e shil
- used and re- & user-behaviour -
rernewonina s awubuted  Sudies e
Accessible in : S Ve S S =
Sensing convenient forms High volume & Ty
information variety ot S Py Wt
intelligently Inter-operable Real-time
. with other Relies on Machine
Dynamic & datasets Learning & cloud
heterogenous
computing
Internet of Things
) NON Smart Smart Traveller
Key players in Smartness Traveller
« Confused  Personalised &
TOURISM TECHNOLOGY OTHER . Unfamiliar contextualised services
Borders Telecommunications Local : « Engage & explore
Accommodati Gatekeepers such as Governments/Council enwronment 9ag . ,p .
Restaurants Facebook, Police « Barriers such * Authentic & immersive
Entertainment Google and Amazon Destination Management experience
Sports Mobile app developers Organisation as Ia_n_guage « All st ft |
Retail Digital platform developersBusiness Improvement or mObI|Ity needs stages of rrave
Transport CCTV providers District
Utility service providers
(for example energy, 7> Y
water) 00 @
Transport providers
LOCAL RESIDENTS & ?a't‘,‘:i';s & finance o :} » User Generated Content
TOURISTS Institutions .
Universities & Research * Influence brand reputation
Organisations E  Impacts destination
. “ * World of Mouth
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Thinking smart for life -BEACONS

Tel: +44 1202 961517

D\
M M LIVE in Real Time — Marriott Hotels

https://goo.gl/It8zUt
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PROTESTING AGAINST NEW TECHNOLOGY — THE EARLY DATS
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Google Duplex: Al. Assistant Colis Local Businesses To Make Appointments

r
N

The biggest threatto
innovation is internal politics

and an organizati

culture, which doesn't E N
accept failure and/or E
doesn't accept ideas from g
outside, and/or cannot

change.

wrce. ity 2016 Garter Frarc

Tourism ecosystem
is changing

rapidly

Traveller

Citizen

A
o\ )
Policy Structure, Procedure, Process

Governance

Platform Owner

Apps. sloudeben APL) Platform Service
https://doi.org/10.1016/j.im.2017.04.005

Data Aggregator 4 y

(heterogencous data) UbanData =)

I' Infrastructure

[network, sensor, chip, loT) Ubiquitous City Newtork '@

Smart tourism destination management has become
more complex since current developments in technology
have empowered the collective integration of resources for
value co-creation by all actors within the smart tourism

destination ecosystem.

Smart tourism refers to the fastness and the value of
co-creation, which requires collective leadership
constructively engaged with the local community by
ensuring a highly representative participation and
deliberation process and regularly monitorised action
plan.

Kim Boes, Dimitrios Buhalis, Alessandro Inversini, (2016) "Smart tourism destinations: ecosystems for

tourism destination competitiveness", International Journal of Tourism Cities, Vol. 2 (2), pp.108-124,
hites://doi.org/10.1108/|JTC-12-2015-0032
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The Benefits

Consumer
Co-created, personalised experience
TECHNOLOGY Engaged in all stages of travel
Derive value in an unfamiliar place conveniently

Supplier

Analyse meta trends for better predictability
Control operational costs

Influence customer behaviour in real time

SWART Destination

DaERT Enhance and manage brand reputation
Reduce community — tourist conflict
Foster cross-sector innovation & growth

n CONCEPTUAL MODEL OF BARCELONA @

Structure

ieformaton

Smart Tourism Destination

Interconnect multiple stakeholders
Dynamic ICT platform
Real-time information exchange

Enhanced decision-making
(Buhalis & Amarrangana 2015)

Buhalis, D., Amaranggana, A., 2015, Smart
Tourism Destinations Enhancing Tourism
Experience through Personalisation of Services, in
Tussyadiah, I., and Inversini, A, (eds), ENTER
2015 Proceedings, Lugano, Springer-Verlag, Wien,
ISBN:9783319143422, pp.377-390

“The future of tourism development”
(UNWTO Secretary General Taleb Rifai 2017)

Smart Tourism Ecosystem

Interoperability of systems in real-
time

Technology is the means to an end,
not the solution

Enabled by Big Data, loT and Open
Data

Enhancing positive experiences,
removing negative factors

through co-creation
Enabled by Oynamic, Stratey
TECHNOLOGY & Tactical

BIGDATA S MARKETING
CONNECTIVITY

Deriving value through marketing
All elements are pushed through
with an agile mindset

-
Somims -

Destination > Individual businesses

Wisdom

Information

Season  Political Situation Location

Light Emergencies
Likes
Dimitrios Buhalis

Traffic
Internal & Goals Strikes and Marie Foerste

ExPernaI Air Preferences 2015, SoCoMo
Contextual  Pressure Marketln.g for Travel
Factors and Tourism:
empowering co-
Delays Tasks Weather . cation of value,
Journal of
Destination
Emotional  Topics of Marketing &
Status interest Management, 4(3),
October 2015,
Disability Personal pp-151-161
events http:/idx.doi.org/10.1
016/j.jdmm.2015.04.0
01
Approaches

http://www.Buhalis.com

© Professor Dimitrios Buhalis
Head of Department Department of Tourism and Hospitality Bournemouth University

Tel: +44 1202 961517

Email: dbuhalis@bournemouth.ac.uk

http://www.bournemouth.ac.uk/tourism Twitter @buhalis

http://buhalis.blogspot.com

http://www.facebook.com/buhalis


https://doi.org/10.1016/j.im.2016.11.005

Smart Tourism Futures

© Professor Dimitrios Buhalis

SoCoMo enabled Cocreation

SOcial media
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BOURNEMOUTH UNIVERSITY NEW EVENTS:

bitps://microsites.bournemouth.ac uk/tourism/ nts/
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Wed 21¢' November 2018
Tourism and Hospitality @ Bournemouth University
Employability day

[eT——
Wednesday, 28 November 2018
Avrtificial Intelligence for Tourism and Hospitality —
IFITTtalk Bournemouth University hitps:/tinyurl.com/BU-IFITT-Al

\ \
Thursday 7- Friday 8 February 2019
Bournemouth University Tourism & Hospitality Fusion Conference, \ ‘
Grange City Hotel London
[— |

Monday 8- Wednesday 10 April 2019, TTRAEurope2019,

Tourism in the era of connectivity, Bournemouth University
Department of Tourism and Hospitality
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