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ABSTRACT:

E-commerce development contributes to the improvement of business processes
of individual enterprises, cities and countries as well as their international
cooperation. Information is the center of modern society, it can become a
deterrent or stimulating factor for development, a source of power, a tool for
achieving goals, and much more. The functioning of commodity and financial
markets, the effectiveness of the management system and the standard of living
depend significantly on the level of information technology and on the
development of the corresponding infrastructure. The article proves the relevance
of information and communication technologies in the tourism industry. The author
considers various issues of business operations in the tourist sphere with e-
commerce tools. The article emphasizes that innovative management becomes the
main business technology and notes that the key feature of e-business is the
minimization of direct human participation in transaction processing.

Keywords: e-commerce, tourist business, e-booking, tourism, information
technology, market, destination.

RESUMEN:

El desarrollo del comercio electrénico contribuye a la mejora de los procesos
comerciales de empresas individuales, ciudades y paises, asi como a su
cooperacién internacional. La informacion es el centro de la sociedad moderna,
puede convertirse en un factor disuasivo o estimulante para el desarrollo, una
fuente de poder, una herramienta para alcanzar objetivos y mucho mas. El
funcionamiento de los mercados de productos basicos y financieros, la eficacia del
sistema de gestién y el nivel de vida dependen significativamente del nivel de
tecnologia de la informacién y del desarrollo de la infraestructura correspondiente.
El articulo demuestra la relevancia de las tecnologias de la informacién y la
comunicacién en la industria del turismo. El autor considera diversas cuestiones de
operaciones comerciales en el ambito turistico con herramientas de comercio
electronico. El articulo enfatiza que la gestién innovadora se convierte en la
principal tecnologia empresarial y sefiala que la caracteristica clave del comercio
electrénico es la minimizacion de la participacion humana directa en el
procesamiento de transacciones.

Palabras clave: comercio electrdonico, negocios turisticos, reserva electrénica,
turismo, tecnologia de la informacion, mercado, destino.

1. Introduction

E-commerce systems have made their own adjustments and provided the global tourism industry with new business opportunities.
Representatives of the tourism business are actively using this market’s potential with the development of e-commerce facilities.
Development of information technology affected both the consumers and the producers of the package tours. It expanded the range of
consumer choices in destinations and budget planning. On average, about 95% of consumers use the Internet to collect information about
the upcoming trip; 93% - visit specialized sites; 50% use e-mail (Mamaghani, 2009). In addition to the Internet, technological features of
modern smartphones and other portable devices, such as GPS, significantly improved the quality of the package tours consumption. In
particular, the information on possible destinations is in open access, booking and payment systems were optimized and the options of

bank cards use expanded.

2. Materials and methods

The article used materials published in modern works of Russian and foreign scientists in the field of current trends in the development of
e-commerce and its interaction with the tourism business sector. The information was collected in scientific publications, as well as in the
Internet open resources. The reporting indicators provided by EuroStat were analyzed.

The topic of online tourism and its ways to promote business is covered in the works of Zhuofan Yang, Yong Shi, Hong Yan, Omer Gibreel,
Dhari A. AlOtaibi, Jérn Altmann, E. V. Vidisheva, E. K. Vorobey, 1. I. Potapova, M. Ginanneshi, A. Smirnov and others. The dialectical
method is the methodological basis of this work. We also applied general scientific methods, such as system and comparative analysis,

observation and comparison.

3. Discussion

Information and communication technologies have been used in the tourism and travel industry for over 50 years, starting with the
creation and automation of network distribution channels for tourist services. After that, local travel agents who used the global
distribution system adjusted their marketing strategies in order to increase the possibility of implementing competitive advantages. Tourist
business realized that the Internet can increase the attractiveness of services, and thus invite the additional segments to the market.
Companies were able to provide their services around the world by registering travel agencies online, online advertising and creating
company-network reservation systems. In addition, many companies designed their own websites that offered vacation planning, booking
and payment services via the Internet for the convenience of consumers. It soon became apparent that companies, who didn’t participate
in e-commerce market, lost the competition. Information technology played a key role in the growth and improvement of the tourism
industry, increased the availability of information, the level of competition, as well as the number of travel companies and their clients
around the world. E-business feature is the minimization of direct human participation in the transaction process and its main business

technology is the innovative management.

Tour sales and services have widely expanded as a form of e-business in recent years. Online tourism market is represented by a large
number of diverse websites. It is also important to note the popularity of administrative and commercial tourist portals designed on a
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national basis. The dominant resources are applied for inbound tourism and are aimed specifically at promoting the local tourist
destination brand. However, they are also relevant for domestic tourism, as they cover the events and the weather reports.

Modern interactive technologies are a powerful means of increasing the efficiency of tourist companies. A characteristic feature of tourist
industry and tourist destinations is the seasonality of the main activities, which imposes an imprint on the hospitality industry. E-
commerce is the optimal way to maintain the profitability of travel agencies during periods of low demand and falling sales, as it allows
reducing costs without reducing the quality of services. In an increasingly competitive environment, companies are forced to individualize
the goods or services, and e-commerce becomes a tool in their competition for the consumer.

E-commerce introduction in tourism changed all the organizational processes in the industry. The time of making and booking the tour was
significantly reduced. Popular online services are able to provide the applicant with any information in minutes: weather forecast, the
possibility of buying any product, the delivery, etc. Travel agencies also use special search engines on their websites that allow them to
search for tours in accordance with individual wishes. Travel agencies communicate directly with tour operators and that allows displaying
on-site information about the available number of seats on flights, hotel rooms and prices in real time (Ginanneschi, 2014). This system is
not available to all the companies; many of them work in an offline mode, which often gives the customer irrelevant. In such a system, the
user gets the information about a tour, books it, and after processing the order, the manager informs him that the tour had already been
booked earlier. This kind of inaccuracies lowers the customers’ trust in Internet agencies.

4. Results

Tourist industry is a collection of hotels, airlines, restaurants, wellness centers and other industry facilities as seen by a consumer.
However, a lot of business transactions are performed for each object, and this forms a tourist’s opinion about a certain destination.
Business processes consist of various operations and interactions with guests, customers, employees or other companies. This includes
actions that occur during any transaction, for example, checking in a hotel or placing an order in a restaurant. The hospitality industry
differs from most other industries in that these interactions are aimed at creating unforgettable impressions for the customers, while the
deals themselves just satisfy their basic wishes.

The tourism industry companies take advantage of all the systems of e-commerce, as well as other industries companies. In addition to
the Internet, e-commerce in tourism is also represented by the intranet, extranet and other data exchange systems in the company. The
intranet provides access to a private network to individuals who work or are otherwise connected with a travel agency. The system allows
the users to connect to the corporate network directly at the workplace or remotely.

Individuals or companies that are not employees of a certain enterprise, that is, the "insiders" can also get access to the private network
through the extranet. Such connections are usually made from remote locations. An example can be a visit to the website of a tourist
company. Extranet users include suppliers, consultants, business partners that conduct businesses with the company. Sometimes, regular
customers have access to the extranet network as well and they can review their accounts and take advantage of certain privileges. Users
of the intranet and extranet may think they are using the Internet, since access to private networks is also carried out wirelessly. These
networks use the same types of browsers and search engines as the Internet (Tesone, 2005).

Some sectors of modern industry are designed so that all the functions and services can be carried out by the electronic networks. The
tourism and hospitality industry is different. This business involves creating an unforgettable personal experience. However, many
functions of the tourism sector are available in electronic form for the convenience of consumers, employees and involved commercial
structures. The functions of e-business used in the tourism industry are presented in Fig. 1.

Figure 1
Business framework of e-commerce in tourism
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1. Information management systems. Electronic information systems form the basis for all transactions in e-commerce. The function refers to
information management systems that link information technology and systems to support corporate transactions and interactions. This
technology includes hardware, software, databases and applications that are used to convert data into useful information. The information
systems used by telecommunication create a single network, providing a connection within and outside the hotel via the Internet. This function
includes online booking of hotels, tickets, etc.

2. Marketing. Most e-commerce systems in the hospitality industry are focused on marketing functions. It includes pricing management, placement
and promotion of goods and services provided by a particular tourist company.

3. Accounting. Accounting function is responsible for all the financial transactions, including payable and receivable accounts, payroll, maintenance
of accounting books and etc. For example, the hotel creates a credit account that lists all the expenses incurred by the hotel for each client. After
payment, the account is cleared with the mark "in full". It is also possible to make a payment at the time of booking through a secure electronic
payment system that provides encrypted card protection from any unauthorized access. Most accounting transactions are processed electronically
through private computer networks that connect operating departments and offices. User interfaces for the operations are usually located on web
pages that can be accessed via the Internet.

4. Operations. The tourism and hospitality industry companies, as well as others e-communicate with suppliers, that is, companies that provide



materials, equipment and specialized accessories. This type of connection, called "electronic data interchange" (EDI), allows electronic exchange
of inventory information, sending purchase orders, invoices and transfer funds.

5. Human capital management. The function of the HR department in the hotel industry is to select, recruit and train employees. The HR
department uses e-commerce to advertise job openings via the Internet. In some cases, HR-services provide online applications for attracting and
selecting recruits. B2E (business-to-employee) networks are also used to communicate with company employees. This can be done with the help
of the staff portal where the user can see payment plans, insurance fees and other benefits, including getting an employee discount for the
partner companies’ services. The tourist destination, as a rule, is represented by a number of service-oriented enterprises that can be divided into
sectors. (Table 1)

Table 1
Framework of service-oriented company

Sector Subjects

accommodation sector hotels, motels, hostels and dormitories

catering sector high-class catering businesses, middle class with a
full range of services, theme café, fast food
restaurants

travel sector airlines, cruise ships, ground transportation,

tourism business

leisure and entertainment sector wellness centers, casinos, yacht clubs, theme
parks, attractions, golf, tennis, exhibition halls,
night clubs

Meetings, incentives, conferencing, exhibitions conference halls, banquet halls, concert halls

sector (MICE)

All the listed companies can implement e-commerce systems and strategies at the B2C level. Some of them also include forms of
interaction such as B2B, B2E, and even C2C. Most of the representatives of the accommodation sector in the B2C segment primarily focus
on accommodation information for the potential customers.

The hospitality industry is always among the first to profit from the new technologies. The creation of e-commerce systems has changed
the hospitality industry. Online sales became an important part of the business. Today almost all hotels have their websites, which can be
easily accessed through the Internet. The websites are developed with the photo-graphics, so that visitors can view the hotel, rooms,
adjacent territory and all the necessary amenities. Also, modern multimedia presentations are used in the competition for the consumer,
they allow the user to take a virtual tour of the hotel and its surrounding areas, watch the weather live via webcams (in the resort city of
Sochi, the hotels provide an opportunity to view the sea via cameras on their beaches). These websites allow potential customers to get
acquainted with prices, special offers and booking conditions, as well as to make a payment and book a hotel room. Large network hotels
supply their websites with an access to the online booking system, ensuring payment security. In the modern booking system, online
booking companies are the intermediaries between accommodation facilities and consumers. They book rooms in various hotels, often at
reduced prices and re-sale them to the tourists. Hotels use their services in order to increase occupancy in the non-holiday season.

The online booking system is designed to search for and book tours through the Internet, to quickly track the status and account of all the
custom bookings. Due to the rapid development of technology, the old ways of obtaining and exchanging information are being replaced
by newer and more sophisticated ones. In tourism, booking by telephone, fax or e-mail is a thing of the past (Molchanova, 2016;
Molchanova, 2014; Molchanova et al., 2014).

The catering and travel sectors use similar e-commerce systems for B2C interactions. In case of restaurants, websites are created to
attract potential customers through graphics and multimedia, encouraging them to book a table online or by phone. The MICE sector
focuses on group orders. Companies in this sector are designing their websites for a convenient immediate booking for a group of
individuals.

In 2016, Google carried out a survey, confirming the rapid increase of "online tourists" number. According to it, more than 90% of Russian
tourists preferred the online search in choosing their leisure options in 2016. There was also a 60% increase in the number of requests
from the mobile devices. Thus, mobile devices occupy increasingly stronger positions as the main search tools. In 2014-2015, the number
of tourism-related searches from smartphones almost doubled, and this increase continued in the following year. The largest number of
inquiries was the choice of accommodation options, the selection of transport and excursions, the definition of tourist destinations and
search for attractions, as well as with package tours and plane tickets. Google concluded that the Internet today is primarily used to obtain
the necessary information at the planning stage of travel. To find this information, most people use search engines and mobile devices.
The study participants noted the lack of a mobile-friendly view on many websites, as well as mobile payment security problems as the
main disadvantages of the "mobile" online searches (Google research: the number of requests).

Tourism industry companies have to follow the Internet trends and anticipate the possible customer wishes to remain competitive.
According to the World Tourism Organization (WTQO), the world tourist flow will have exceeded 1.5 billion people by 2020 (Official page of
World Tourism Organization UNWTOQO). The e-distribution of various tourist services, including hotels, plane tickets and tours will increase
due to a multitude of advantages for both consumers and suppliers. In recent decades, e-commerce systems were successfully used in all
sectors of the tourism and travel industry, and the Internet became the main distribution channel for the hotel and travel services. E-
commerce market evolved and moved from the stage of selling simple products (plane tickets, hotel rooms, car rental services) to more
complex ones (tour packages and cruises). However, the lack of a user-friendly interface was mentioned many times during this
development.

The relevance of e-commerce use in the hotel industry is determined by such factors as:

Internet speed increase and the Internet access all over the world;

The relatively low cost of the online booking system and the Internet as a distribution channel;

Most travelers look for suitable accommodation options in the Internet;

Social media and online hotel reviews are becoming an increasingly important factor in decision-making;

The Internet is the preferred source of information on tourist destinations: the popularity of the Internet and television is determined in a ratio of
17: 1, the ratio of newspapers and magazines is 6: 1 (Smirnov, 2011). Nowadays, network sources are used more often than television and
printed media (17 and 6 times respectively).

The popularity of various sources of tourist information as decision-making factors is presented in Figure 2.
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Figure 2
Sources of tourist information, % (Tourism Economics..., 2013)
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With the online booking system, one can quickly see the availability of hotels, as well as seats on the flight. It became much easier to
choose a tour taking all the customer's wishes into account, to receive instant confirmation, and to remain competitive for the tour
operators and travel agents (Booking of hotel on booking.com).

The processes of booking hotels, tours or tickets with the help of modern electronic commerce systems are carried out approximately in
one scenario. The organization has several stages.

The approximate algorithm of online hotel booking is presented below.

. The client enters the online booking website and gets acquainted with the rules;

. The client selects a hotel and places the order in the system via email;

. The system processes the order and sends a preliminary confirmation with the prepayment conditions;

. After receiving appropriate guarantees from the client the agent gives the final confirmation of the reservation;
. A copy of the final confirmation is sent to the hotel;

o U1 b W N

. Booking information is stored in the load schedule with automatic change of the room fund status.

In case the hotel has its own webpage, the hotel reservation service responds to the incoming applications. The procedure for interaction
is as follows.

1. The client enters the site of the online booking system and acquaints himself with the reservation rules;

2. Next, he finds a hotel to his liking and, making sure of availability of rooms and filling in the necessary information fields, sends the
order directly to the hotel by e-mail;

3. The hotel's automated management system automatically processes the order (with the exception of non-standard cases) and sends
a preliminary confirmation with the prepayment conditions, and the name of the potential client is entered in the waiting list;
4, After receiving the appropriate guarantees from the client (prepayment, letter of guarantee, etc.), the hotel gives the final booking

confirmation;

5. Information about the reservation is entered in the loading schedule with the subsequent automatic change of the room fund status
on the webpage (Sources and channels).

Millions of tourist arrivals are registered in the world every year. It is information technology in the tourist business that allows a common
man to see the whole world by simplifying the tourist industry processes. The successful functioning of any company on the tourist
industry is almost impossible without the use of modern information technology.

Currently, the introduction of e-reservation technologies completely “captured” travel agencies - the Internet has a serious impact on the
development of tourism business all over the world. Internet systems and computer reservation systems became full participants of the
tourist market. Figure 3 shows how the Internet simplifies the booking process, making it cheaper and faster than traditional travel agency
services.

Figure 3
Different booking channels
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In addition to software, the Internet and computer network, the online reservation system also includes a network administrator, an official
(representative of a particular hotel) and a consumer (Principles & Practices ...). Each performs its functions, which together form a
booking process. (Table 2)

Table 2
Online hotel reservation system

Network administrator Hotel manager Customer

Allows authorization in the system Is authorized in the system Registers in the system

Registers participants Books rooms Enters the system

Manages accounts Accepts payment (in cash) Checks the availability of
rooms

Manages reports and applications Monitors the room fund status and the = Books a room

number of clients

Forms suggestions and related media Adds and updates customer Makes payment
information
Establishes rules and regulations Reviews customer requests Fills in a feedback form

"Information on everything" is a feature of modern society. Tourists can get information about any hotel, any travel agency, and also leave
feedback on the provided services. The introduction of electronic systems in the tourism services reduces the number of connections
(intermediaries) and reduces the likelihood of errors (the human factor). In addition, communication technologies had a direct impact on
the competitiveness of tourism companies. Modern technologies allow manufacturers not only to sell a unified tourist product, but to adapt
it for a certain segment of the market. The advantages of online booking system compared to the traditional one are presented in Table 3.

Table 3
Advantages of the online hotel booking system

For the hotels For the tourists

Immediate payment on the website

The hotel itself determines the quota for online A guarantee of checking in at the prices of the hotel at
booking, prices and additional services the time of booking

There is no need to contact the client as the booking is = An opportunity to personally choose the period of stay,
automatic without the participation of an administrator = room category, a set of additional hotel services

The system operates autonomously 24/7

The development of electronic airline booking has the same long history as the development of the e-commerce. E-commerce began with
the introduction of the plane ticket reservation system in the 60s of the 20th century.

Currently, most airlines provide services for buying e-tickets for their flights, and there is a large number of online ticket agencies. The
most popular "ticket offices" are: Onetwotrip.com, Trip.ru, Ozon.travel and others. It is easy to find all available offers of almost any airline
on these websites. And since the websites of ticket agencies focus on sales, they are much more easy to use than the websites of many
airlines (Purchase of air tickets online).

Figures 4 and 5 depict the search for a suitable flight on the Ozon.Travel website (russian version of website).

Figure 4
Online ticket search on the Ozon.Travel website (Booking of air tickets ...)
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According to the parameters of the ticket search for "Sochi-Moscow" direction on a specific date, the website issued 17 possible options
with different price levels (from 1590 rubles to 6773 rubles).

Figure 5
Search result on the Ozon. Travel website
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After choosing the most appropriate option, the buyer will enter personal information and pay the ticket. Information about all passengers
is entered in the airline reservation system, and it is enough for the client to present a passport and a boarding pass at the check-in
counter before the flight.

In addition to air and railway ticket and hotel booking system, there is a possibility of selecting an individual tour online. In recent years it
became very popular among travel companies to offer themed exclusive tours. For example, a yoga tour, a family tour, "Following the
Olympics" (Sochi) and many others. The tour is a hotel reservation and a full-fledged every day. The detailed information on each day cost
of the tour and every additional excursion on the site makes the offer easy to access, and all the financial aspects are more “transparent”
to the potential consumer. The selection and booking of the tour is carried out according to the same algorithm as booking of a hotel room.

5. Conclusion

Today, the Internet and other types of e-commerce are actively used in almost all business processes of tourist companies, from the
moment of searching and attracting clients to the creation and sale of the final tourist product. Over the past decades, tourism e-
commerce has been actively developing and contributing to the promotion of tourist destinations.

Thus, the use of e-commerce systems is a factor in increasing the efficiency and quality of tourism services and brings many benefits to
the functioning of the tourism industry. Such advantages can be attributed to:

e Expansion of the channels for promotion of the tourist product;
e Reduction of costs;

e Ensuring the timelines and accuracy of information;

e Acceleration of operational processes, including payment;



e Improving the level and quality of customer service;
e Improving customer relations (feedback);

e The ability to adapt the offer to a potential demand;
e No temporary and spatial limitations in business.
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