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Formation of information and communication support for the strategic development of tourist enterprises

Goal and objectives of the dissertation

Goal

The main goal of this dissertation is to develop a comprehensive theoretical and methodological
framework for building effective information and communication support systems that foster the
strategic development of tourism enterprises. This involves formulating scientific, methodological, and
practical recommendations aimed at enhancing how tourism businesses collect, process, and utilize
information to strengthen their long-term growth, innovation capacity, and competitiveness.

Objectives
The research is aimed at achieving the following objectives:

v" To analyze the transformation of tourism based on sustainable development principles;
v' To identify and evaluate key ICT types used in tourism enterprises and their readiness for

implementation;

v" To define the theoretical and methodological foundations of strategic development for tourism
enterprises;

v" To develop a conceptual framework for information and communication support of tourism
activities;

v' To assess the digital transformation potential of tourism enterprises;
v To validate a multi-criteria approach to selecting effective development strategies;
v" To model the impact of ICT on the strategic development of tourism enterprises.

Methodology

The research adopted a mixed-methods approach, integrating both quantitative and qualitative
techniques. Quantitative methods included descriptive statistics, regression and correlation analyses,
statistical hypothesis testing, time series analysis, and principal component analysis to assess ICT
integration and its impact on tourism enterprises. Cluster and cohort analyses were employed to group
countries and identify user behavior patterns.

Qualitative methods involved expert evaluations from go tourism professionals and business process
modelling to explore the factors influencing ICT adoption. A purposeful sampling strategy was used to
select 50 tourism enterprises from Bulgaria and Ukraine based on their active use of ICT. The sample
design considered enterprise size, type, workforce, and online presence. In addition, 60 countries were
clustered according to economic and digital development indicators. This methodological framework
ensured a comprehensive, data-driven understanding of the strategic role of ICT in tourism
development.

Results

The research found that effective strategic development of tourism enterprises relies heavily on
integrating ICT tailored to their digital maturity. Analysis of user behavior on websites and social media,
based on cohort analysis, demonstrated that digital engagement significantly improves customer
interaction and market reach. Four distinct stages of Internet evolution in tourism were identified, each
contributing differently to service transformation and business growth. A cognitive digraph was used
to identify factors - including the level of software utilization, profitability, sales volume, data
confidentiality and security, personnel, enterprise competitiveness, competitors, number of tourists,
level of service in tourism, tourist loyalty, marketing research, number of software developers, ICT
specialists, legislative regulation, and population income level - that either stimulate or hinder the
adoption of digital solutions, offering insights into key barriers and enablers of ICT integration.
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Enterprises with higher digital readiness showed greater operational efficiency and adaptability, while
disparities across Poland, Bulgaria, and Ukraine highlighted challenges related to infrastructure and
investment capacity. These findings informed practical recommendations for customized ICT strategies
that enhance innovation, competitiveness, and sustainable growth in tourism enterprises.

Theoretical conclusions

The core theoretical contribution of this thesis lies in developing an integrated framework for ICT
readiness and strategic development in tourism enterprises. It systematizes the work of leading
academic schools (Buhalis, 2003; Gretzel et al., 2020; Sigala, 2018; Xiang et al., 2022) and introduces a
structured classification of ICT types according to their functional universality. A major contribution is
the formulation of a comprehensive ICT readiness paradigm at both the national and enterprise levels,
based on established indicators (ITU, 2023; Castro and Nunes, 2023; Stienmetz et al., 2022). The research
advances a transformational approach to interpreting the shift from the Travel and Tourism
Competitiveness Index (TTCI) to the Travel and Tourism Development Index (TTDI), modelling the
correlation between digital readiness and tourist flows using a logarithmic trend. The study also defines
the components and proposes an assessment algorithm for evaluating a tourism enterprise’s potential
within its operational environment. Furthermore, it formulates conceptual principles for ICT support
across all stages of the customer journey, contributing to the theoretical foundation for digital
transformation and sustainable competitiveness in tourism.

Practical Applications of the Dissertation

This dissertation provides actionable insights for key stakeholders in the tourism sector, including
enterprise leaders, ICT professionals, policymakers, and governmental institutions. These groups can
apply the research findings to design effective digitalization strategies, select suitable technological
solutions, and enhance organizational capabilities for digital transformation. ICT specialists may use
the proposed methodologies for software deployment, system integration, and performance evaluation
to improve operational efficiency. Policymakers are equipped with analytical tools to assess ICT
readiness at both national and enterprise levels, thereby informing evidence-based investment and
regulatory decisions. The practical framework also supports the alignment of corporate social
responsibility (CSR) initiatives with ICT implementation to foster sustainable growth. Tourism
marketing teams can employ cohort analysis to optimize website performance and user engagement,
while strategic managers benefit from business process modelling through cognitive graphs.
Furthermore, the quantitative assessment of online travel agencies (OTAs) highlights the need for
adaptive strategies in response to evolving digital market dynamics. Overall, the research facilitates
data-driven decision-making and promotes the strategic adoption of innovative technologies across the
tourism industry’s operational ecosystem.

Content of the dissertation
The dissertation is structured into an introduction, five main chapters, conclusions, a list of references,
and appendices.

Abstract of Chapter 1

The chapter investigates sustainable development in tourism, emphasizing a balanced approach that
meets contemporary tourist needs while preserving the environment, cultural heritage, and ensuring
long-term economic benefits for enterprises. It highlights tourism’s pivotal role in national
development and stresses the integration of sustainable principles into strategic planning. The impact
of global crises, such as the COVID-19 pandemic and the war in Ukraine, is analyzed, revealing
significant disruptions to tourism flows and the economy. The research identifies the necessity of
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employing ICT to facilitate rapid, transparent, and effective recovery while enhancing awareness and
adoption of sustainable tourism practices. It underscores the importance of coordinated efforts among
governments, businesses, and tourists to rebuild the sector, adapt to new safety demands, and respond
to shifting tourist behaviours, especially in neighbouring countries sensitive to global events.
Stimulating and restraining factors affecting tourism development are examined, offering valuable
insights for future strategic actions.

Abstract of Chapter 2

Chapter 2 analyzes the evolution and integration of ICT in tourism, highlighting their transformative
impact on tourist behavior and business operations. It clarifies key ICT concepts and categorizes diverse
technologies relevant to tourism enterprises, emphasizing the multifunctional nature of ICT across
technical, economic, and social dimensions. The study reveals how ICT drives competitive advantage
and supports strategic development by enabling unique value chains and efficient business models. It
identifies disparities in ICT access shaped by market size, infrastructure, and competition, and develops
a methodological framework for assessing ICT readiness at both national and enterprise levels. The
chapter evaluates popular software solutions tailored to the transport, accommodation, and hospitality
sectors, confirming that domestically developed ICT products meet business needs effectively. Overall,
ICT emerges as a critical factor for tourism enterprises striving to enhance operational efficiency and
adapt to ongoing digital transformations in a rapidly evolving market.

Abstract of Chapter 3

Chapter 3 focuses on the theoretical and methodological foundations of strategic development for
tourism enterprises, emphasizing the role of information and communication technologies. A potential
assessment algorithm is proposed, considering internal and external factors and the specific
characteristics of various types of tourism businesses. The importance of phased strategy formation is
highlighted, adaptable to environmental changes, with particular attention to tour operators and travel
agencies. Personnel is recognized as a key resource, whose role is enhanced through innovative
evaluation methods and automation in human resource management. The implementation of corporate
social responsibility is presented as a strategic tool that improves competitiveness and fosters a positive
enterprise image. Analysis of leading tour operators confirms that CSR integration contributes to
sustainable development and strengthens market positions in the tourism industry.

Abstract of Chapter 4

Chapter 4 establishes the critical influence of digital technologies and global market dynamics on the
development and sustainability of tourism enterprises. By analyzing data from 60 countries before and
after the pandemic, it identifies correlations between tourism growth, ICT adoption, and economic
indicators such as GDP contribution and digital competitiveness. The war in Ukraine highlighted
vulnerabilities but also opportunities for post-crisis recovery through enhanced digital infrastructure
and innovation. The rise of the Internet and social media has fundamentally transformed tourist
behavior and enterprise marketing strategies, necessitating a strategic, customer-centered approach to
ICT implementation. A comprehensive framework for integrating ICT in tourism enterprises is
proposed, emphasizing accessibility, scalability, and technology-driven innovation to improve
operational efficiency, customer engagement, and competitiveness. This approach supports sustainable
growth and resilience in the evolving global tourism landscape.

Abstract of Chapter 5
Chapter 5 highlights the strategic impact of digital transformation on tourism enterprises, emphasizing
that larger companies possess greater potential for ICT adoption than smaller ones. The analysis reveals
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Ukraine’s growing digital presence during the pandemic, though e-commerce utilization remains low
compared to other countries. Using advanced statistical methods, key ICT tools such as Internet usage,
websites, and databases were identified as critical for tourism businesses. A strategic framework for
building digital capacity addresses core challenges and fosters innovation to improve competitiveness.
The role of OTAs like Booking.com and Tripadvisor is examined, showing their positive influence on
tourism flows and market dynamics. The chapter also assesses the urgent need for software replacement
in Ukraine’s tourism sector due to geopolitical issues, proposing an integrative model for selecting and
implementing ICT solutions. Cognitive modelling helps identify key factors affecting ICT adoption,
offering a methodological basis for decision-making under uncertainty.
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