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https://www.youtube.com/watch?v=NQIbrvWTPus

British Airways - You make us fly
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# Reignite Tourism

COVID-19 
A CRISIS UNLIKE OTHER!

4

5 6

https://www.youtube.com/watch?v=NQIbrvWTPus


Tourism Restart, Governance and Management post COVID
Smart Tourism, Nowness, Ambient Tourism

© Professor Dimitrios Buhalis
__________________________________________________________________________________________________

© Professor Dimitrios Buhalis
Email: dbuhalis@bournemouth.ac.uk http://www.Buhalis.com http://www.bournemouth.ac.uk/etourismlab

Twitter @buhalid http://buhalis.blogspot.com     http://www.facebook.com/buhalis

7 8

9

© Professor Dimitrios Buhalis, Bournemouth University

Photo by Stijn Swinnen on Unsplash

10

© Professor Dimitrios Buhalis, Bournemouth University

Photo by aladdin hammami on Unsplash

11

© Professor Dimitrios Buhalis, Bournemouth University

Photo by Mufid Majnun on Unsplash

12

https://unsplash.com/@stijnswinnen?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText
file:///s/photos/war%3futm_source=unsplash&utm_medium=referral&utm_content=creditCopyText
https://unsplash.com/@soriaty?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText
file:///%3futm_source=unsplash&utm_medium=referral&utm_content=creditCopyText
https://unsplash.com/@mufidpwt?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText
file:///s/photos/covid-19%3futm_source=unsplash&utm_medium=referral&utm_content=creditCopyText


Tourism Restart, Governance and Management post COVID
Smart Tourism, Nowness, Ambient Tourism

© Professor Dimitrios Buhalis
__________________________________________________________________________________________________

© Professor Dimitrios Buhalis
Email: dbuhalis@bournemouth.ac.uk http://www.Buhalis.com http://www.bournemouth.ac.uk/etourismlab

Twitter @buhalid http://buhalis.blogspot.com     http://www.facebook.com/buhalis

13

Tourism Ground Zero

Business as Unusual

© Professor Dimitrios Buhalis, Bournemouth University

2019 INTERNATIONAL TOURISM GROWTH CONTINUES TO OUTPACE THE GLOBAL ECONOMY
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Tourism Ground Zero

Business as Unusual
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BUSINESS
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Our People 
Our Heroes 
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Our People 
Our Heroes 

MY HEROES

Panas Gurkha Restaurant

318 Lee High Road,
Lewisham, near Blackheath
South East London
SE13 5PJ
@PanasGurkha
thepanas.co.uk

Donated over 100,000 meals to key 
workers during the pandemic. 

South-London’s most-loved Nepalese 
restaurant. After months of working 
hard to serve our local community 
through some of the toughest times 
imaginable we are back open. It was 
really special to be joined by
@Lord_Bilimoria
at our reopening today. We can’t wait 
to serve you soon. Book a table for 
lunch or dinner now. 🙏🇳🇵
Lewisham, London
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The race for 
vaccination
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DOMESTIC IS BOOMING ! 
Bournemouth Calling ! Photo by Roland Lösslein on Unsplash
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DOMESTIC IS BOOMING ! 
Bournemouth Calling ! China plans 30,000-km high speed rail network by 2020
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BUSINESS

AS

UNUSUAL 
DOMESTIC IS BOOMING ! 
Bournemouth Calling ! 
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BUSINESS

AS

UNUSUAL 

DOMESTIC IS BOOMING ! 
Bournemouth Calling ! 
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DOMESTIC IS BOOMING ! 
New Forest is calling ! 

Photo by Kevin Wood
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ThailandPlus App 
to enable the tracking of foreign tourists in Thailand

https://youtu.be/rSF1jtQ5fNM

35

Singapore Airlines 
Is Operating 
Flights With 
Completely 

Vaccinated Crews
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We CAN #ReigniteTourism
WE ARE BLESSED

ASSETS
Product 
Branding
Cocreation 
Experience
Local residents
Differentiation 
Authenticity 

© Professor Dimitrios Buhalis, Bournemouth University
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# Reignite Tourism

After the crisis 

The next Day
Photo by Fred Kearney on Unsplash

Look forward ! 
The past is irrelevant 

40

The end of planning 
~~~~~

The beginning of agility
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Herd immunity
Smart and Agile Tourism 
Resilience 
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BUSINESS

AS

UNUSUAL 
GREECE IS GETTING READY TOO ! 
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Tourism Restart, 
Governance and 

Management

SMART TOURISM

46

Destination
strategies

1. Competitive advantage
2. Destination differentiation
3. Enhanced reputation & 

maintaining destination image
4. Nurturing new business models 

–Innovation & investment
5. Resource optimisation

6. RESIDENT BENEFITS! 

Source: Kieran White

Buhalis, D. (2000). Marketing the competitive 
destination of the future.
Tourism management, 21(1), 97-116.
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Cultural tourism includes tourism in urban areas, particularly 
historic or large cities and their cultural facilities such as 

museums and theatres. 

It can also include tourism in rural areas showcasing the 
traditions of indigenous cultural communities, and their values 
and lifestyle. It is generally agreed that cultural tourists spend 

substantially more than standard tourists do.

49

Cultural tourism includes tourism in urban areas, particularly 
historic or large cities and their cultural facilities such as 

museums and theatres. 

It can also include tourism in rural areas showcasing the 
traditions of indigenous cultural communities, and their values 
and lifestyle. It is generally agreed that cultural tourists spend 

substantially more than standard tourists do.

50

Cultural tourism includes tourism in urban areas, particularly 
historic or large cities and their cultural facilities such as 

museums and theatres. 

It can also include tourism in rural areas showcasing the 
traditions of indigenous cultural communities, and their values 
and lifestyle. It is generally agreed that cultural tourists spend 

substantially more than standard tourists do.

51

Cultural tourism includes tourism in urban areas, particularly 
historic or large cities and their cultural facilities such as 

museums and theatres. 

It can also include tourism in rural areas showcasing the 
traditions of indigenous cultural communities, and their values 
and lifestyle. It is generally agreed that cultural tourists spend 

substantially more than standard tourists do.

52

Cultural tourism includes tourism in urban areas, particularly 
historic or large cities and their cultural facilities such as 

museums and theatres. 

It can also include tourism in rural areas showcasing the 
traditions of indigenous cultural communities, and their values 
and lifestyle. It is generally agreed that cultural tourists spend 

substantially more than standard tourists do.

53

Cultural tourism includes tourism in urban areas, particularly 
historic or large cities and their cultural facilities such as 

museums and theatres. 

It can also include tourism in rural areas showcasing the 
traditions of indigenous cultural communities, and their values 
and lifestyle. It is generally agreed that cultural tourists spend 

substantially more than standard tourists do.

54



Tourism Restart, Governance and Management post COVID
Smart Tourism, Nowness, Ambient Tourism

© Professor Dimitrios Buhalis
__________________________________________________________________________________________________

© Professor Dimitrios Buhalis
Email: dbuhalis@bournemouth.ac.uk http://www.Buhalis.com http://www.bournemouth.ac.uk/etourismlab

Twitter @buhalid http://buhalis.blogspot.com     http://www.facebook.com/buhalis

Cultural tourism includes tourism in urban areas, particularly 
historic or large cities and their cultural facilities such as 

museums and theatres. 

It can also include tourism in rural areas showcasing the 
traditions of indigenous cultural communities, and their values 
and lifestyle. It is generally agreed that cultural tourists spend 

substantially more than standard tourists do.

55

Cultural tourism includes tourism in urban areas, particularly 
historic or large cities and their cultural facilities such as 

museums and theatres. 

It can also include tourism in rural areas showcasing the 
traditions of indigenous cultural communities, and their values 
and lifestyle. It is generally agreed that cultural tourists spend 

substantially more than standard tourists do.

56

© Buhalis, D., 2022, 
Tourism Management 
and Marketing in 
Transformation:

Introduction and 
Editor’s Statement, in 
Buhalis, D., (ed)

Encyclopedia of 
Tourism Management 
and Marketing, 

EDWARD ELGAR 
PUBLISHING

https://www.elgaronline.com/pa
ge/Encyclopedia/encyclopedia-
of-tourism-management-and-
marketing

https://www.academia.edu/4498386
5

https://www.elgaronline.com/view/n
lm-
book/9781800377479/978180037747
9.xml
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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.

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.

Buhalis, D. (2020), "Technology in 
tourism-from information 
communication technologies to 
eTourism and smart tourism 
towards ambient intelligence 
tourism: a perspective article", 
Tourism Review 75(1), 267-272
https://doi.org/10.1108/TR-06-
2019-0258
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Tourism and the Business Environment –
Day 1

TUI Travel PLC  |  Management Trainee Programme presentation  |  2008  |  Page 61

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

• 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

61

SMART NESS
≠

Automation and Information Technology
Digitatization

Evolution 
Social media 
Reservations 

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 

62

Boes, K., Buhalis, 
D., Inversini, A., 
2016, Smart 
tourism 
destinations: 
ecosystems for 
tourism destination 
competitiveness,

International 
Journal of Tourism 
Cities, Vol. 2(2), 
pp.108 – 124  

http://dx.doi.org/10.
1108/IJTC-12-2015-
0032
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Buhalis, D., Harwood, T., Bogicevic, V., Viglia, G., Beldona, S., Hofacker, C., 2019, Technological disruptions in Services: lessons 
from Tourism and Hospitality, Journal of Service Management, Forthcoming. http://tinyurl.com/ITDisruptioninServices

64

Buhalis, D., Harwood, T., Bogicevic, V., Viglia, G., Beldona, S., Hofacker, C., 2019, Technological 
disruptions in Services: lessons from Tourism and Hospitality, Journal of Service Management, 
Forthcoming. http://tinyurl.com/ITDisruptioninServices
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• Personalisation of services 

• Contextualisation and engaging 
• Co-creation of experiences 

• Instant gratification
• Shares experiences
• Engage with new technologies 

• Control of own experience
• Personalisation across all stages of travel

• Pre-travel: Make informed decisions
• During: Convenience, real-time engagement, feedback
• Post-travel: sharing travel experience  & reviews

Technology driven tourism 
by smart Travellers looking for VALUE 

66
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Thomaz, Biz, Bettonic, Mendes-Filho, Buhalis, 2017, Content mining framework in social 
media: A FIFA world cup 2014 case analysis
Information & Management Volume 54, Issue 6, Pages 786-
801 https://doi.org/10.1016/j.im.2016.11.005

Opportunities in and benefits of social media content mining.

67 68

Fan, D., Buhalis, D., Lin, B., 
2019, A tourist typology 
of online and face-to-face 
social contact: 
Destination immersion 
and tourism 
encapsulation/decapsulat
ion, Annals of Tourism 
Research, 
Vol.78, https://doi.org/10.
1016/j.annals.2019.10275
7

69

tourist typology of online and face-to-
face social contact

Fan, D., Buhalis, D., Lin, B., 2019, 
A tourist typology of online and face-to-face social contact: Destination immersion and tourism 
encapsulation/decapsulation, Annals of Tourism Research, Vol.78, 
https://doi.org/10.1016/j.annals.2019.102757

70

Stylos, N., 
Zwiegelaar, J., 
Buhalis, D.,  
2021
Big data 
empowered 
agility for 
dynamic, 
volatile, and 
time-sensitive 
service 
industries: the 
case of tourism 
sector,

International 
Journal of 
Contemporary 
Hospitality 
Management,

https://doi.org/1
0.1108/IJCHM-
07-2020-0644
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Smart personalised experiences

Neuhofer, B., Buhalis, D., Ladkin, A., 2015, Smart technologies for personalized experiences: a case study in 
the hospitality domain, Electronic Markets, Vol 25(1) https://doi.org/10.1007/s12525-015-0182-1

72

https://doi.org/10.1016/j.im.2016.11.005
https://doi.org/10.1016/j.annals.2019.102757
https://doi.org/10.1016/j.annals.2019.102757
https://doi.org/10.1007/s12525-015-0182-1


Tourism Restart, Governance and Management post COVID
Smart Tourism, Nowness, Ambient Tourism

© Professor Dimitrios Buhalis
__________________________________________________________________________________________________

© Professor Dimitrios Buhalis
Email: dbuhalis@bournemouth.ac.uk http://www.Buhalis.com http://www.bournemouth.ac.uk/etourismlab

Twitter @buhalid http://buhalis.blogspot.com     http://www.facebook.com/buhalis

Towards network competitiveness and max value for ecosystem 

1.Download high-res image (579KB)
2.Download full-size image
Fig. 3. Data Flow in Smart Hospitality Network.

Brandão, F., Costa, C., and Buhalis, D., 2018, Tourism innovation networks: a regional approach, 
European Journal of Tourism Research, Vol.18, pp. 33-56-
http://ejtr.vumk.eu/index.php/volume18/540-v18rp33
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Neuhofer, B., Buhalis, D., Ladkin, A., 2012, Conceptualising technology enhanced 
destination experiences, Journal of Destination Marketing & Management Vol. 1 
pp.36–46
https://doi.org/10.1016/j.jdmm.2012.08.001
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Open Data 
Platform

Travel sector 
specific data

Tourism 
Supply

Consumers of
Value 

Technology

Working with other stakeholders

Creating the storm of 
value

Smart Tourism Framework

Working with value aggregator

76

Smartness & Agility prerequisites

77

Tasks

Likes

Preferences

Emotional
Status

Disability

Goals

Personal 
events

Topics of
interest

Approaches

LocationSeason

Traffic

Light

Air 
Pressure

Political Situation

Delays

Emergencies

Weather

Strikes
Internal &
Expernal

Contextual
Factors

Dimitrios Buhalis 
and Marie Foerste 
2015, 
SoCoMo Marketing 
for Travel and 
Tourism:  
empowering co-
creation of value,

Journal of 
Destination 
Marketing & 
Management, 
4(3), October 2015, 
pp.151–161 

http://dx.doi.org/10.1
016/j.jdmm.2015.04.0
01 
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Dimitrios Buhalis and Marie Foerste 2015, SoCoMo Marketing for Travel and Tourism:  empowering co-creation of value,
Journal of Destination Marketing & Management, 4(3), October 2015, pp.151–161 
http://dx.doi.org/10.1016/j.jdmm.2015.04.001 
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SMART SOLUTIONS

Sharing Economy
Autonomous Vehicles and Drones 

Artificial Intelligence 
Big Data Management

Real Time Management
Autonomous Vehicles 

81

REAL-TIME SERVICE
Buhalis, D., 
Sinarta, Y., 
2019, 
Real-time co-
creation and 
nowness 
service: 
lessons from 
tourism and 
hospitality, 

Journal of 
Travel & 
Tourism 
Marketing, 

36(5), 563-
582 https://doi.
org/10.1080/1
0548408.2019.
1592059

82

Conceptual Framework of
Real-time Service Competitive Advantage

Buhalis, D., 
and Sinarta, 

Y., 2019, 
Real-time co-
creation and 

nowness 
service: 

lessons from 
tourism and 
hospitality, 
Journal of 
Travel and 
Tourism 

Marketing,
36(5), 

pp.563-582
https://doi.o

rg/10.1080/1
0548408.201

9.1592059

83

Answer when they need you

Buhalis, D., and 
Sinarta, Y., 2019, 

Real-time co-
creation and 

nowness service: 
lessons from 
tourism and 
hospitality, 

Journal of Travel 
and Tourism 

Marketing, 36(5), 
pp.563-582

https://doi.org/
10.1080/105484
08.2019.1592059

Conceptualisation 
of Real-time 

cocreation and 
nowness service 

ecosystem

84

Ambient Intelligence (AmI) 

introduces smart systems to everyday environments 
propelling interconnectivity and interoperability 

of all systems, vehicles and devises 
through the Internet of Everything 

technical developments, including:
artificial intelligence (AI), Machine Learning (ML), 

ambient connectivity through wide area wifi and 5G, 
autonomous vehicles and robotics 

AmI pushes markets and activities towards smart, 
interconnected environments and marketplaces.

Buhalis, 2020, Technology in tourism- From Information Communication Technologies to eTourism and Smart Tourism towards Ambient 
Intelligence Tourism: A perspective article, , Tourism Review, Vol. 75(1) https://doi.org/10.1108/TR-06-2019-0258. 

85

https://doi.org/10.1080/10548408.2019.1592059
https://doi.org/10.1080/10548408.2019.1592059
https://doi.org/10.1080/10548408.2019.1592059
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Mobile Pervasive Ambient
• Portable
• Wireless

• Networked
• Location sensitive

• Secure

• Ubiquitous
• Interactive

• Interoperable
• Distributed

• Scalable

• Embedded
• Context-aware
• Personalized

• Adaptive
• Anticipatory

Source: Aarts & De Ruyter, 2009

Ambient Intelligence

86 87

Source: based on Aarts & De Ruyter, 2009

H2H interaction in Tourism
Human to Human 

(H2H)
Business Governments Consumers Employees Interest 

groups
Local 

Residents
Robots &
Machines

Business B2B G2B C2B E2B I2B L2B R2B

Governments B2G G2G C2G E2G I2G L2G R2G

Consumers B2C G2C C2C E2C I2C L2C R2C

Employees B2E G2E C2E E2E I2E L2E R2E

Interest groups B2I G2I C2I E2I I2I L2I R2I

Local Residents B2L G2L C2L E2L I2L L2L R2L

Robots & Machines B2R G2R C2R E2R I2R L2R R2R

Buhalis, 2020, Technology in tourism- From Information Communication Technologies to eTourism and Smart 
Tourism towards Ambient Intelligence Tourism: A perspective article,  Tourism Review, Vol. 75(1) 
https://doi.org/10.1108/TR-06-2019-0258. 
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QATAR

Buhalis, 2020, Technology in tourism- From Information Communication Technologies to eTourism and Smart Tourism towards Ambient 
Intelligence Tourism: A perspective article, , Tourism Review, Vol. 75(1) https://doi.org/10.1108/TR-06-2019-0258. 
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© Dimitrios Buhalis 

New Century Grand
Hotel Hangzhou
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