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Surges in India and Latin America pushes daily Covid death toll higher

Daily deaths of patients diagnosed with coronavirus (7-day rolling average)
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2019 INTERNATIONAL TOURISM GROWTH CONTINUES TO OUTPACE THE GLOBAL ECONOMY

1.5 BILLION +4% CHANGE 4 MILLION
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MY HEROES
Panas Gurkha Restaurant

Our People ‘ 5 318 Lee High Road,

Our Heroes Lewisham, near Blackheath
South East London

SE13 5P)

@PanasGurkha

thepanas.co.uk

Bl
S (e —) . ' Donated over 100,000 meals to key

| workers during the pandemic.

3 South-London’s most-loved Nepalese
~==S (ostaurant. 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
at our reopening today. We can’t wait
to serve you soon. Book a table for
lunch or dinner now.
Lewisham, London

Humanity Resilience
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Solidarity Leadership
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COVID-19 Data N COVID-19 Data
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BRITISH AIRWAYS

Your e-ticket receipt

Dear Professor Buhalis, Booking reference:

Thank you for booking with British Airways.
Ticket Type: e-ticket

This is your e-ticket receipt. Your ticket is held in our systems, you will not receive a paper
ticket for your booking.

If the payment cardholder is travelling, you must bring the card used to pay for this booking to
the airport with you, for verification, before you can travel.
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DOMESTIC IS BOOMING !
Bournemouth Calling !

China plans 30,000-km high speed rail network by 2020
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Management

SMART TOURISM

Destination A typology of motivators in tourism

strategies

. Competitive advantage

PHYSICAL:

-

* relaxation
* suntan

2. Destination differentiation S Sxercien 20d hesith

3. Enhanced reputation & CULTURAL: EMOTIONAL:
maintaining destination image B ek N e

4. Nurturing new business models iy jgj:g;‘f:';f
—Innovation & investment

* fantasy
* spiritual fulfilment

5. Resource optimisation

STATUS:
* exclusivity

6. RESIDENT BENEFITS!

* fashionability PERSONAL:
* obtaining a good * visiting friends and
Buhalis, D. (2000). Marketing the competitive dest e 1 relatives
destination of the future. * ostentatious spending | PERSONAL * make new friends
y opportunities DEVELOPMENT: * need to satisfy others
Tourism management, 21(1), 97-116. ‘ * increasing knowledge * search for economy if on
* learning a new skill very limited income
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The Tourism Pyrami
7

: Smart

Society Strategy © Buhalis, D., 2022,

Utilised for Value Cocreat
o

o Tourism Management
and Marketing in
Transformation:

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

Encyclopedia of
Tourism Management
and Marketing,
EDWARD ELGAR
PUBLISHING
lopedialencycl

marketing

hitpsi//w

hites:/www.elgaronline.com/pa

gelEncyclopedialencvclopedia-
of-tourism-management-and-
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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

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.

59

Smart
Smart Smart grid/
- Mobility/ farming/ energy/
Wi-Fi agriculture utilities

Smart/ Smart
manufacturing digital citizens buildings

® o2

Smart
transportation
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SMART NESS

& D -
R #
smartness and agility Automation arlg)ri!glir:;‘?irzrzggsn Technology
towards value co-creation and competitivess Evolution
building at the destination level as a network

Social media
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
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Influence of Technological Advancements on the Macro and Micro Service Ecosystem

Technology driven tourism

- s Gopnified by smart Travellers looking for VALUE
/Cyversecurity /- ENVIRONMENT hyper: .
4[ ”"‘:."”"\“""‘: personah"‘zed « Personalisation of services iy _,‘. s
) g »“D-,l Moo lovet AR experieﬁce « Contextualisation and engaging o oo SemeiiHotel
Blockchain / Cryptos I:'I LBS \ « Co-creation of experiences | e
N § VR‘MOMO N / « Instant gratification i o

* Shares experiences

FIRM CUSTOMER : * Engage with new technologies

/ * Control of own experience
s | 4 B “overall a very warm and

* Personalisation across all stages of travel B | S comorabie say .
R ¥ / * Pre-travel: Make informed decisions it one's ooking at
. N X hat cid tick ai ur
- * During: C e, |-t er feedback i
* Post-travel: sharing travel experience & reviews ¥ ® “The best of the best

hotels of Mykonos "

Buhalis, D., Harwood, T, Bogicevic, V, Viglia, G., Beldona, S., Hofacker, C., 2019,
i i ices. i itality, Journal of Service Management,
Forthcoming. http://tinvurl.com/ITDisruptioninServices
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Fan, D, Buals D, Un 8, tourist typology of online and face-to-
2019, A tourist typology !

of online and face-to-face face social contact
social contact:

Destination immersion
and tourism

encapslation/decapsulat DualZone
ion, Annals of Tourism Traveller
Fesearch

Home Zone A\ i
Daily Life Social Media | ¢ Digital Detox Away Zone

Controller Addict Traveller

Diversionary
Traveller

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,

Destination Away Zone
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TECHNOLOGY ENHANCED DESTINATION EXPERIENCES

EXTENDED EXPERIENCE CO-CREATION SPACE

Towards network competitiveness and max value for ecosystem
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Smart Tourism Framework Smartness & Agility prerequisites
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SMART SOLUTIONS

Sharing Economy

Autonomous Vehicles and Drones
Artificial Intelligence
Big Data Management
Real Time Management
Autonomous Vehicles

REAL-TIME SERVICE Conceptual Framework of
Buhalis, D Real-time Service Competitive Advantage
Sinarta, Y.,
2019,
n S Real-time co-
LOCATION-BASED creation and Buhalis, D,
COMPETITORS MENTIONS nowness and Sinarta,
service: Y., 2019,
lessons from Real-time co-
tourism and creation and
P 5 nowness
hospitality, rervice:
J | of lessons from
, ournal o tourism and
Travel & hospitality,
KEYWORDTRACAING HASHTAGS Tourism Journal of
Marketing, Travel and
Tourism
36(5), 563- Ma;éf;"g’
582 hitps://doi, op 563582
0rg/10,1080/1 e
SENTINENTANALYSIS ;gwm‘ 10.1080/1
3% 0548408.2019,
00
TRENDNGTOPES @ L 0240408.201,
21592009
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Conceptualisation
of Real-time
cocreation and
nowness service

Ambient Intelligence (Aml)

introduces smart systems to everyday environments

ecosystem propelling interconnectivity and interoperability
of all systems, vehicles and devises
through the Internet of Everything
Buhalis, D., and
Sinarta, Y., 2019,
Real-time co-

technical developments, including:
artificial intelligence (Al), Machine Learning (ML),
ambient connectivity through wide area wifi and 5G,
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Figure 3. Conceptualisation of real-time co-creation and nowness service ecosystem.
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Ambient Intelligence

[___Mobile | __Pervasive | __Ambient___

e Portable e Ubiquitous e Embedded

¢ Wireless ¢ Interactive * Context-aware
e Networked e Interoperable * Personalized
e Location sensitive e Distributed ¢ Adaptive
e Secure e Scalable ¢ Anticipatory

Source: Aarts & De Ruyter, 2009
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Machine Learning (ML)

H2H interaction in Tourism
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