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The article analyzes the development of information systems and technologies in the
hotel and tourism industry, focusing on their impact on customer relationship
management, marketing strategies, and booking processes. The aim of the article is to
demonstrate how information technologies have influenced the growth of the tourism
and hospitality sectors. The research employed general scientific methods of cognition,
including analysis, synthesis, systematization, comparison, and modeling. The findings
indicate that information and telecommunication technologies provide significant
strategic advantages for businesses in the tourism and hospitality industries. The use of
electronic customer relationship management (CRM) systems facilitates data collection,
analysis, and utilization for service personalization, enhancing customer satisfaction.
Moreover, CRM systems enable hotels and travel companies to develop marketing
strategies that more accurately align with consumer needs and preferences, fostering
customer loyalty and optimizing business processes. It has been shown that the growth
of social networks and their integration with CRM systems significantly influence
communication strategies in the hospitality sector. Platforms such as Instagram and
YouTube allow companies to attract new customers through visual content and video
materials, which play a key role in tourism marketing. Additionally, the interactive nature
of social media promotes effective feedback, improving customer interaction and service
quality. The practical significance of the study lies in identifying effective approaches for
implementing modern information technologies in the hotel and tourism business to
enhance service levels and optimize management.
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CTaTTi - MoKa3aTHu K iHpopMalifiHi TexHOJI0Tii BIVIMHY/IM Ha PO3BUTOK Chepu TYpU3MY
Ta roTesbHOI iHAyCcTpil. B Xo4l HAyKOBOro JOC/iJKEHH BUKOPUCTOBYBAJIMUCH
3araJlbHOHayKOBI MeTOJM IIi3HAHHfA, 30KpeMa aHaJli3, CUHTe3, CHUCTeMaTU3allifd,
NOpIBHAHHA Ta MOJe/I0BaHHA. Pe3ysbTaTh [OCHI[XKeHHA IOKasylTb, 110
inpopmaLiiiHi Ta TesleKOMyHiKaliliHi TexHoJIOTii 3a6e3Meuyl0Th 3HA4YHI cTpaTeriuHi
nepeBaru AJjs MiJJIPUEMCTB TyPUCTUYHOI rasy3i Ta roTeibHOTro 6i3Hecy. BUKopucTaHHSA
eJIEKTPOHHHUX CHUCTEM YIpaB/iHHA BigHocMHamu 3 kjieHTamu (CRM) cmnpusie 360py,
aHaJsli3y Ta BUKOPUCTAHHIO JJAHUX /Il epcoHasi3anii o6cayroByBaHHs, 10 NiJiBUILYE
piBeHb 3aZ0BoJsieHOCTI KJieHTIB. KpiMm Toro, CRM-cucrteMu [L0O3BOJIAIOTH rOTeJAM |
TYPUCTUYHUM KOMIAHIAM pO3pO6AATH MapKeTHHIOoBi cTparerii, siki To4Hime
BiAmoBifatoTh moTpe6aM i BHOAOGAHHSM CIIOXKUBAYiB, CIPUSAKYH 306iJbIIEHHIO
JIOSIIBHOCTI  KJIIEHTIB Ta onTuMisanii 6i3Hec-mpoueciB. [lokaszaHo, 10 pPO3BUTOK
coujiabHUX Mepex i ix iHTerpauia 3 CRM-cucteMaMu CyTTEBO BIJIMBAlOTh Ha
¢dbopMyBaHHS KOMYHIiKaLiliHUX cTpaTerii y céepi rocruHHOCTI. BukopucraHHs
miatdopM, Takux fK Instagram i YouTube, mo3Bosissie KoMmaHisAM 3ajydyaTH HOBUX
KJIIEHTIB 3a J0MOMOIOI0 Bi3yaJbHOI'O KOHTEHTY Ta BifjleoMaTepiasiB, 110 BifirparoTb
KJIIOYOBY POJIb y TYPUCTUYHOMY MapKeTUHTY. KpiM Toro, iHTepakTUBHICTb coLjia/IbHUX
MepeX CIpHUsE Halaro[pKeHHI e(peKTHBHOTO 3BOPOTHOrO 3B’SA3Ky, L0 MOKPAILYE
B3a€EMOJIil0 3 KJIIEHTAaMHU Ta MiJBUILYE AKICTb 06C/ayroByBaHHs. [IpakTUYHe 3HaUYeHHs
JlOCJIiPKEHHS [T0JIATAa€ y BU3HAYeHHi epeKTUBHUX MiAX0/iB 0 BIPOBa/»KeHHs Cy4YaCHUX
iHpopMaLiifHUX TEXHOJIOTIH ¥ TOTEJIbPHOMY Ta TYPUCTUYHOMY Gi3Heci A/ miABUILIEHHS
piBHS 06C/IyrOBYBaHHS Ta ONTHUMIi3aLii ynpaBIiHHS.

KJ/IIOYOBI C/IOBA

cHMcTeMa aBTOMaTH3allil, ynpaBJiHHA 6i3HECOM, KpU30Ba €KOHOMiKa, TOTeJbHUH
6i3Hec, iHpopMaliiiiHi TexHOI0TiI, TYpU3M.
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1. Introduction

The development of information systems and technologies is crucial in the modern hotel and
tourism business. The COVID-19 pandemic, which has caused global restrictions on travel and social
interaction, has forced the industry to look for new ways to survive and adapt. The introduction of
advanced information technology has been a key factor that has helped support the existing market
during challenging times and played an important role in the industry’s recovery.

The use of digital platforms for booking management, virtual tours, online customer service, and
even remote management of hotel operations has become the new normal. These technologies have
enabled hotels and travel companies not only to survive during the pandemic but also to respond
effectively to changes in customer needs and preferences. Process automation has reduced the need for
physical contact, thereby providing a safer environment for both guests and staff.

In addition, during and after the pandemic, the integration of advanced analytics tools into
customer relationship management (CRM) systems has enabled hotels to more accurately identify
consumption trends, optimize marketing campaigns, and improve the quality of service. This ability to
quickly adapt to market conditions and respond to customer demands through technology has
significantly improved the efficiency of the hotel business and contributed to the sustainable recovery
of the industry.

2. Literature Review

The issue of development of information systems and technologies in the field of hotel and tourism
business is sufficiently studied in foreign scientific literature. S. Dewnarain et al. [6] consider social
customer relationship management (social CRM) as a tool to improve interaction and increase customer
loyalty. S. Ivanovic et al. [9] analyze CRM as a means of increasing the competitiveness of the hotel
business through automation of management processes. V. Katsoni [10] explores the concept of
electronic CRM (e-CRM) and its role in personalizing services and improving communication with
customers. I. Khatri [11] assesses the development of information technology in the tourism industry
over the past decade, highlighting its impact on marketing and predicting customer behavior. R. Leung
and R. Law [12] study the role of information and communication technologies in improving operational
processes and marketing strategies in the hotel industry. B. Milovi¢ [14] focuses on the impact of social
media and e-CRM on hotel success, demonstrating their importance for improving the level of service.
A. Papaioannou et al. [16] analyze the application of e-CRM in the tourism and hospitality business in
Greece, emphasizing its importance for customer retention. M. Sigala [21] proposes a conceptual model
for the implementation of social CRM in the hotel sector, which contributes to increasing the level of
personalization of service. P. Talon-Ballestero et al. [23] explore the use of big data in CRM systems to
analyze customer profiles in the hospitality sector. The study also used publications on official websites
of software developers such as Actabl [1], Bbot [2], Cendyn [3], Cloudbeds [4], Dailypoint [5], Duve [7],
Guest Touch [8], Menufy [13], Monday.com [15], Pipedrive [17], Popmenu [18], Revinate [19], Salesforce
[20], Square [22] and Toast [24], which highlight modern digital solutions for management automation
in the hotel business.

Despite a significant number of scientific and practical sources, there is a lack of systematized
material, which necessitates further analysis and classification of existing approaches to the use of
information technologies in the field of hospitality.
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3. Problem Statement

The purpose of the article is to show how information technologies have influenced the
development of tourism and the hotel industry.

4. Methods and Materials

The study of the impact of information technologies on the recovery of the hotel and tourism
business was based on the analysis of scientific publications and open sources. The methodology of
systematic literature review is used to determine the role of IT in adapting the industry to new
challenges. At the same time, analytics of websites of leading IT solutions in the hotel industry was
carried out to determine their functionality, advantages, and disadvantages. This collected data made it
possible to assess the current state of technology use in the industry and identify trends for further
research.

5. Results and Discussion

Information and telecommunication technologies play a key role in the development of the
hospitality and tourism industry, providing strategic advantages in the competition. V. Katsoni [10]
notes that the use of information and communication technologies allows hotels and travel companies
to interact with customers more effectively using electronic customer relationship management
systems, which helps to strengthen their market positions. R. Leung and R. Law [12] emphasize that the
development of information technology is decisive for achieving strategic advantage. They emphasize
that along with the field of information technology, information support is also developing. If at the
initial stage, the emergence of the Internet in general played an important role, then with the advent of
new technologies on the Internet, new information opportunities for the development of the tourism
business constantly appear. [. Khatri [11] adds that ICTs not only simplify the communication processes
between a company and customers but also play a critical role in collecting and analyzing customer data,
allowing travel companies to customize their marketing and service strategies in a more targeted
manner.

The advent of the Internet has greatly simplified the application and booking procedures in hotels,
increasing the convenience and efficiency of these processes. Four global distribution systems, known
as AeroSvit, Amadeus, Galileo, Sabre and Worldspan, dominate the market, covering more than 90% of
the hotel sector and having more than 400,000 installations in travel agencies around the world. Their
dominant position and status as the "golden quartet” are due not only to their wide coverage but also to
their ability to integrate regional booking systems that meet local practices and provide global coverage
[12].

An analysis of the literature shows that the importance of social networks in the development of
customer interaction in the hospitality and tourism industry has changed dramatically. In particular,
authors such as S. Dewnarain et al. [6] and B. Milovi¢ [14] deeply explore this topic, emphasizing that
social networks have become the main tools for managing customer relations in hospitality. Social
networks such as Instagram, YouTube, and X play a crucial role in shaping companies’ communication
strategies. Instagram, for example, allows you to post visually appealing content, which is especially
effective in the tourism industry, where visual perception is of great importance. Platforms like YouTube
provide opportunities to showcase services in the form of videos, which helps potential customers get
a better idea of what they can expect from the visit. X, instead of the traditional Twitter, has become a
platform for quick updates and interaction with users in real time, which contributes to the immediate
engagement of the audience.
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The development of CRM systems in the hospitality industry plays a key role in automating
management and customer interaction, becoming a tool for improving efficiency and providing
competitive advantages. The literature review highlights the importance of adapting and updating these
systems to meet changing market conditions and consumer demands. According to V. Katsoni [10],
information technology, in particular CRM systems, allows hotels to collect, analyze and use customer
data to personalize service and improve customer experience. This use of data helps to create more
accurate marketing strategies and optimize customer interactions. S. Dewnarain et al. [6] discuss how
social media and integrated CRM systems are transforming the way hotels interact with customers,

providing an opportunity to create stronger relationships and better understand customer needs.
Based on the analysis of various sources, we can compile a list of the top 10 CRM systems that are

currently considered the most effective in the hospitality industry for automating service and

management in Table 1.

Name and website

Purpose and benefits

Table 1. TOP 10 CRM for Hospitality Management Process Automation

Disadvantages

Salesforce [20]
salesforce.com
Revinate [19]
revinate.com
Dailypoint [5]

dailypoint.com

Cendyn [3]
cendyn.com
Guest Touch [8]

guesttouch.com
Actabl [1]
actabl.com
Cloudbeds [4]
cloudbeds.com
Duve [7]

duve.com

Monday CRM [15]

monday.com

Pipedrive [17]
pipedrive.com

Source: Systematized based on sources [1; 3-8; 15; 17; 19; 20].

CRM for
management,
customization
CRM to attract guests through
collecting reviews, effective marketing
automation

guest
data analytics,

experience
high

CRM to personalize marketing
campaigns, strong analytics
capabilities

CRM for marketing automation,

comprehensive reporting capabilities

CRM for managing communication
with guests, user-friendly interface

Integrated CRM solution for revenue
optimization, user-friendly interface

CRM with strong integration with
third-party applications, improved
operational efficiency

CRM to improve guest experience
through digital communication, ease
of use

Project management and CRM tool for
better management, high
customization

CRM with strong automation features,
intuitive interface

Complexity of setup, high cost, need
for staff training

Limited customization, integration
issues, difficulty using analytics

Time-consuming implementation,
outdated interface, integration
reliability issues

High cost, limited customization
options, maintenance issues

Limited analytical capabilities,
complexity of configuration,

additional integrations

Higher cost and complexity can scare
away smaller operations, bugs in
functionality

High cost for smaller properties,

support feedback issues

Implementation challenges, limited
functionality, additional integrations

Difficulty with insufficient
organization, potentially high cost

High costs when adding users, may not
meet industry needs

For Ukrainian hotels, there is an affordable and practical solution that includes a set of systems

for automating various aspects of hotel activities. These systems include Hotel 2000 to automates hotel
services, Restaurant 2000 to automates bars and restaurants, Stock 2000 to automates restaurant
inventory management, and automated interfaces with accounting systems, PBX, and access control
systems with electronic locks.
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The Hotel 2000 system is a classic front-office application specially designed to automate key
hotel services such as reservations, reception operations, cash operations, and household tasks. This
system effectively facilitates the booking of individual and group rooms, as well as the reservation of
room units by companies and tour operators with clear monitoring of quotas for each organization.

The COVID-19 pandemic has had a significant impact on the development of tourism products,
especially in the hospitality and restaurant industries. The introduction of restrictions on travel and
social interaction has led to the need to adapt and implement new information technologies to support
customer interactions and preserve business. In particular, in the restaurant business, this has led to the
rapid development of online food delivery services, digital menus, and order management systems that
allow customers to enjoy restaurant services without the need to visit establishments. These changes
have contributed to the increased use of digital platforms and tools that improve customer experiences
through personalized service, faster order fulfillment, and optimized interactions. Thanks to the analysis
of a large amount of literature, we can single out five online services that are most popular among users
of Table 2 restaurants.

Table 2. TOP-5 online services for ordering food for restaurants
Name and website

Purpose and benefits Disadvantages

Comprehensive restaurant management
system with online ordering. More than
120,000 restaurants use it. Suitable for cafes,
bakeries, and hotels.

Specialized in orders and payments.
Supports integration with other POS systems
such as Toast and Square.

Toast [24] There may be a high cost of

additional features.
toasttab.com

Bbot [2]

Limited  marketing and

bbot.menu loyalty programs.

Square Online [22]
squareup.com
Popmenu [18]

popmenu.com

Menufy [13]

A comprehensive business management
platform with SEO integration and no hidden
fees.

A system with the ability to manage online
orders, interactive menus, and marketing
tools. Supports 10,000+ restaurants.
Provides restaurants with their own
branded site for orders. Includes integration
with restaurant operations, and payment per

There may be additional
transaction costs, depending
on the plan you choose.

High monthly cost, especially
for the premium plan.

Limited support and

marketing opportunities.

menufy.com .
fy order without a monthly fee.

Source: Systematized by the authors based on [2; 13; 18; 22; 24].

These services not only meet the needs of today’s consumers but also significantly increase the
competitiveness of restaurants at a time when traditional service methods have been limited due to the
pandemic.

6. Conclusions

Information and telecommunication technologies provide significant strategic advantages in the
hospitality and tourism industry, which allows companies to increase the efficiency of interaction with
customers and optimize management processes. Electronic customer relationship management (CRM)
systems allow hotels and travel companies to collect, analyze, and use customer data to personalize
service. This not only helps to increase customer satisfaction but also allows you to develop marketing
strategies that more closely meet the needs and preferences of consumers.
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A significant increase in the availability of information and services via the Internet is crucial for
today’s travel business. Global distribution systems allow you to efficiently manage bookings by
integrating a variety of hotel services and facilitating customer access to them through online platforms.
This not only simplifies the application and booking processes for end users but also provides hotels
with the ability to manage the number of bookings and establish effective communication with tour
operators and corporate clients.

The development of social networks and their integration with CRM systems have become a key
factor in the formation of communication strategies in the hospitality industry. Platforms like Instagram
and YouTube allow you to publish visual content and videos, which are especially attractive in the
tourism industry, where visual perception plays an important role. Effective use of these tools helps not
only to attract new customers but also to create strong relationships with current customers, thanks to
a quick response to their requests and high quality of service.
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