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Strategic management and marketing 
objectives for destinations

Enhance the long term prosperity 
of local people

Delight visitors/tourists by 
maximising their satisfaction

Maximise profitability of 
enterprises

Maximise macro economic 
benefits through maximising 
multiplier effects

Optimise tourism impacts, not 
necessarily attract more visitors

Ensure sustainable balance 
between economic benefits and 
socio-cultural and environmental 
costs
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STRUCTURE

* eTourism is here to stay

*Destinations use the Internet to promote and 

sell their products directly to final consumers

* ICTs opened the door to everybody to package 

destinations

* What next?
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Old eTourism Intermediaries

Transit Region

Transportation

Tourism
Destination

Region
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OTA
TO ITO

Intermediaries
C
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GDS

Viedata

Teletext
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Source: Werthner and Klein,1999

IT & the Internet as the 

tourism industry nucleus

ACCOMMODATION AT 
DESTINATION

Switch

Tour OperatorRegional Tourism 
Organisation

Based on a concept  from

IFITT Workshop, Sept 1998

Travel Agent

National Tourism 
Organisation

Area/Local DMO

Group/ 
Consortium 

CRS

Incoming 
Agent

GDS/CRS

CONSUMER

Air/Rail/Bus + Car Hire 

IT and The
Internet
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SMTEs and ICT engagement

Techno
whizzo

Early adopters

Wait and See

Wildreness - What is the Internet again?
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ICT competence and eCommerce Engagement

Based on Alison Morrison

ICT ignorance and eCommerce Zero Engagement
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eTOURISM ORGANISATION

AND THE BUSINESS INFOSPACE

.
STAKEHOLDERS 

CONSUMERS

COMPETITION

Intranet

Intra-

organis

ational

Extranet

Inter-organisational

Internet

Consumers and 

Society

STAKEHOLDERS 

SUPPLIERS

PARTNERS EMPLOYEES 

MANAGEMENT

NETWORKED 

ENTERPRISE 

& IT 

STRATEGY
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In-flight Meal

Paris Charles De

Gaulle airport 5km

from city centre

92% on time
departure for

this route

Why choose BA?

Your economy
fare includes:

Compare with a

no frills carrier 

e-ticket take upe-ticket take up
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I can travel with my 

home printed 

boarding pass from 

London City - the first 

airport in England

Print your own boarding pass for over

31 european airports

Print your own boarding pass for over

31 european airports
BA Transformational targetsBA Transformational targets

• 100% e-ticket usage

• 50% Self-service check-in (on and off airport)

• 80% core Exec Club interactions self-service

• 35% visit ba.com before they fly

• 45% email address capture

• 60% pre airport APIS data collection

• 100% e-ticket usage

• 50% Self-service check-in (on and off airport)

• 80% core Exec Club interactions self-service

• 35% visit ba.com before they fly

• 45% email address capture

• 60% pre airport APIS data collection

S
c
h
o

o
l 
o

f 
M

a
n

a
g

e
m

e
n
t

© Dr Dimitrios Buhalis Course Leader MSc in Tourism Marketing

S
c
h
o

o
l 
o

f 
M

a
n

a
g

e
m

e
n
t

© Dr Dimitrios Buhalis Course Leader MSc in Tourism Marketing

S
c
h
o

o
l 
o

f 
M

a
n

a
g

e
m

e
n
t

© Dr Dimitrios Buhalis Course Leader MSc in Tourism Marketing



Technology empowered Revolutions for Tourism Destinations

© Dr Dimitrios Buhalis 2006
__________________________________________________________________________________________________

MSc in eTourism http://www.som.surrey.ac.uk/eTourism

Dr Dimitrios Buhalis, Course Leader MSc in eTourism and MSc in Tourism Marketing,

School of Management, University of Surrey, Guildford, GU2 7XH, UK

Tel +44 (0) 1483 686332,   Fax: +44 (0) 1483 686346 

Email:d.buhalis@surrey.ac.uk Internet: http://www.Buhalis.com

S
c
h
o

o
l 
o

f 
M

a
n

a
g

e
m

e
n
t

© Dr Dimitrios Buhalis Course Leader MSc in Tourism Marketing

S
c
h
o

o
l 
o

f 
M

a
n

a
g

e
m

e
n
t

© Dr Dimitrios Buhalis Course Leader MSc in Tourism Marketing

S
c
h
o

o
l 
o

f 
M

a
n

a
g

e
m

e
n
t

© Dr Dimitrios Buhalis Course Leader MSc in Tourism Marketing

Deep linking
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Deep linking
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eTourism 

TRENDS

CONSUMER Customer Centric

•Personalisation – CRM 

•Location/Context/Mood aware

•Proactive/anticipatory 

•Reactive/adaptive to consumer needs

•System integrated 

•Satisfaction     driven

COMPANY Profitability Driven

Revenue

Expansion of markets and operations 

Direct Distribution

Yield management/Revenue Management 

Extensive distribution strategy 

Cost

Internal Integration

Reduction of intermediation

Intelligent procurement 

ASPs

DISTRIBUTION: Partnership Enabled

•Virtual Organisations 

•Interoperability

• ASPs

•Developing a value system

FUTURE

OF

TOURISM
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STRUCTURE

*Innovative Destinations

use the Internet to

promote and sell their 

products directly to final 

consumers
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The Tiscover Network

A network of end consumers:
Over 60 mill. online users

Over 700,000 newsletter subscribers

Partners such as Lycos, Avis, eBookers

A network of business partners:
Over 2,000 DMO partners/customers in 6 countries

The coopetition model:

• Cooperation in terms of IT system and portal usage

• Competition in terms of destination brand and tourism 
products

www.tiscover.com

©
T

is
c
o

v
e

r 
2

0
0

4

www.Tiscover.com

www.tiscover.com

©
T

is
c
o

v
e

r 
2

0
0

4

www.tiscover.com

©
T

is
c
o

v
e

r 
2

0
0

4

Multi-channel Distribution

DB

Appli-
cation

Destination 
Data

Provider

Data

Interfaces to other

travel sites

TIC/Booking 
Centre

Car

terminals

Hand-held 
devices /
Mobile

Retailers /

travel agents

24/7 reservation 

and call centre

Internet

portals

Public terminal

(access point)

www.tiscover.com
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Marketing for individual Tourism Providers

Dolphin

Bay

Hotel PMS

Dist. channel

website

Own website

Mossel Bay

website

Garden Route

website

Western Cape

Tiscover
website
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STRUCTURE

* ICTs opened the 

door to everybody to 

package

destinations
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