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IMPLICATIONS OF MODERN TECHNOLOGY
DEVELOPMENT FOR THE TOURISM SECTOR
OF THE REPUBLIC OF SERBIA

Abstract

Tourism is often defined as an economic sector that deals with innovation
and production of tourism products and services. It is a very complex economic
sector, since tourism products and stakeholders are constantly changing due to
changing external forces. Therefore, development and progress of information and
communication technology have had an enormous impact on tourism as well as on
other sectors of the economy associated with it. Over the years, the use of modern
technology in tourism has been expanded to provide a wider range of products and
services to tourists all over the world, and is a key determinant of competitiveness
in this sector. The subject of this paper is a look at the implications of modern
technology for the tourism sector of the Republic of Serbia and the ways in which
it contributes to increasing competitiveness. The analysis relies on the World
Economic Forum methodology for the presentation of competitiveness of the travel
and tourism sector, namely the Travel and Tourism Competitiveness Index. The aim
of the paper is to examine the degree of contribution of ICT readiness pillar to the
competitiveness of the tourism sector in the Republic of Serbia.
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NMIVINMKAIIUJE PA3BBOJA CABPEMEHUX
TEXHOJIOT'NJA HA CEKTOP TYPU3MA
PEIIYBJIMKE CPBUJE

Ancmpakm

Typuzam ce wecmo degununie Kao cekmop npuspeoe Koju ce 0asu UHOBUPAILeM U NPO-
U3B00HOM MYPUCIUYKUX NPOU3600a U yciyea. M3y3emHo je ciodicer cekmop npugpeoe ¢
003Upom Ha Mo 0a ce MyPUCIUYKU NPOU3B00U U AKMEPU CHIATHO Merbajy 3002 npovMena
cnomawrbux cnaza. Cmoaa je paseoj u nanpeoax unGopmayuHo KOMyHUKAYUOHE MEXHO-
Jlo2uje umMao 0pomar ymuyaj na mypuzam Kao u Ha OCmaie ceKmope npuspeoe nogesa-
He ca rum. Tokom 200una, ynompeba cagpemenux mexHoiocuja y mypuzmy je ynanpehu-
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6aHA 30 NPUICAIbE WIMO WUpee OUjanasona npou3eo0a U Yciyed mypucmuma wupom
c6ema u K/byuHa je 0emepmuHanma KOHKypeHmHoCmu y 06om cekmopy. Ilpeomem o6oe
paoa jecme caznedasarbe UMNIUKAYUJA Koje caspemMere mexHoiozuje ocmaspyjy H ace-
kmop mypuzma Penyonuxe Cpbuje u nauuna Ha Koju oonputoce nogefiarby KOHKypeHm-
Hocmu. 3a ananusy y paoy kopuwhiena je memooonocuja Ceemckoe ekoHoMcKoe ghopyma
30 NPUKA3UBAILE KOHKYPEHMHOCIU CEKMOopa Nymoearea u mypusma maunuje Hnoexc
KOHKYPEeHMHOCIU nymoearsa u mypusma .Ljum pada je ucnumamu cmenen 0onputoca
nuapa chpemMnocm ungopmayuono komyrukayuorne mexuonozuje (ML[T cnpemnocm)
Ha KOHKYpeHmHocm cekmopa mypusma y Penyonuyu Cpouju.

Kwyune peuu: mypusam, un@opmayuoHOKOMyHUKAYUOHE MEXHON02Uje, KOHKY-
penmHocm

Introduction

Tourism industry has for decades recorded continuous expansion and growth. The next
two decades can expect further positive growth. According to World Tourism Organization
(UNWTO) estimates, tourism is the second largest industry in the world, which has for many
years recorded constant positive growth, and participates in world GDP with 9.8% (7.2
billion USD). The share of tourism in world exports of goods and services amounts to 7%
(1.5 trillion USD), while in many developing countries tourism is ranked as the main export
sector. At the same time, it employs about 284 million people, i.e. 1 out of 11 jobs is in the
tourism sector. That tourism is on the rise around the world is seen in the change from 25
million tourists in 1950 to 1186 million tourists in 2015 (UNWTO, 2016)

Tourism sector will grow by 3.3% annually in the future (2010-2030), and the average
annual growth rate of tourism consumption will be around 11%. This projected growth rate
for the period of 2010-2030 represents an increase of about 43 million international tourist
arrivals on average annually. By comparison, to indicate that this is a positive growth
trend, it should be emphasized that the average increase in international tourist arrivals
amounted to about 28 million annually in the period 1995-2010. Europe, one of the most
visited regions in the world, in the future will represent the most important place in the
world tourism with a share of 41% in the total number of arrivals of international tourists
(UNWTO, 2011). Serbia, although in the center of the growing tourism market, according
to the Travel and Tourism Competitiveness Index (TTCI), is ranked 95" out of 136 countries
in the world in 2017., while in Europe it is in an unenviable 35" place, pointing to the low
level of competitiveness of our country for tourists worldwide (WEF,2017).

Competitiveness of the tourism sector of the Republic of Serbia and its
recognizability among foreign tourists on the world destination map is closely related
to the development and application of modern technology in tourism. There is a need to
follow the trends in the constantly changing tourism industry, and to better and clearer
understand tourists’ demands. Innovation and application of advanced technology are not
only a factor of competitiveness, but also a factor of survival, growth, and development
on an extremely turbulent tourism market. The subject of this paper is a look at the
implications of contemporary technology for the tourism sector of the Republic of
Serbia and the ways in which it contributes to increasing competitiveness. Using the
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methodology of the World Economic Forum, i.e. Travel and Tourism Competitiveness
Index, the aim of the paper is to examine the degree of contribution of ICT readiness
pillar to the competitiveness of the tourism sector in the Republic of Serbia.

Review of literature

In order to highlight the essence of competitiveness in the field of tourism, the
concept of tourism should first be taken into consideration, taking into account the fact
that, as a phenomenon, it depends on a very wide range of factors and significantly
influences the direction of the overall development of space and society in general.
Tourism is a very complex economic sector, whose development has a crucial impact on
the progress and prosperity of a national economy. Tourism, as an economic sector, is
seen as an alternative form of economic activity, and should be viewed as a component
of a large series of development initiatives within each economic system. In addition,
this does not strictly mean that tourism cannot be the main source of income and jobs in
a society, but that its influence and role over time vary (Chou, 2013,p.227).

Over the past years, tourism has given significant dynamics to the economy at
the global level, as it is traditionally a very innovative industry (Hjalager, 2010,p.3).
Tourism is a global growth industry, but for more than five decades it has been spurred
by the influence of many factors. Factors that stimulate this growth are related to the
level of income and wealth, changes in lifestyles and tourist values, increased leisure
time, education, information and communication technology, improvement of general
and tourist infrastructure, as well as destination marketing and promotion (Matias et al.,
2007,p.4). Tourism is an important stimulus for economic development, especially for
less developed countries like ours. Therefore, it has become one of the largest economic
sectors in the world (Jovanovi¢, 1li¢, 2017,p.540).

With the increasing information in the present, information and communication
technology has found a role in a large number of industries, including tourism. Since
tourism is one of the most dominant industries with a large amount of money, information
transfer, as well as tools and mechanisms for managing information, need to be of very
high standard and quality (Ubavi¢, 2015, p.164). The development of modern information
technology, especially during the last decades, has caused a revolutionary turn in all
segments of promotion and functioning of the tourism sector. Over the years, tourism
industry has developed significantly along with the development of new technology. The
information revolution that permeates all sectors of the economy in terms of business
has quickly entered the tourism sector, which sees this process as the best opportunity
for maintaining or improving competitive position, as the condition for survival on the
market (Brdar, 2015).

Ataglobal level, the application of modern information and communication technology
(ICT) has changed the way of doing business in tourism and the realization of its activities.
ICT has globally transformed tourism and offered a range of new development opportunities.
Products related to tourism can increase the globalization of the tourism industry in areas
such as hotels, restaurants, travel agencies, or tour operators. Therefore, the use of ICT has
the potential to turn markets from local to global, while in times of crisis it can contribute
to better positioning on the tourism market where the number of competitors increases

EXEIEKOHOMUKA 39



©JlpywtBo ekoHomucra “Exonomuka” Hun http://www.ekonomika.org.rs

daily (Aramendia-Muneta, Ollo-Lopez, 2013). The role of information and communication
technology will be increasingly significant in terms of overcoming differences in time and
space, which exist among different and widely distributed stakeholders in the process of
creating and delivering tourism products and services.

The spread of ICT has a major impact on ensuring sustainable and globally oriented
tourism development, primarily in less developed areas (UNCTAD, 2004). In addition,
ICT and social media give special opportunities to developing countries to catch up
with contemporary trends and act more efficiently on the market, without large financial
resources, as well as a chance forinaccessible destinations to communicate with the tourism
market (Tourism Development Strategy of the Republic of Serbia for the period 2016-
2025, p.20). With the help of ICT, many tourism related activities are performed, such as:
direct contact with clients and partners (booking, check-in/check-out, payment), office
work (accounting, payroll, staff management, marketing), entertainment and services for
clients, communication with customers and partners, market research, crisis response
and management, flexible and dynamic pricing through revenue management, product
differentiation and personalization, control of performance indicators, construction of
feedback mechanisms, business process and staff management, and others.

The dynamic development of information technology has significantly changed
communication in tourism; it being the key determinant of competitiveness, while a wide
range of technological achievements are driving the evolution (Mili¢evi¢ et al., 2013,p.2).
Communication in tourism used to come down only to personal contacts between tourists
and service providers. Much has changed until today, so services are available 24 hours
a day for 7 days a week all year round and are not limited to working hours only. The
creation of tourism online portals has completely transformed all activities related to the
provision of services to tourists, since these portals are successful in effectively organizing
and distributing all tourists’ demands and tourism industry offers (Wahab, 2017).

Along with the change of tourism communication using ICT, computerized
reservation systems were developed in the nineteen-seventies, global distribution systems
in the eighties, and the Internet in the nineties, which completely changed the practice
of doing business in tourism. Apart from the implications for changing the structure of
business in the tourism sector, the development of ICT has also affected the perception
of tourists through the strengthening of interaction links, whereby ICT has a leading
role in the exchange of information, knowledge, products, and services (Markovic,
2008,p.136). At the same time, ICT has become a support to many critical functions in
tourism, contributing to significant innovation in this sector.

A computerized reservation system first appeared in airline companies. CRS (Computer
Reservation System) is a computerized system, used to store and manage information as
well as to manage travel-related transactions. Although it originated in airline companies,
CRS later expanded to hotel industry, rent-a-car, and other tourism branches. Large CRS
operations that book and sell tickets for multiple airline companies are within GDS (Global
Distribution System), a network where companies perform operations in terms of automatic
transactions between the third party (service provider) and booking agents (travel agencies)
with the aim of providing tourist services. The hotel business uses exclusively CRS, whose
main functionalities are: reservations — individual, group, business, free rooms, price, deposit
handling, blocking of rooms, change/cancellation of reservations, possibility of booking
transportation, restaurants, activities, and the like (Njegus, 2007, p.132).
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More and more services provided to tourists are based on the use of the Internet as
the main communication channel, which allows simultaneous reduction in operating costs
and increased number of clients. In practice, this means that tourists have the opportunity to
communicate directly with the ultimate tourism service providers, and are able to identify,
satisfy, and even change the requirements for tourism products and services, and, on the other
hand, the service provider can more effectively meet the increasingly complex demands of their
clients (tourists) (Spasi¢, 2007, p.45). Tourism and travel, in a large number of studies, fall into
the main categories of products/services that are purchased online (Kim et al., 2011, p.259).

In 2008, around 24% of Internet users around the world used the Internet to book
airline tickets (Nielsen, 2008 ). A survey conducted in 2013 found that in 2012 over 88%
of Americans used the Internet to plan and book their travel (Choe, Fesenmaier, 2014,
p.428). According to a survey conducted by Google in 2014, for 56% of tourists, the
Internet is the source of travel ideas, and as many as 74% of tourists travelling for private
purposes use the Internet to organize travel (Google, 2014). In addition, 85% of tourists
search the Internet for a potential destination, and average tourists make even 55 online
searches before choosing a place to book (UK Essays, 2015).

Fast ICT growth makes it easy for tourists to access valuable information and at
the same time improve the experience of tourists (Buhalis, Law, 2008; Neuhofer, Buhalis,
2012). Because of this, modern business environment in tourism, but also in other branches
of the economy, must be in line with the potentials provided by new ICT (Van Limburg,
2012). Information and communication technology is considered a powerful driver for the
development of the tourism sector of any economy, and has the potential to build a yield-
based tourism industry (Deuchar, 2012). It has been proven that ICT greatly affects the
reduction of operating costs and allows small enterprises to compete internationally (Arker,
2010). It should be noted that the application of ICT in tourism encourages innovation in this
sector and creates a constant avalanche of novelties for both businesses and tourists.

Figure 1 A display of the connection between ICT readiness and tourism revenues

Aserage spending (USS thowsands)
per international towrist

5

ST Readiness pillar scorns

Source: WEF (2017) The Travel and tourism competitiveness report 2017, http://www3.
weforum.org/docs/WEF _TTCR 2017 web_0401.pdf
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Considering the impact of ICT on the competitiveness of the tourism sector, some
authors consider ICT as the key factor of competitiveness, as it reduces transactions and
operating costs (Buhalis, Kaldis, 2008). On the other hand, there is a view that there is
no direct positive link between the application of ICT and competitiveness (Mihali¢ et
al., 2015). What is more, some researchers claim that competitiveness will improve only
with new innovation, accompanied by widespread use of technology (Blake et al., 2006).
In addition, ICT readiness directly correlates with the amount of value that tourism can
generate (Figure 1) (WEF, 2017). ICT is becoming a key determinant of competitiveness
and productivity in tourism, enabling it to more easily increase its market share and
increase its capacity to launch innovation.

Tourism that integrates ICT into different aspects of its functioning can be called
e-tourism and its trends can be tracked in Table 1 (Buhalis, O’Connor, 2005). Buhalis
defines e-tourism as an application of ICT in tourism, and states that e-tourism combines
three separate disciplines: business management, information systems and information
management, and tourism (Buhalis, 2011). Specific e-tourism activities presuppose the
existence of a larger number of participants interested in performing tourism activities in
a virtual space through a specialized portal. E-tourism determines the competitiveness of
tourism companies using the advantages of the intranet to reorganize internal processes
within a tourism company, extranet to conduct transactions with reliable business
partners, and the Internet for interaction with all interested clients.

Table 1. ICT enabled eTourism trends
eTourism TRENDS

. Distribution—
Consumer —customer Company — profitability driven istribution

centric partnership enabled
Revenue
o . Expansion of
. Personalization P Cost
. markets and
. Location/context/ . . Internal .
operations . . . Virtual
mood aware - integration o
. . . Marketing and . organizations
. Proactive/anticipatory . . Reduction of .
. . promotion . L . Interoperability
. Reactive/adaptive to . o intermediation .
. Direct distribution . . Developing a
consumer needs . . Intelligent
. . Yield management value system
. System integrated . procurement
. . . . Extensive
. Satisfaction driven o
distribution
strategy

Source: Buhalis, O’Connor (2006) Tourism management dynamics: Trends,
management and tools

ICT has a profound impact on e-tourism, which is reflected in the digitization of
all processes and value chain in travel and tourism, hospitality, and hotel management.
Tactically, e-tourism allows all companies to manage their business and do e-commerce.
Strategically, e-tourism revolutionizes business processes, the entire value chain, as
well as strategic relationships among the interested parties. Tourism companies need
to increasingly use ICT in the development of a customer (tourist)-oriented strategy,
for profitability and possible partnerships that ultimately lead to a better competitive
position.
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Thus, electronic mediators have had a great role in the application of modern
information technology, and, through the influence of technology, linked tourism industry
and clients (tourists) at the global level, thus facilitating distribution. In recent decades,
tourist activity has been increasingly shaped by comparing prices and combining
technology. New mobile applications continuously develop, offering a wide range of
opportunities, social networks get consolidated within a more transparent market, while
changes in the value chain concept create new business models. In short, changes are
becoming more and more apparent and constant, just like the opportunities created by
the application of new information and communication technology in the tourism sector.

Application of modern technology in tourism
in the Republic of Serbia

Like most European countries, Serbia has great potential for the development of
tourism, which is the driving force for some other industries, such as transport, food
and processing industry, construction and consumer goods industries. The improvement
of the tourism sector in the Republic of Serbia is considered one of the development
priorities. The Republic of Serbia has adopted a tourism development strategy for the
period until 2025, which aims to approach tourism in a systemic way, striving towards
sustainable economic, ecological, and social development of tourism, strengthening the
competitiveness of the tourism economy and related activities, increasing direct and total
share of the tourism sector in GDP and the number of employees, and improving the
overall image of the Republic of Serbia in the region, Europe, and the world (Tourism
Development Strategy of the Republic of Serbia for the period 2016-2025, p.2).

According to the 2015 data, the total share of the tourism sector in GDP of the
Republic of Serbia is 6.4%, while direct share is 2.2%. Tourism and hospitality together
count about 30,000 direct employees, and there are about 157,000 newly employed in
tourism and related activities. The total number of tourists in 2015 was 2,437,000. Of this
number, there were 1,305,000 domestic tourists, which is by 12.2% more than in 2014,
while the number of foreign tourists who visited our country was 1,132,000, and was
higher by 10.1% compared to 2014 (Statistical Yearbook of the Republic of Serbia, 2016).

The application of information and communication technology has significantly
changed the structure and principles of doing business in the tourism sector of Serbia.
Wisely using ICT can be an innovative strategic tool for tourism companies in our country,
which will help them, become more competitive and improve their business and market
position both domestically and internationally. Modern ICT accelerates the process of
linking tourist offer and tourist demand on the market, giving a completely new dimension
to the distribution of package holidays and better recognition and visibility of Serbian
tourist offer on the global market. With the increased level of tourist information and
more detailed presentation of Serbia’s tourist potential through electronic channels that
become available by implementing ICT, it is to be expected that the number of tourists
as well as revenues from tourism will increase. Modern ICT services and applications,
which make it easier for tourism companies to sell their products and services on the
Internet, open the possibility for a more expansive development of e-tourism, which is
an integral part of the electronic trade in Serbia.
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The problem that has arisen in the Serbian tourism sector is the poor political and
economic situation, which caused a delay in adopting ICT, which proved to be a very
significant aspect of the development of this sector of the economy. Over time, as the problem
disappeared, the Internet became more and more accessible to all participants in the business
world, as well as to the tourist companies in Serbia, which used it to develop presentations
of tourist destinations, representing the whole country, certain regions, and certain sites. The
web portal is used to present the tourist potential of Serbia, attract domestic and foreign
tourists, and provide useful information. The most famous domestic web portals are Srbija.
travel, Visit Serbia.org, Serbia TouristGuide.com, Serbia.com, and BelGuest.rs.

Tourism Development Strategy of the Republic of Serbia for the period 2016-
2025 presents SWOT analysis, which, as a weakness of the tourism sector, identifies
the inadequacy of domestic Internet platforms and ICT applications for the promotion
of tourist destinations, virtual guides, and applications. In order to overcome these
weaknesses and make the vision of tourism development come true, one of the main
growth drivers in the future is the improvement of ICT system of promotion and booking
and raise the efficiency of capacity commercialization. The fact that only 5% of Serbian
citizens use the Internet to reserve a trip, while most do it alone or through a travel agency,
confirms the necessity of focusing efforts on this. In order to successfully implement the
strategy vision, as well as for the desired market positioning, there should be changes
in the functioning of the tourist organization of Serbia, in terms of providing a unique
information and communication system in tourism and the application of modern ICT
tools. The European Union supports and finances numerous activities and programs in
the tourism sector of Serbia, in order to facilitate strategy implementation, and one of the
priority activities is the development of tourism-related ICT products.

Results and discussion

Tourism is a complex industry, so destination competitiveness is the result of
many factors (Vanhove 2006). Competitiveness of the destination is usually analyzed
using the relevant models. The most frequently used model was developed by the World
Economic Forum under the Travel and Tourism Competitiveness Index. The Travel and
Tourism Competitiveness index (TTCI —Travel and Tourism Competitiveness Index)
was developed to measure the global competitiveness of the travel and tourism sector
among different countries. This index aims to measure the attractive factors and policies
for the development of the travel and tourism sector in various countries. In the past, the
TTCI structure consisted of three main subindices with 13 pillars analyzing about 75
indicators. Since 2015, the TTCI methodology has changed, in terms of the number of
indicators analysed, in order to present a more realistic picture of the travel and tourism
competitiveness. The new 90 indicators are classified into 4 main subindices (1. Enabling
environment; 2. Travel and tourism policy and enabling conditions; 3.Infrastructure; and
4 Natural and cultural resources) and 14 pillars (WEF, 2015).

The Enabling environmentsubindex includes factors that are directly related to
economic growth and are important for business development, including but not limited
to travel and tourism sector. Within this subindex there are the following pillars: 1.
Business environment; 2. Safety and security; 3. Health and hygiene; 4. Human resources
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and the labor market, and 5. ICT readiness. The new subindex, Travel and tourism policy
and enabling conditions, is made of pillars that are more specific for the tourism and
travel sector. These are: 1. Prioritization of the tourism and travel sector; 2. International
openness; 3. Price competitiveness; and 4. Environmental sustainability. More precisely,
pillars refer to direct measures for the realization of tourism and travel policy, factors
that directly affect the decisions of tourists to choose a destination, and natural capital
on which a large part of the tourism industry is based, and which needs to be preserved.
The separation of infrastructure as a separate subindex points to its driving force for the
tourism sector. The pillars in this subindex are: 1. Air traffic infrastructure; 2. Road and
port infrastructure; and 3. Infrastructure for the provision of tourist services necessary
for the smooth development of tourism and better competitiveness. The role of the last
subindex, Natural and cultural resources, is particularly emphasized, whose structure
is precisely composed of two pillars 1. Natural resources, and 2. Cultural resources
and tourism business. In addition to business and personal reasons, cultural and natural
resources are probably the main reason for visiting a destination. There is a tendency to
give national importance to these two pillars, and develop policies for their protection
and promotion (WEF, 2015).

Figure 2 Subindices of the Travel and Tourism Competitiveness Index

Travel & Tourism Competitiveness Index (TTCT)
| | | l
w \

Natural and
Cultural Resources

y e
Enabling T&T Po‘fc.y and &
Environment Enabhng ]
8 Conditions
|
Business
Environment

Safety and Secunty

[

Health and Hygiene

Humanresources
and Labour Market
¥

ICT Readiness

Source: World Economic Forum (2015) The Travel and Tourism Competitiveness
Report 2015, Geneva, Switzerland.

The focus of this paper is on ICT readiness pillar (formerly referred to as ICT
infrastructure), which is extremely important for all sectors of the economy and is
considered part of the general environment for the development of tourism and travel.
Internet services and business operations are increasingly important for travel and
tourism, while the Internet is used for travel planning and accommodation booking. This
pillar measures the rate of ICT penetration (Internet and telephone lines), which reflects
social networking activities and the use of the Internet by companies in their business
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transactions (WEF, 2017). Therefore, the eight components of this pillar measure not only
the existence of modern infrastructure (mobile network coverage, quality of electricity
supply), but also the ability of companies and individuals to use and provide online
services. The inclusion of ICT readiness in TTCI is the result of years of research that
has shown that the key to the success of tourism is precisely in connectivity, both social
and technological. Social cohesion is closely intertwined with technology in terms of the
Internet that connects people all over the world and has enabled their constant contact.

In accordance with the subject of this paper, to examine the implications of
modern technology for the tourism sector of the Republic of Serbia and the way in which
it contributes to increasing competitiveness, the travel and tourism competitiveness
index (TTCI) is analyzed more precisely, i.e. the pillar which closely assesses the
competitiveness of ICT readiness (infrastructure) in our country. The focus is on all
available World Economic Forum reports on TTCI covering the time interval from
2007 to 2017, following the trend of ICT readiness pillar for the Republic of Serbia.
According to the latest report of the World Economic Forum for 2017 on the travel and
tourism sector competitiveness in countries around the world, Serbia is ranked 95" of
136 analyzed countries. The total value of the travel and tourism competitiveness index
is 3.4, increasing by 0.1 compared to the previous year, but not resulting in moving
forward in the rankings. In the previous year, Serbia held the same 95" position in the
list. Observing the index as a whole, one can note a slight increase in almost all pillars of
travel and tourism competitiveness included in the index structure.

Graph 1 Trends in the value of the Competitiveness Index for Serbia in the period 2007 — 2017

5 .
45 1 42
4 -
3.5 -
3 -
2.5 -
2
15
1 -
0.5 -
0 . . . . . . .
2007 2008 2009 2011 2013 2015 2017

3.8 37 3.9 3.8

Source: WEF (2007, 2008, 2009, 2011, 2013, 2015, 2017)

Graph 1 shows the trend of TTCI values in the period from 2007 to 2017 and a
declining trend, but with great instability in terms of significant oscillations in a short
period of time. Major oscillations are mentioned because a change of only 0.01 can
result in a significant move in the rankings, especially in the part of the list where Serbia
is. There is a big difference in the value of TTCI in 2007, when Serbia and Montenegro
were analyzed as one country, and in 2017, when the value slightly increased compared
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to the previous year (2015), when TTCI was the lowest since it started being calculated.
When it comes to the best ranked economy by the TTCI value, in this year’s report Spain
for the second time in a row occupies the first place with the highest TTCI value (5.43),
while Yemen is in the last position in the list with the lowest TTCI (2.44). The second
most competitive economy in terms of travel and tourism is France, while Germany is in
the third position as in the previous report (WEF, 2017).

Table 2 Rank and value of TTCI and ICT readiness pillar for Serbia in the period 2007-2017

Year 2007 2008 2009| 20m| 2013| 2015] 2017
Serbia

Number of 124 130 133 139 140 141 136

country

Rank 61 78 88 82 89 95 95
TTCI

ICT readiness

Source: WEF (2007, 2008, 2009, 2011, 2013, 2015, 2017)

Unlike the value of TTCI, which gradually declines over time, and, thus, the ranking
of Serbia in the world list, the value of ICT readiness pillar has been steadily increasing over
the years. The value itself increased by more than one point, but, depending on the number
of countries analyzed, the ranking oscillated from 46™ to 63" position in the list (Table 2).
The increasing penetration of modern technology and its implementation into companies’
operations, as well as everyday application by individuals, made Serbia more competitive
with ICT readiness and thus recognizable for tourists around the world. In this respect, the
Tourism Development Strategy of the Republic of Serbia for the period 2016-2025 gives
priority to the development of ICT tools in tourism. Hong Kong is the most competitive
economy by TTCI in terms of ICT readiness in 2017. Germany and Switzerland follow it,
while the lowest level of application of modern technology is present in Burundi.

Table 3 Value of ICT readiness pillar components for Serbia in the period 2013-2017

2013 2015 2017
Structure of ICT readiness Change Change
Rank | Score Rank | Score Rank Score

ICT use for biz-to-biz transactions 117 4.2 e 88 4.5 N 95 44
Internet use for biz-to-consumer transactions 122 3.5 2 95 4 2 89 4.1
Internet users % population 67 42.2 2 65 515 2 56 65.3
Fixed-broadband Internet subscriptions /100 30 373 \ 50 142 » 51 174
pop.

]I;/loolrlle-cellular telephone subscriptions /100 37 125.4 \ 56| 1194 » 60 1205
Mobile-broadband subscriptions /100 pop. 37 34.5 2 39 53.7 2 40 71.8
Mobile network coverage % pop. 53 99.7 7 50 99.8
Quality of electricity supply 75 4.3 2 70 4.8

Source: WEF (2013,2015,2017
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ICT readiness pillar is composed of eight components: ICT use for B2B
transactions, Internet use for B2C transactions, number of Internet users, number of fixed
broadband Internet subscribers, number of mobile phone subscribers, number of mobile
broadband network subscribers, mobile network coverage, and quality of electricity
supply (WEF, 2017). Based on the three-year period shown in Table 3, changes in the
value of ICT readiness pillar point to a constant growth trend in most of its components.
The highest percentage change in growth was achieved with the Internet use for B2C
transactions and the quality of electricity supply, followed by the number of Internet users
and the number of mobile broadband subscribers, in relation to their values in 2013 and
2017. Oscillatory trend with a slight decrease in value in this period was characteristic
for components of ICT use for B2B transactions, number of fixed broadband Internet
subscribers, and number of mobile phone subscribers. In addition to the value of the
components, the ranking of Serbia in the world list also changed. According to the
ranking of ICT readiness pillar components, Serbia is in terms of the number of Internet
users, number of fixed broadband Internet subscribers, number of mobile broadband
subscribers, mobile network coverage, and number of mobile subscribers in the first half
of the world list for 2017.

Table 4 TTCI and ICT readiness pillar correlation matrix for Serbia in the period 2007 —2017

TTCI ICT readiness
Pearson Correlation 1 434
TTCI Sig. (2-tailed) 033
N 7 7
Pearson Correlation 434 1
ICT readiness Sig. (2-tailed) 033
N 7 7
Source: Authors’ own calculation based on WEF data

Using the statistical method of correlation analysis, the relationship between TTCI
and ICT readiness pillar from 2007 to 2017 was examined. By calculating the Pearson
coefficient for the two variables in the analyzed time period, it is concluded that there is
a direct medium strong correlation between them. The Pearson coefficient value is 0.43,
with a statistically significant level of 0.03, indicating that there is a direct quantitative
agreement between the variables. It should be noted that the change in the value of
ICT readiness pillar can contribute to changing the values of the travel and tourism
competitiveness index, but it does not play a key role in the formation of the total value
of the index.

The use of ICT is a relevant opportunity for the growth and strengthening of the
local tourism industry, as well as for the development of the destination economy as
a whole. In particular, ICT has the potential to increase the revenues of a particular
destination and thus affect the financing of economic and social development (UNCTAD,
2005). ICT power is primarily reflected in the development and strengthening of local
tourism and entrepreneurial activities related to tourism, the development of the right
tourist offer relying on the exploitation of local production and tradition, and facilitating
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direct promotion and commercialization of local tourism offer on international markets,
with reduction of dependence on large foreign intermediaries (Petti, Passiante, 2009,
p.50). Serbia has recognized all the benefits of ICT application in tourism and has made
a number of efforts to implement it efficiently and in as many activities as possible in
order to achieve better competitiveness of this sector, and, thus, higher tourism revenues.
Although the quality of ICT readiness in Serbia is below the level of EU countries, it has
been impressively improving over the past several years. In addition, the quality of ICT
infrastructure itself does not represent a significant obstacle for the business of tourism
companies in our country, since most of them are concentrated in urban areas where
quality meets the high standards that enable smooth electronic business.

Conclusion

Modern technology has in many ways influenced growth and development in
the tourism sector. This is confirmed by the fact that the expectations of tourists have
increased significantly in terms of expecting better and well-designed services. The
expectations are that in the coming years ICT will play an increasingly important role
and will further develop, which will be an opportunity for the tourism industry to deal
with the newly emerging changes in the environment. For tourists, the use of ICT means
better-defined services that are continually improving in order to increase the level of
satisfaction. The main goal of introducing ICT into the tourism sector is certainly an
improvement in the provision of services that give tourists greater value for money
invested in travel and tourism.

For companies in the tourism sector, it is very important to realize that, through
modern information and communication technology, they can secure their existence on
the market, improve communication with tourists, improve the position of their facilities,
sell their tourist products/services, cooperate with other companies and sell their
arrangements, increase their productivity and efficiency as well as revenue, reduce costs
and improve their business. Finally, the ICT revolution has brought about significant
changes in governance and business in the tourism sector, as well as the development of
the electronic form of tourism — e-tourism.

The Republic of Serbia has recognized the need for more intensive implementation
and exploitation of ICT in the tourism sector. The Tourism Development Strategy
of the Republic of Serbia in the period up to 2025 gives one of the key priorities to
investment in ICT development, improvement of ICT promotion and reservations, and
raising the efficiency of commercialization of capacities. According to ICT readiness
pillar, Serbia is listed in the first half of the world list of countries analyzed in 2017,
and aims to continuously increase competitiveness of the tourism sector. The value of
this pillar during all the analyzed years has been steadily increasing, which indicates an
increasing degree of application and distribution of modern technology in the business
of the Serbian tourism sector. In addition to solid ICT readiness compared to neighboring
countries, Serbia has room to improve it.
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