Executive Summary
Team Ι1: E-business applications and services in tourism: 

a reality check and future prospects in the Greek tourism industry
Aims of the e-business forum Team I1

Team I1 was formed under the e-business forum programme (funded by The Greek Network of Research & Technology, Ministry of Development) with the aim to study, record and evaluate the adoption, utilization and further development of e-business applications and solutions in the Greek tourism industry. Given the already known and widely reported digital divide, the team concentrated its activities on identifying and exploring the factors both facilitating and inhibiting the adoption and exploitation of e-tourism applications by Greek tourism firms. The results of this study lead to the development of a series of propositions and guidelines directed both to policy makers and tourism enterprises whose aim is to further support and advance the exploitation and diffusion of e-tourism within the Greek tourism industry. To that end, team I1 also organised activities and open forums through which it aimed at alerting and simultaneously informing the Greek tourism enterprises about the wide spectrum and business benefits of the e-tourism applications.

Team I1 consisted of four organizing members. There were two moderators: Dr. Paris Tsartas, Professor of Tourism Development (University of the Aegean) and Director of the interdepartmental program of postgraduate studies of “Tourism Management, Design and Policy” and Dr. Evangelos Christou, Assistant Professor of Marketing of the Department of Business Administration (University of the Aegean); and two rapporteurs: Dr. Marianna Sigala, Lecturer in Production & Operations Management, Department of Business Administration (University of the Aegean) and Ms. Kalotina Chalkiti, Ph.D Candidate of the interdepartmental program of postgraduate studies of “Tourism Management, Design and Policy” (University of the Aegean).

Theoretical Background and Foundations
The widespread diffusion and usage of electronic applications and services have transformed and revolutionalised the way people travel, search for tourist information, buy and consume tourism services and products. E-tourism applications empower tourism demand and democratize travel and tourism by providing tourists the opportunity to easily find, compare, design, assembly and buy its own customized tourism products from a wide and global range of suppliers, destinations and prices. Consequently, tourism demand has become more mobile, less loyal, more demanding and sophisticated. Furthermore, electronic services and applications also enable tourism enterprises and organizations to more effectively manage, coordinate and monitor their inter- and intra- organizational operations and processes at a local, national and global level. E-tourism applications significantly contribute to the operational efficiency and strategic competitiveness of tourism firms at micro level as well as of tourism destinations at a macroeconomic level. A literature review is conducted and analysed in the report detailing how a wide spectrum of e-tourism applications digitize the value chains and systems of tourism firms and organizations and ultimately, lead to business operational and strategic benefits. Overall, by identifying and using different examples and case studies, this reports debates and illustrates how exploitation of new technologies can contribute towards the achievement of a sustainable tourism development providing viable economic, environmental and socio-cultural benefits for tourism firms and all stakeholders at destinations. To that end, the report recommendations are provided regarding e-tourism diffusion and sustainable tourism development: 
· There is a need to develop and maintain destination management systems (DMS) promoting and marketing less well-known and remote destinations. In this vein, tourism economic spending will be geographically dispersed as well as diffused across-seasons leading to more sustainable economic multiplier effects and lower destination’s seasonality. Moreover, DMS should be developed not only based on geographical but also thematic destinations, e.g. a DMS for the wine roads in Greece, religious tourism etc. Such a technological application can enhance and support the marketing, positioning and promotion of a differentiated Greek tourism product that does not solely rely on the mass tourism model of “see, sun and sand”. 
· DMS should also aim at supporting and enabling the digitization and electronic representation of small and medium tourism enterprises that lack the financial resources and technical know how and skills for incorporating and exploiting new technologies in their value chain. Moreover, it is illustrated that such e-tourism applications can also assist in the empowerment of small and medium enterprises in the tourism distribution chain and lowering their dependence on intermediaries.
· Information & Communication Technologies exploitation should also aim at the digital preservation and promotion of heritage and cultural assets of tourism destinations. Electronic applications can positively and efficiently contribute to the digital maintenance, revival, protection and international promotion of the cultural wealth of a country which in turn consist an important factor creating, attracting and boosting tourism demand. Cultural tourism portals can also be developed not only for tourism marketing purposes but also for: educating tourists regarding their behaviour and code of conduct while traveling at a sensitive destination, for example at a fragile physical environment such as the ecosystem in lake Kerkini; as well as for supporting a participatory and community approach (from both tourism and locals) to sustainable tourism development, e.g. by creating tourism forums for debating different issues and allowing locals and tourists to communicate, exchange values and enhance their multi-cultural understanding. In other words, electronic applications can facilitate the creation of digital cultural ecosystems in which various tourism stakeholders can actively participate and contribute towards the development of a sustainable tourism development model. 
· Destination management systems (DMS) act as technological platforms developing and managing clusters of thematic tourism destinations thus targeting the commercial and competitive development of local small medium enterprises. Destination management systems can also be enriched with electronic applications and services aiming to measure and manage the carrying capacity of tourism destinations. For example applications based on Geographical Information Systems can be used for managing and directing tourism flows according to congestion levels and levels of tourism supply. 

· Exploitation of e-tourism applications has been focused so far on marketing, sales and distribution. However, tourism and hospitality firms aiming to fully maximize the benefits of e-business should realize that they need to adopt a more holistic strategic exploitation of e-tourism applications. The latter may include strategic applications such as e-tourism applications aiming to: enhance customer service; create customer value though personalization and relationship building; capture and utilize customer intelligence for new product development and business process improvement; or to network and co-opete with other partners of the tourism value chain and system. However, theory and practical evidence advocate that achieving the latter requires firms to go through business process reengineering and transformation projects, which may not be easy to implement and design. Moreover, because the business benefits of such technologies and applications are mainly intangible and soft (e.g. brand recognition, customer service etc) and so difficult to be measured and quantified, firms find it difficult justify investments on such technologies and gain management’s commitment to support their implementation. As a result, in order to progress into a more holistic and comprehensive exploitation of e-business applications, firms also need to overcome the productivity paradox of e-business applications, i.e. the difficulty to measure and demonstrate the return-on-investment on new technologies. 
Due to the great diversity and heterogeneity of the firms and organizations consisting the tourism industry, all electronic services and applications, e.g. geographical information systems (GIS), RFID, e-procurement, e-marketing, e-ticketing, e-logistics, application service providers, VoIP, Customer Relationship Management (CRM), self service kiosks, e-learning, mobile commerce, knowledge management systems, enterprise resource planning (ERP), find applicability in the tourism industry. In this vein, the report summarizes and analyses the major e-business applications in the tourism industry by simultaneously demonstrating their major benefits on achieving increased efficiency and effectiveness at a microeconomic (tourism firm/organization) as well as macro-economic level (tourism destination).  

Study’s Methodology

Fieldwork Design

To meet the project’s aim, first, an extensive literature review on the following topics was carried out:  e-business services and applications, e-tourism, e-business adoption, exploitation and diffusion within tourism, and factors influencing the former. Literature findings were used for identifying and designing the discussion topics of the four open forums organized and conducted by the e-business forum team. The forums aimed at establishing links and discussing with representative from the Greek tourism industry the current state and future prospects of e-tourism in Greece. Overall, the ultimate aims of the forums were to examine and verify or not findings of previous studies related to the e-business adoption and use by Greek firms as well as to listen and consult the Greek industry in terms of its priorities and needs of measures aiming to boost take up of e-business applications in Greece. Forum’s and literature review’s findings were feed back to process of organizing the discussions of future forums. This continuous and iterative feedback loop process further enhanced the validity and quality of the study’s findings. Finally, the development of policy measures has also been enriched through the identification and discussion of several international best practices that are also presented in the report. 
Design and aims of the open forums
Forums were open to the public and any interested party to participate and present its views. Moreover, invitations to the proceedings of the forums were also sent and addressed to various representatives and key players (both academic and professionals) of the Greek tourism industry, who, in turn, also significantly contributed with their presence in the forums and the sharing of their experience. Overall, four open forums were organized which gathered, in total, approximately 120 experts and interested parties representing a vast amount of tourism players [tourism businessmen from various sectors, suppliers of technological solutions, public organizations, representatives of local and regional tourism networks-associations (hoteliers, travel agents), academics]. The forums aimed at developing a dialogue with the participants for understanding their problems, needs, priorities and peculiarities regarding the issues of e-tourism adoption and exploitation. Each forum featured some introductory presentations from distinguished guests of the e-tourism world and the members of the e-business forum team I1 that aimed to set the scene, trigger the interest of participants and nurture the dialogue. Presentations also had an semi-educational character in their attempt to alert and inform the industry about the e-tourism applications and challenges.
Sample design
Each one of the four forums was organized and took place in different locations in order to approach, attract and target a great variety and type of tourism stakeholders. In this vein, the forums’ participants represent and reflect the high diversity of Greek tourism stakeholders as well as the different particularities and needs of different Greek tourism destinations. Analytically, the location and the participants that the four forums attracted are provided given below:
1. Athens: major representatives include from national tourism organisations (e.g. Greek National Tourism Organization, Ministry of Tourism) and large and branded tourism enterprises representing mostly city tourism

2. Thessalonica: major representatives include the academic community, a mixture of small, medium and large chain tourism enterprises from the wider area of the prefecture of Thessaloniki and Chalkidiki 
3. Santorini: a small and geographical remote tourism destination representing a mass and seasonal tourism destination. Major representatives coming from local tourism networks and associations, small, medium and family owned and managed tourism enterprises.

4. Crete: a mixture of various tourism player (in terms of their size, management and product). A large tourism destination and representing a diversified tourism portfolio when considering the mass tourism on the west coast as well as the development of alternative and special forms of tourism (e.g. agrotourism in rural areas or golf tourism in Herakleion).
Major Findings and Conclusions 

The forums’ findings reconfirmed the outcomes of previous studies by highlighting the existence of a digital divide in the Greek tourism industry. Specifically, findings illustrated a gap concerning the adoption and use of e-business applications in the Greek tourism industry. On the one hand, there are many small (usually family owned tourism enterprises), which are managed in very amateur approach and lack the technological know-how and skills, the financial resources and organizational capabilities to adopt new electronic applications and services. Major factors inhibiting the adoption of e-tourism by small and medium Greek tourism enterprises are found to include: a) resistance to change, b) fear of the unknown and of technology challenges, c) insecurity and low educational background, and d) technological illiteracy. Because of the aforementioned, the competitive gap and competitiveness between the small and medium Greek tourism enterprises and their larger competitors, which are more and more adopting and incorporating e-business applications into their business models and value chains, is being amplified. Findings also provided evidence of a digital divide existing between private tourism enterprises and public tourism organizations (such as museums, destination management and marketing organizations). 
Findings stressed the need to further support and educate the Greek tourism industry regarding the applications and benefits of e-business applications. Tourism firms and organizations should realize that e-tourism is not anymore an option but a competitive necessity. To that end, the reports stressed the need that any proposed policy and measure aiming to boost e-tourism in Greece should be designed and have as a primer goal to address the followings: 

· Consider and alleviate the factors inhibiting the diffusion of electronic services and applications; 
· Identify and enforce factors facilitating technology diffusion, e.g. presentation of best practices and best case studies;
· Empowerment of small and medium enterprises in order to overcome their inherent as well as pathogenic disadvantages; and
· Develop measures that are realistic and adapted to the characteristics, pathological symptoms, needs and priorities of the Greek tourism reality.
Policy measures directed to tourism enterprises
By consolidating the discussions and the feedback received from the industry developed during the proceedings of the forums, the following suggestions for actions and measures are proposed so that tourism enterprises can fully exploit the e-business applications and better address their challenges: 

· Enterprises ought to change their strategic scopes and management approaches of their enterprises. Professionals need to be made aware of the current technological challenges, understand their implications in business process reengineering and transformation and be prepared to foster and manage organizational change. Enriching their education and managerial skills can offer the necessarily capabilities for accepting and materializing organizational changes due to the adoption and incorporation of new technologies in business value systems and chains. 
1. Most Greek tourism enterprises are small and medium that face difficulties in negotiating and dealing with the bargaining power of large tour operators as well as in competing with larger enterprises that feature a richer tourism product and higher efficiencies due to economies of scope and scale. In this vein, an effective way to compete is the formation and development of business networks, alliances and clusters. Collaborative management strategies are a strategic necessity for small and medium enterprises in order to get access to resources and know-how that they cannot achieve alone. The role of new technologies in enabling and supporting the building, development and maintenance of business networks is very crucial and needs to be exploited. Examples of collaborative strategies that can help small and medium enterprises include –procurement, e-marketing consortia, e-learning, etc. However, it should be stressed that such technology applications have to be accompanied with organizational, management style and cultural changes, if they are to succeed. 

2. Recruitment of a skilled and experienced workforce as well as the adoption of good human resource strategies aiming to motivate and foster staff loyalty. Moreover, as technology continuously changes leading to new challenges and trends, tourism firms should also heavily invest on the continuous and life-long learning of their management staff. 

3. the development and use of sophisticated tools, metrics and performance systems for measuring the return of investment of e-business applications, in order to justify and gain the management commitment for Information and Communication Technologies investments.

Policy measures directed to policy makers and the government
Based on the literature review and forums’ findings, it is suggested that the following measures and policies are developed in order to boost e-tourism adoption and diffusion in the Greek tourism industry:

1. Provision of support for the development of integrated destination management systems and the enhancement of their electronic services, functionalities and applications at a national local, regional and thematic level:

a. in particular on a national, and local level, it is imperative to update and expand on the available tourism information, the functionalities and services of the website of the Greek national tourism organization. It is also proposed that the websites of the local – regional organizations need to be integrated with this national destination management system for providing a more holistic and comprehensive presentation of Greece as a tourism destination. A best practice example to follow and adopt is the technological  infrastructure and organizational structure of Visit Britain (the DMO and DMS of the UK)
b. Taking into consideration that the new generation of tourists seeks and prefers alternative and sustainable forms of tourism, priority should be provided to the creation, operation and further development of integrated destination management systems at thematic levels aiming to promote, manage and protect the cultural-heritage and physical-environmental resources of Greece. Such integrated destination management system can not only empower remote and less known tourism destinations, but they can also empower the smaller and medium tourism enterprises that they currently face a technological disadvantage relative to their larger competitors. Thus, such systems can contribute not only to the macro and micro economic development, but they can also lessen any negative socio-cultural impacts of tourism by bringing together and linking tourists and local residents. Thus, the design of participatory tourism development process should be a priority for such systems. 
2. It has been widely argued that the lack of tourism education at university level and of vocational and life-long learning education for the tourism professionals is a crucial factor creating and nurturing the digital divide characterizing the Greek tourism industry. It is therefore essential to inform, sensitize and train Greek tourism enterprises and professional bodies on the usefulness, application and strategic and operational utilization of e-tourism technological applications. Towards that end, the following activities are proposed:

a. Identify, record and diffuse best practices for enhancing peer learning in the tourism industry. Forum participants stated that they very frequently adopt technologies because they have seen them applied by a competitor. In this vein, policy makers need to exploit the power of best practices to further diffuse technological innovations and practices within the Greek tourism industry.

b. Educating enterprises through the use of best practices of other real enterprises can make this learning process more approachable, understandable and comprehensive to businessmen, while real benefits of the best practice company also provide a re-assurance of the return of investment of such technologies.

c. Funding and organization of seminars and forums in relation to e-tourism applications not only at city centres (accessible only to few professionals) but also at the periphery. 
d. The creation of appropriate and specialized tourism e-business applications
e. The modernization of the study program of after high and higher education by adding subjects related to e-tourism. Most participants also highlighted the need to create and support the development of tourism studies at university educational levels, since this gap inhibits research and skills development in Greece

f. The further support and enhancement of tourism students’ and graduates’ placements in tourism enterprises. Until now, the regulations do not allow students’ placements in small and medium enterprises, which is unfortunate, since the former can significantly assist in the diffusion of modern management approaches and e-business applications in small firms lacking the human and capital resources to achieve modernization. 
g. The continuous financial support and training of small medium and sole tourism enterprises relating to current management methods, manage and use new technologies

3. develop mobile tourist guides and wireless tourism information systems, that can be inegrated with the destination management systems for:

a. providing information and services to guests throughout their travels and whilst at the destination

b. collecting tourism demand information and intelligence in relation to tourists’ behaviour, preferences and their feedback. Such customer intelligence can be further exploited for improving the Greek tourism product and firms’ practices – processes 
4. commit to the creation and operation of technological infrastructure, systems and organizational framework that will assist and support:

a. The collection and diffusion of critical information in the tourism industry, e.g. analyzing competitive destinations and guests complaints, forecast tourism demand, collect, analyze and communicate tourism statistical information. The creation of an integrated information area with the use of a Knowledge Management System is imperative and can boost the cooperation, connection and communication within the tourism sectors which in turn can significantly contribute to the creation and transfer of technical know-how and new knowledge in the Greek tourism industry. It is also essential to connect such a tourism knowledge management system with educational, research and professional tourism communities
b. The development of open and public technological platforms and infrastructure allowing the development of web services and flexible business models such as e-procurement, e-marketing, e-ticketing, dynamic packaging, e-learning. Such collaborative e-business applications can significantly empower smaller companies that cannot solely afford technological investments
c. support the technological networking amongst tourism enterprises

d. Promote and achieve the interoperability of existing systems and technological infrastructures of various tourism bodies-organizations and enterprises 

e. Design and conduct training programmes aiming to prepare and increased the readiness of tourism enterprises to manage changes and technological transformations an challenges 

f. Promote the development of broadband technological infrastructure in major tourism regions such as Chalkidiki and other remote geographical regions. Such an infrastructure is necessarily not only for tourism suppliers, but also for tourism demand that more increasingly combines work and leisure activities. 

5. Modernization of the regulatory and policy framework for safeguarding electronic transactions

6. Boosting the use of e-business applications by domestic tourism demand. The adoption of new technologies by tourism demand is considered as a significant push innovation adoption factor increasing tourism firms’ willingness to invest and incorporate new technologies in their value system. .

