Thejournal “Science & Research” reveals new ways and approaches for transformation
of knowledge into management decisions for implementation and intellectualization
of social activities and processes. On its pages dispute outstanding economists and
young people with prominent research interests. Particular attention is paid to the
analysis of the contradictions, determining the development of economies. This
applies not only to contradictions in the sphere of thought, but also in a complex and
delicate area of interests as a main driver of human activity.

The main idea of the journal concept is that the analysis of the genesis and development
of the contradictions must be reconciled with forecast of their future state. In this
sense, the actions of the subjective factor should be programmed in order to ensure
the solution of problems not only of today but of also for tomorrow. Explicitly stressed
is that the temporary benefits of conformity actions becomes incredibly serious social
heritage in other stages of economic development.

In the journal are published research papers in the field of theory and practice of
organization, control and management in the public sector. It was found that the
difficulties of individual economies in different stages of their development are
caused by many reasons. Undoubtedly important is the fact that the process itself
for overcoming of the contradictions, its structural characteristics and technological
sequence was not enough rationalized. It's not a single case when important facts and
events are overlooked in the entire process of resolving contradictions. That’s why the
publications stress on urgent need to find adequate to the economy relatively invariant
technological structure and performance of activities of the economic entity through
which to achieve solutions of the controversies.

The journal contains actual and discussed topics in the science. It proclaims the idea
that one of the science responsibilities is to develop methodological issues associated
with the approach of past period assessment, establishment of a new, higher on
its main parameters historicism. It is required not subjective evaluation of facts and
events, but disclosure of internal logic of the historical process, objectively possible at
each stage of economic development.

Explicitly stressed is that historicism is a leading idea not only in the research of the
past, but also in designing the future. It requires in the analysis of the economy never
to be missed the fact that community development is limitless process of renewal and
amendments of negation and affirmation. That is why the theoretical thought must be
directed not to identification of the achievements, but to justification of the ways and
methods accelerating the process with which are connected qualitative changes in
various aspects of our lives.
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SUSTAINABLE TOURISM DEVELOPMENT
BETWEEN INNOVATIVE COMPETITIVENESS
OF THE INDUSTRY AND EFFECTIVE
COMMUNICATIONS IN THE DIGITAL ERA

Assoc. Prof. Dr. Sonya Alexieva
New Bulgarian University

The subject of innovative competitiveness is part of the forecasting the future
of the tourism industry in the context of the key role of science, information
technologies, and innovative ideas as a decisive factor for the development
of the hospitality business. The development of digital marketing, as well as
the development of jobs and communications in tourism, requires new ideas,
knowledge, and specific research, which are unthinkable without the funding
of innovation and investing in the intellectual capital of business managers
and visionaries. Sustainable tourism development cannot be thought of
without investing in scientific advance, creative ideas, and technological
transformations and using dynamic and effective online communications.

JEL: L83, 210

The 2030 Strategy for Sustainable Tourism Development in Bulgaria is a set
of long-term strategies .in the fields of planning, investment, domestic tourism,
research, service provision, improving infrastructure and transportation, profes-
sional training and development of tourism staff, diversification of the tourism
prodﬁlct, rebuilding and maintenance of tourism areas to rejuvenate destina-
tions .

What is the place of innovations in tourism and how do modern information
and communication technologies enhance its competitiveness? Where do ad-
vances in science, new technologies, and strategic communications meet to
change de future of the hospitality industry?

Relating the concept of invention to the understanding of notions such as

! Strategy for Sustainable Tourism Development in Bulgaria -
http://www.mi.government.bg/files/useruplo ads/files/strategy-bulgaria-2030_25022014.pdf -
(18.05.2016)

41



SCIENCE & RESEARCH, 9/2016

“new solution”, “new idea”, “invention” etc., researchers consider innovations
as a further step forward. Generally speaking, innovations are a continuation of
inventions through ,their application in a given economic sector, including the
institutionalization of appropriate methods of production or bringing new prod-
ucts to the marketplace®”. By holding ,a key place in corporate policy aimed at
improving the quality and rising the competitiveness of tourism products on of-
fer”, innovations generate ideas, challenges, novelty, new services etc., with-
out which the dynamic development of the tourism industry would be impossi-
ble.

The main goal of tourism development between 2014 and 2030 is to rein-
force the competitiveness and effectiveness of the tourism sector in Bulgaria®
by optimizing the use of available natural and manmade resources to meet
market requirements and customer expectations for sustainable tourism devel-
opment. This goal can be achieved by improving the framework conditions for
the development of the tourist industry; increasing the capacity and competi-
tiveness of tourism; building and maintaining the general and specific infra-
structure needed to develop the tourism industry; maintaining and improving
service quality; diversifying the tourism products; developing responsible tour-
ism etc.

The competitiveness of tourism is related to the notion of sustainable devel-
opment, having in mind ,the capacity of cultural tourism and other types of
special interest tourism to contribute to the mitigation of the negative economic
and ather impacts of mass tourism”. In the context of economic impacts, ,the
tourism sector is used to actively intervene in order to bring a solution to many
social issues (such as unemployment), and manage matters of human re-
source development (vocational training and retraining, developing skills and
compegences), as well as environmental and sustainable development chal-
lenges™.

At the same time, competitiveness and efficiency in the tourism sector can-
not be thought of without analyzing the major global trends that will form the
new market environment and the future of Bulgarian tourism from now to 2030.
These includeG; the fast growing markets in Asia that will generate the highest
growth of tourist flows towards Europe over the next two decades; the ageing

2 Ribov, M., Stankova, M., Mileva, S. et al., Competitive Strategies in Tourism. Sofia: Trakia - M Pub-
lishers, 2005, p. 110

3 Idem, p. 110

Strategy for  Sustainable Tourism Development in Bulgaria 2014-2030 -

http://www.tourism.government.bg/sites/tourism.government.bg/files/uploads/strategy-
policy/strategy_2014-2030_13_05_2014-sled_ms_26_05_2014.pdf - (15.05.2016)

5 Mileva-Bojanova, S,, Tourism, Economic Impacts and Growth, in : Innovative Strategies for A Com-
petitive Business, International Business School, Botevgrad, 2015, p. 269

® [dem: The 2030 Strategy for Sustainable Tourism Development in Bulgaria 2014-2030

42

Assoc. Prof. Dr. Sonya Alexieva ¢ SUSTAINABLE TOURISM DEVELOPMENT
BETWEEN INNOVATIVE COMPETITIVENESS OF THE INDUSTRY AND EFFECTIVE
COMMUNICATIONS IN THE DIGITAL ERA

of Europe's population (and the increase in the number of tourists with disabili-
ties and special needs, which will result in a significant change in European
tourism market demand and behavior; the increase in the demand of various
types of special interest tourism worldwide; focusing on the diversification of
European domestic tourism product by offering thematic tourism products (heri-
tage, wellness and spa etc.); a significant rise in competition in the sector in
terms of tourist service quality.

In the first place, innovation-based competition is part of the difficult debate
over the effectiveness of advances in research and technology transformations
in enhancing the competitiveness of the tourism industry. The leading global
trends include increased investment in the development and promotion of the
tourist industry in a growing number of destinations, as well as the key role that
innovations and information technologies play as a decisive factor for competi-
tiveness of the tourism industry.

Insofar as Bulgarian tourism is concerned, issues related to these two
trends in Bulgaria place the country among the European destinations lagging
behind the others in terms of digital marketing and building online presence on
the web. It is no coincidence that the debate at the 13th edition of the ITB held
in Berlin in March 2016 and marked the 50th anniversary of this event, the at-
tention of the world tourism industry’ was focused on Travel 4.0 and the full
digitalization of travel companies’ business operations.

Discussions covered topics such as innovation technologies for use in the
new age of cars, buses, and trains in the era of multimodal transportation; the
implications of digitalization for tourism and special event management; the
place of android robots in the global tourism industry; the future of marketing
and communications; the way tourist businesses should change to stay com-
petitive in the digital era; recommendations for the building of shared economy
etc.

Demonstrations, comments, and discussions on practices in the field of vir-
tual reality as a powerful marketing tool or a threat for tourism offered a variety
of viewpoints to the opportunities, market advantages and potential threats
from virtual reality to the global tourism industrya.

In the second place, by applying up-to-date information and communication
technologies, innovation-based competitiveness should be analyzed in the light
of investment and key changes in intellectual capital and professional skills that

" ITB Berlin Convention: Travel 4.0 - The Digitalization of the Travel Industry -
http://iwww.itb-kongress.de/en/Program/KeyTopic/ - ( 25.05.2016)

% |dem : ITB Berlin Convention: Travel 4.0 - the digital revolution —

http://iwww itb-berlin.de/en/Press/PressReleases/News_23176.html - ( 25.05.20186)
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make communcations more effective and dynamic, inlcuding in tourism.

According to a report of the World Economic Forum on the future of jobs
and the development of professional skills in the context of the Fourth Industrial
Revolution, new technologies and ideas will change jobs irreversibly, including
those in the tourism industry. Global innovations will boost competitiveness
which requires incentives and strategic investment in science, new products,
and technologic discovery.

A report of the World Economic Forum, The Future of Jobs, looks at the
employment, skills and workforce strategy as key issues for the future of the
tourism industry. The analysis of the results is based on an inquiry on current
shifts in employment and recruitment across industries and geographies car-
ried out among chief human resources and strategy officers from leading global
employers. Forecasting the leading role of some jobs and the disappearance of
others, experts conclude that ,future workforce will need to align its skillset to
keep pace”.

Figure 1. Future of Jobs - Top 10 skills in 2015-2020
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By 2020, the Fourth Industrial Revolution (Industry 4.0) will have brought to
the world advanced robotics and autonomous transport, artificial intelligence
and machine learning, advanced materials, biotechnology and genomics. Ac-
cording to forecasts, over one third (35 percent) of skills that are considered
important today will have changed five years from now'’.

® For further details see in: The Future of Jobs Employment, Skills and Workforce Strategy for the
Fourth Industrial Revolution -
http://www3.weforum.org/docs/WEF_FOJ_Executive_Summary_Jobs.pdf (15.05.2016)

'® See: The 10 skills you need to thrive in the Fourth Industrial Revolution -
https://www.weforum.org/agenda/2016/01/the-10-skills-you-need-to-thrive-in-the-fourth-industrial-
revolution/ -(15.05.2016).

44

Assoc. Prof. Dr. Sonya Alexieva e SUSTAINABLE TOURISM DEVELOPMENT
BETWEEN INNOVATIVE COMPETITIVENESS OF THE INDUSTRY AND EFFECTIVE
COMMUNICATIONS IN THE DIGITAL ERA

The forecasts made by experts include, in addition to the change that inno-
vations will cause in jobs as a result of the Forth Industrial Revolution, a new
“ranking” of professional skills that business will require. In 2015, the top five
skills were: complex problem solving; people management; coordinating with
others; people management; critical thinking; and negotiation. According to the
analysis performed by the World Economic Forum, the following shifts will oc-
cur in the ranking of skills five years from now (by 2020): complex problem
solving; critical thinking; creativity; people management; and coordinating with
others. From the viewpoint of professional skills and abilities of the workforce
in tourism, the fact that creativity is placed before coordinating with others and
people management becomes of paramount importance. The same applies to
critical thinking which is ranked second in the era of new requirements to in-
formation and communication for tourism in the virtual space.

Common examples of adopting innovative ideas and creativity in the indus-
try from the hotel to the restaurant business, from robotics to security, from ar-
chitecture to green policies, all prove the dynamics in people and resource
management. Mario, the ,youngest employee'” in Marriott Hotel Ghent (Bel-
gium), weighting only 6 kg and 57 cm tall and speaking 19 languages, is not a
sensation but a real-world example of how innovations and robotics are chang-
ing the hotel industry.

1 ST 2000 o

Today’s tourism industry (and the innovative ideas in the hotel and restau-
rant business in particular) increasingly draws customer attention to unconven-

" Robot Mario, the new employee and mascot of the Marriott Hotel Ghent -
https://www.horecatrends.com/en/robot-mario-the-new-employee-and-mascot-of-the-marriott-hotel-

ghent/ (15.05.2016)
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tional ideas and proposals that make operations, communications, and sharing
easier. Surveys have established that emoticons as one of the fastest develop-
ing .languages” in history are used by over 90 percent of the global online
population. The idea that tourists as customers express their feelings better by
using emoticons rather than words is at the basis of an offer devised by Inter-
Continental Hotels Group (IHG) to attract clients.

IHG has launched the Holiday Inn Express brand’'s all-new breakfa-moji key-
board, available for free download via the iTunes App Store and Google Play™.
Holiday Inn Express guests and breakfast fans everywhere are encouraged to visit
the brand on Twitter or Facebook to discover the latest mouthwatering breakfa-
moji combinations and share creative breakfast mash-up ideas of their own.

Dozens of online publications inform customers about the challenges that
competitive technology giants and travel companies meet in collaborating to
produce new products and services, make technological discoveries, and co-
ordinate their businesses. Examples there of are: Club Med goes virtual reality;
ACCOR Jlaunches its digital transformation “leading digital hospitality”; Hilton
and IBM pilot “Connie”; The world’s first Watson-enabled hotel concierge robot;
What to expect from tourism according to Amadeus;, Starwood 'hires' second
full-time robot employee etc.

In addition to ratings of tourist facilities coming up with the most innovative
offers for customers and architectural competitions for most unconventional ho-
tel buildings, there is information about emerging new trends in the IT industry.
These include well-known and expected innovations in using ,smart rooms”; a
new generation of drones; optical wireless communication systems (Li-Fi);
wireless internet using photodiodes; 3D-printing etc.

In the third place, the issue of innovation-based competitiveness is part a
more complex topic: the quality of information and communication in tourism
along the whole chain of offer, service, and communication with customers in
the virtual space. Specific online ways of advertising, communicating, and
sharing modify the conventional process of tourism offer from information
through booking to payment, service assessment, and tailored contacts with
customers.

The emergence of new communication patterns in the behavior of the play-
ers in the tourism market has led to some mandatory key steps in the attitude
to jobs in one of the most dynamic world industries. The development of digital
marketing, as well as the development of jobs and communications in tourism,
requires new ideas, knowledge, and specific research, which are unthinkable

2 The new keyboard features 25 playful breakfast characters, and just like the brand's Express Start
breakfast bar, offers something for everyone - In: Holiday Inn Express introduces all-breakfast emoji
keyboard - http://ehotelier.com/global/2015/11/24/holiday-inn-express-introduces-all-breakfast-emoji-
keyboard/ -(30.04.2016)
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without the funding of innovation and investing in the intellectual capital of
business managers and visionaries.
Picture 2. The most innovative and outlandish hotels proposed for
development around the world: Edinburgh (2020)
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The fast spread of new technologies in the tourism industry has changed
customer expectations as a result of social network transparency, unlimited
mobile internet, real-time video sharing etc. ,Emphasis is placed on the global
tourist and customized and direct approach to offer in the virtual space. The fo-
cus is on retaining customers through empathy and continuity of tailored con-
tacts with them. E-marketing tools make it possible for customers to compare,

-analyze assessments, and make a dynamic choice of products and services

which partially or fully push forward the process of purchasing the tourism
product™”.

According to analyses performed by the European Commission, the key
messages about developing Europe as a leading destination should be seen in
a context beyond innovations': , Tourism is closely connected to the use and
development of natural, historical and cultural assets and to the attractiveness
of cities and regions as places to live, work and visit. And it is of course also
connected to the development, innovation and diversification of products and
services to be acquired by and enjoyed by visitors”.

* Evtimova, V., Information Technologies and New Marketing Concepts in Tourism, in: Economy in a

Changing World: National, Regional, and Global Dimensions, conference proceedings, Vol. lll, Nauka
i lkonomika Publishers, Varna University of Economics, 2015, p. 217
" Regional Policy: Tourism - http://ec.europa.eu/regional_policy/bg/policy/themes/tourism/ -
(18.05.2016)
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This development of tourism should be seen in the context of the five trends
in tourism that are changing the hospitality business: Millennials, Bleisure, Ex-
periential marketing, Customization, Destinations. According to Lonely Planet,
the 2015 and 2016 rating™ includes the most interesting towns among cities,
islands, parks, and lakes across the Europe.

Table 1. Best places to visit in Europe - Lonely Planet
Country Country
2015 2016
Akureyri, Iceland The Peloponnese, Greece

Leipzig, Germany Aarhus, Denmark

The Azorés, Portugal Venice, ltaly
Méalaga, Spain The Dordogne, France
Belgrade, Serbia Lviv, Ukraine
Piedmont, ltaly Warwickshire, England

Baku, Azerbaijan Extremadura, Spain

Amsterdam, East Coast Tenerife
The Netherlands
Tromseg, Norway

Texel, the Netherlands

Porto, Portugal Northern Dalmatia, Croatia

Source: www.lonelyplanet.com/travel-tips-and-articles/lonely-planets-best-
places-in-europe

Similar ratings of destinations, hotels, travel websites, blogs, mobile ap-
plications etc., are yet another proof of the power of online communications in
presenting and spreading real-time information on innovations and new prod-
ucts and services.

.The possibility for dialogue, comments, and sharing in the continuous
turnover of digital communication is not only a way to give an idea of customer
preferences and interests but also to establish open, fast, and direct contacts
with a huge audience that conventional media and PR channels have never

"® See: https://www.lonelyplanet.com/best-in-europe (20.05.2016)
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been able to cover. Online ways of continuous communication with customers
guarantee the strongest and most tangible feedback from effective communica-
tion and generating earnings as financial results in tourism”*®. The unlimited
possibility to customize and visualizing information, as well as the presence
and sharing in the social networks transforms customers, more or less, into in-
terpreters of innovations and interactive dialogue in the internet environment.

In conclusion, the subject of innovative competitiveness is part of the
forecasting the future of the tourism industry in the context of the key role of
science, information technologies, and innovative ideas as a decisive factor for
the development of the hospitality business. Investing in human capital and in
sharpening professional skills today adds to the huge capacities of digital mar-
keting and the use of IT developments in tourism. The concept of innovative
competitiveness is at the basis of the positioning and image buiiding of today’s
travel companies.

Along the whole chain of creating, offering, promoting, and seliing a qual-
ity tourism product, the intensive use of modern information and communica-
tion technologies is a process dominated by creativity and problem-solving
abilities. The new paradigm of equal partnership between producers and con-
sumers of the tourism product changes radically their requirements to informa-
tion and communication in tourism in the virtual space. Sustainable tourism de-
velopment cannot be thought of without investing in scientific advance, creative
ideas, and technological transformations and using dynamic and effective
online communications.

Economic crises, the new market environment, the critical political situa-
tion in Europe and in the world, global warming etc. are but a part of the chal-
lenges that impact the future of the tourism industry as a whole. The trends in
tourism development are geared not only to global economic, financial, and so-
cial processes. Understanding innovative competitiveness in business in the
digital era is an opportunity for the Forth Industrial Revolution to succeed in
tourism. '
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CURIOSITY ABOVE THE ORDINARY INNOVATION
CULTURE WITHIN THE HOTEL INDUSTRY -
A CURRENT PERSPECTIVE

Valeska Schaaf’, Dr. Liliya Terzieva®

Today the rising complexity challenges the hotel sector with new emerging con-
cepts and new thinking and approaches towards hospitality generated through
the connected society. In response, this article examines the recent evolvement
of the hotel industry relating to innovation culture, applying the innovative epis-
temology of complexity theory and imagineering. Qualitative data has been col-
lected through semi-structured and open interviews, observations and mystery
checks. Through thematic analysis, significant elements of an innovation culture
have been identified and transformed into the “Explore your path towards inno-
vation culture” model, emphasising on the approach towards integrating innova-
tion culture and its understanding. Furthermore, the article accounts current chal-
lenges and discusses initial attempts of various hotels towards integrating
elements of innovation culture. Overall, the article reaches the conclusion that
there is a significant need and growing tendency of integrating innovation culture
within the hotel industry, however only a slow approach and process can be ac-
knowledged.

JEL: Z18, L83

Introduction
Today's world is increasingly described as complex, tech-savvy, global, in-
ter-dynamic and uncertain (Gieick, 1997, Lorenz, 1963, Nijs, 2014, Watson and

D’Annunzio-Green, 1996). Without a doubt advancing technology, globalisation
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