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THE MAIN COMPONENTS OF THE 
DEVELOPMENT OF “SMART” TOURISM IN THE 
REGION 
Agzamova Nargiza Gapurovna
Intern-researcher at the scientific-research institute
“Study of problems of cultural heritage objects and tourism development”

Abstract: The article considers the concept of digital transformation of the tourism industry and the main 
components of Smart tourism such as: Smart business, Smart tourist destinations and Smart experience. 
Based on the analysis of international experience, the article substantiates the need for the development of 
Smart tourism in the regions and the introduction of digital technologies in the tourism sector. The author puts 
forward recommendations for the digital transformation of the tourism industry.

Key words: tourism, digital technology, Smart tourism, Smart tourism, Smart business, Smart travel destina-
tions, Smart experiences.
Annotatsiya: Maqolada turizm industriyasining raqamli transformatsiyasi konsepsiyasi va aqlli tu- 
rizmning aqlli biznes, aqlli sayyohlik yo‘nalishlari va aqlli tajriba kabi asosiy komponentlari ko‘rib chiqiladi. 
Maqolada xalqaro tajriba tahlili asosida hududlarda Smart-turizmni rivojlantirish va turizm sohasiga raqamli 
texnologiyalarni joriy etish zarurligi asoslab berilgan. Muallif turizm industriyasini raqamli o‘zgartirish bo‘yicha 
tavsiyalarni ilgari suradi.

Kalit so‘zlar: turizm, raqamli texnologiyalar, Smart-turizm, Smart-turizm, aqlli biznes, aqlli sayohat joylari, aqlli 
tajribalar.
Аннотация: В статье рассматривается концепция цифровой трансформации туристической отрасли и 
основные компоненты умного туризма, такие как: умный бизнес, умные туристические направления и 
умный опыт. На основе анализа международного опыта в статье обоснована необходимость развития 
умного туризма в регионах и внедрения цифровых технологий в туристическую сферу. Автор выдви-
гает рекомендации по цифровой трансформации туристической отрасли.

Ключевые слова: туризм, цифровые технологии, Смарт-туризм, Смарт-туризм, умный бизнес, умные 
направления для путешествий, умный опыт.

One of the sectors most affected by the 2020 pandemic was the tourism industry. Prior to the pan-
demic, tourism was a booming industry, with all countries experiencing greater growth. International 
tourism experienced the greatest challenges throughout 2020, as many countries virtually shut down 
about 90 percent of inbound and outbound travel for more than six months, causing international 
tourism industry revenues to drop 80 to 90 percent for the year. In many of the pandemic’s problems, 
technology has become a facilitating solution. Schools were able to move to online learning, and 
all educational activities were conducted online. The same is true for other forms of business and 
professions, remote working has become an agenda. It is estimated that apps were downloaded 
115 billion times in 2019 (Google Play and iOS app stores, 2020). Platforms increasingly control the 
purchase of goods (Amazon, Alibaba, E-bay), the flow of information (Alphabet, including Google), 
data processing (Microsoft), online communication (Facebook, Instagram, Weibo, Whatsapp, Ten-
cent, Twitter), commerce, sales and logistics (JD; SAP), entertainment streams (Netflix, YouTube) 
or financial transactions (PayPal, ApplePay). The widespread use of ICTs has led to changes in how 
consumers find, access and interpret information; how they plan and buy; interact and participate The 
growing use of mobile ICTs has been accompanied by very significant changes in consumer behavior 
that have fundamentally altered business models. Digitalization and the use of the Internet are also 
changing the structure of the tourism industry, promoting price transparency and competition, opti-
mizing costs and increasing production efficiency. In fact, the tourism industry has become the largest 
category of goods and services sold over the Internet. Recent advances in technology are making it 
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easier and more reliable for users to enhance their ability to explore destinations. Digital technology 
is also affecting the personalization of the tourism offer, emphasizing the tourist’s motivation, their 
own desires and personal experiences. Given that the tourism industry is extremely informative and 
heavily dependent on communication technologies, the concept of “smart” is gradually being applied 
to this industry. “Smart” tourism is a model for the unified development of the tourism industry and 
is the key to the transformation and modernization of the modern service industry. Before the pan-
demic, market researchers predicted that the global online travel market would reach nearly $818 
billion by 2020, driven by the demand for mobile travel apps and websites. Travelers in the post-pan-
demic world, still have an interest in innovative mobile apps that add value to travel. Appinventiv’s 
Co-Founder – Pratik Saxena, says, “Most of the major players in the travel industry today have a 
mobile presence and if not, they are planning to go mobile – a trend that is directly fueling the growing 
demand for mobile travel app development. Smart tourism involves several components that are 
supported by ICT. The digital transformation of the tourism industry, the relationship between ICT and 
tourism can be examined through the following three components:

1.	 Smart Business. This component is considered in terms of revenue generation and distri-
bution, market access and concentration, competition, dependency structures, profitability, 
reputation, value chains and business ethics. Smart business refers to a complex business 
ecosystem that creates and supports the sharing of tourism resources and the co-creation of 
tourism experiences. A distinctive aspect of this Smart business component is that it involves 
public-private collaboration and is the result of governments becoming more open and tech-
nology-oriented as infrastructure and data providers. Over the past few decades, technology 
has helped the travel and tourism industry increase its reach through travel booking websites, 
videos, blogs and travel photos. Digital tools and content have become a vital source of infor-
mation for vacationers planning their next vacation or creating a wish list. In addition, Smart 
tourism recognizes that consumers can also create and offer value, as well as control and 
therefore take on a business or management role. AirBnB, for example, has introduced recip-
rocal reviews, encouraging guests to rate hosts and hosts to rate guests, in a form of mutual 
observation. This effectively extends surveillance structures and creates the need for online 
reputation management.
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2.	 Smart tourism destinations, is examined in terms of changes in expenditure, length of stay, 
vacation time, tax evasion, health and safety, control, overtourism phenomena. This compo-
nent applies Smart city principles to urban or rural areas and considers not only residents but 
also tourists in its efforts to support mobility, accessibility and resource allocation, sustainability 
and quality of life/visitation. Barcelona, for example, offers travelers interactive bus stops that 
not only provide tourist information and bus arrival times, but also have USB ports for charging 
mobile devices. It also makes bicycles available throughout the city, and travelers can check 
their location via a Smartphone app, thereby promoting environmentally friendly transportation 
around the city; the city of Brisbane recently installed more than 100 beacons at attractions to 
relay information to tourists via a mobile app if they are within a certain radius of the location; 
Jeju Island in South Korea has just announced itself as a Smart tourist destination that will 
use innovative technology to help them get around the city; and the city of Brisbane has just 
announced that it will be using its bicycles to provide tourists with information and information 
on how to get around the city.

3.	 Smart Experience. Tourists are active participants in its creation. They not only consume, but 
also create, annotate or otherwise enhance the data that forms the basis of the experience 
(e.g., by uploading photos to Instagram with hashtags related to the destination or helping 
to map the location). The travel experience is improved through personalization, contextual 
insights, and real-time monitoring. Human-centered design that draws on insights from cog-
nitive behavior, social psychology, neuroscience and behavioral economics combined with 
advanced technologies such as augmented, virtual or mixed reality (AR, VR, MR) can provide 
a continuous interactive experience for viewers from their personal space. The design prin-
ciples will create a seamless digital user experience and create a positive perception of the 
tourist destination. Artificial intelligence applications in tourism also include biometric identifi-
cation, meal planning or voice-activated information retrieval.
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For example, augmented reality (AR) apps from companies such as Appinventiv, SeaMonster 
and Skignz are among the promising innovations for travelers. Mobile augmented reality travel apps 
quickly engage customers through interactivity and provide an immersive user interface and deliver 
a rich and visually appealing experience. Adobe Digital Insights (ADI) found that augmented reality 
/ virtual reality experiences have increased by 13% since 2020. The number of wearable devices 
related to travel has also increased by 44%. In addition, ADI forecasts online revenue in the travel 
industry to grow to $98.02 billion in 2020. Huff Post reports that more than 95% of travelers read at 
least seven reviews before booking their vacation. According to Nielsen Research, “travelers spent 
an average of 53 days visiting 28 different websites over 76 online sessions, with more than 50% of 
travelers checking social media for travel tips.

Another example, the desire to unite all travel services in one application prompted the idea of 
creating a personal tour operator in a Smartphone. Such a “virtual guide” would make it possible 
to compile a tour from the best recommendations without resorting to the help of intermediaries, 
choose offers with the highest consumer rating and the biggest discounts. A “pocket” travel agent 
could answer all the questions of a tourist: where it is more convenient to live, what is interesting to 
see, where to eat, where to buy fashionable things at a discount. He could take care of everything in 
advance, so that it would be faster and more comfortable, advise only those service providers who 
meet strict quality requirements. And for all this, you could pay for it all with domestic currency while 
getting a cashback. Today, this scenario no longer seems like a fantasy thanks to blockchain tech-
nology, which brings the service provider and the consumer together directly. As a result, the need for 
intermediaries is simply eliminated. The creation of a blockchain-based travel platform will open the 
way to the Smart tourism community, rid the travel industry of intermediaries, and make it possible to 
travel more, brighter and more comfortable. In general, a blockchain is a kind of database organized 
in such a way that each subsequent record includes all previous ones. Such technology eliminates 
the possibility of making changes to previously made records. In other words, it is basically a huge 
notary, where you can fix something and it will always be the same. In addition to cryptocurrencies, 
blockchain has a lot of other applications, one of which is Smart contracts. Their name speaks for 
itself. “Smart contract” is a condition, compliance with which is monitored not by a person, not a 
notary, not competent authorities, but by special algorithms and robots. In case of fulfillment of this 
condition / occurrence of some event, certain transactions are performed or not. A prerequisite for the 
blockchain to work is the issuance of tokens. These are such digital obligations that fix something. 
The main mission of blockchain in tourism is to ensure trust between the parties to a transaction 
(counterparties). The problem of trust is especially relevant for Uzbek tourism. Although for foreign 
tourism such a guarantee of invariability of transactions will not be superfluous either. The code of the 
blockchain platform stands guard over the interests of both the service provider and the consumer. 
It guarantees a tourist a room with a sea view, if this requirement is fixed in his Smart contract with 
the hotel, and protects the hotel from unreasonable demands of guests. In case of any deviations 
from the terms of the contract, the robot will automatically punish the violator, and the victim will 
be awarded compensation. The main function of blockchain is to protect economic interests, so all 
kinds of manipulation of agreements in the blockchain are prevented. Blockchain platforms allow 
all manufacturers, including local ones, to enter the global market. That is, blockchain platforms 
work as aggregators, allowing suppliers who have registered an account, created a profile and pur-
chased tokens from the platform to engage in transactions with consumers. The next major benefit 
of blockchain is the ability to reduce costs and lower the price of a travel product. All current major 
aggregators operate on a percentage basis, meaning they charge a commission to the supplier or to 
the consumer, and some charge both. The commission can be as high as 30%. A blockchain-based 
Smart travel platform allows for no commission to be charged to the consumer, as its business is built 
on a different principle. 

Travel industry experts predict that over the next 10 years, the digital travel space worldwide 
will expand by 3.8% per year to reach $11.4 trillion.” Thus, the growth of tourism will automatically 
mean more opportunities for everyone as more wealth, jobs, environmental concerns and recre-
ational opportunities will be created. All this is possible if the industry is willing to improve and take 
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full advantage of digital transformation. And this should be the result of collective efforts of the gov-
ernment, tour operators and destination marketing organizations. The development of Smart tourism 
provides Smart destinations, and Smart destinations in turn provide experiences. Digitalization of the 
tourism industry requires: – Collaborate with the private sector to share innovative experiences and 
co-create unique tourism services. − Accelerate the adoption of innovative technology solutions for 
tourism, including virtual tours, receptions and kiosks; contact tracking applications. – Promote inno-
vative digital and virtual solutions for event facilities and services – to enhance the quality and value 
of hybrid and online events. Such innovations, based on breakthrough technologies, will:

1)	predict user needs based on multiple factors and provide recommendations for selecting spe-
cific consumer activities, such as attractions, restaurants, and venues;

2)	 improve travelers’ on-site experiences by providing extensive information, location-based 
interactive services, and customized interactive services;

3)	empower travelers to share their travel experiences to help other travelers in their deci-
sion-making process, revitalize and enhance their travel experiences, and build their self-
image and social media status.
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