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1. Competitive advantage
2. Differentiation through value cocreation
3. Enhance reputation & image
4. Nurturing new business model
5. Innovation, investment, wealth
6. Resource optimisation and Sustainability
7. Stakeholders value and benefits

Buhalis, D. (2000). Marketing the competitive destination 
of the future. Tourism management, 21(1), 97-116.

Buhalis, D., and 
Cooper, C., 
1995, 
Tourism Futures 
in Cooper, C., 
Fletcher, J., 
Gilbert, D., 
Wanhill, S., 
Tourism 
Principles and 
Practice, 1st ed, 
Longman.

Equitable returns for the resources utilized and sustainable development
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Tourism 
Management, 
Vol.21(1), 
pp.97-116.
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RICIRMS: Dynamic Packaging Buhalis, D., 1993, Regional 
Integrated Computer Information 
Reservation Management Systems 
(RICIRMS) as a strategic tool for the 
small and medium tourism 
enterprises, Tourism Management, 
Vol. 14(5), pp.366 
378. https://doi.org/10.1016/0261-
5177(93)90005-6
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# Reignite Tourism

CRISIS MANAGEMENT =
CONTEXT CHANGE

COVID-19 
A CRISIS UNLIKE OTHER!

Crisis –
COVID19 

Photo by Fusion Medical Animation on Unsplash

Tourism Ground Zero

Business
as Unusual

Crisis – COVID19 

Photo by Fusion Medical Animation on Unsplash
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Crisis - Tourism

Faulkner, B. (2001). Towards a framework for tourism disaster management.
Tourism management, 22(2), 135-147.

SPEED
CONTEXT 

REAL TIME 

critical

Buhalis, D., Sinarta, Y., 2019, Real-time co-creation and nowness service: 
lessons from tourism and hospitality, Journal of Travel & Tourism Marketing, 
36(5), 563-582 https://doi.org/10.1080/10548408.2019.1592059 

# Reignite Tourism

# Reignite Tourism # Reignite Tourism

Response time?

https://doi.org/10.1080/10548408.2019.1592059
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Buhalis, 
D., 
Sinarta, Y., 
2019, 
Real-time 
co-
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and 
nowness 
service: 
tourism 
and 
hospitality, 
Journal of 
Travel & 
Tourism 
Marketing, 
36(5), 563-
582 
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BUHALIS RAPID COMMUNICATIONS
_____________________________________________________________________________________

BUHALIS RAPID COMMUNICATION 13 April 2020: BRACE BRACE BRACE: The positive side of Coronavirus in Tourism
https://buhalis.blogspot.com/2020/04/MAROULI-the-positive-side-of-coronavirus-for-Tourism.html

BUHALIS RAPID COMMUNICATION 1st April 2020: BRACE BRACE BRACE: TOURISM GROUND ZERO

https://buhalis.blogspot.com/2020/04/TourismGroundZero1April20.html

BUHALIS RAPID COMMUNICATION 26 March: BRACE BRACE BRACE for Greek Hoteliers
https://buhalis.blogspot.com/2020/03/brace-brace-brace-GreekHoteliers.html

_____________________________________________________________________________________

BUHALIS RAPID COMMUNICATION 17 March 2020
Coronavirus Tourism industry crash and call for humanity, resilience, solidarity and leadership

https://buhalis.blogspot.com/2020/03/Coronavirus-Tourism-industry-crash-call-for-humanity-resilience-solidarity-and-leadership.html

________________________________________________________________

BUHALIS RAPID COMMUNICATION 3 March 2020: BRACE BRACE BRACE and resilience:
The global tourism should prepare for a major impact from Coronavirus COVID-19

https://buhalis.blogspot.com/2020/03/brace-brace-brace-COVIT19.html

https://buhalis.blogspot.com/ CANT SKIP HOPE 

Time to Stop…
“So we can play again”
Tourism Portugal

https://youtu.be/lFlFkGV207A

Tourism Ground Zero

Business as Unusual

© Professor Dimitrios Buhalis, Bournemouth University
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COVID-19  TOURISM AND HOSPITALITY RESPONSE DURING CRISIS  
PEOPLE FIRST 

US+CODEPENDENTS
STAFF/EMPLOYEES 
COLLABORATORS
Safety and security

Food + Medical Supplies

Cleaning equipment  

Support 

CUSTOMERS
Communicate 

Empathy & Sympathy 

Relationships
Cancelations & Refunds

Re-invite/Dream 

COMMUNITY SUPPORT 

Give Blood save lives
Accommodation/Convention/exhibition space

transformed to Health facilities and field hospitals

Resources / Cars / Accommodation 

Food and Beverage and essential supplies 

Medicine and medical equipmentt 
Cleaning equipment

Child/partner/parents care 

Heath Professionals in need 

Key Workers in need 
Communities in need: 

elderly, disabled, poor and marginalised

homeless, drug addicts, communities in need 

https://www.facebook.com/360TourismSolidarity/
https://www.feednhs.com/

https://www.justgiving.com/
fundraising/tomswalkforthenhs

CAPTAIN TOM MOORE

Arne Sorenson, Marriott’s CEO Demonstrates Truly Authentic Leadership In A Remarkably Emotional Video

https://youtu.be/SprFgoU6aO0

https://www.facebook.com/360TourismSolidarity/
https://www.feednhs.com/
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Crisis ->Leadership
Flight 1549: A Routine Takeoff Turns Ugly –
The Bird Strike And The Tense And Crucial Minutes That Followed

Captain Chesley "Sully" Sullenberger "I was sure I could do it,"

210 Seconds 

To land Water 
an Airbus A320 

With no engine 
power
with 155 people 
down in the 
middle of the 
Hudson River
In New York City

https://youtu.be/rZ5HnyEQg7M

The only certainty 
is uncertainty

Photo by Jeremy Bishop on Unsplash

Crisis is predictable 
Response is debatable

If you fail to prepare
Prepare to fail 

SMART AND 
AGILE

Tourism

www.bournemouth.ac.uk 36

SMART NESS
Smartness takes advantage of interconnectivity
and interoperability of integrated technologies to
reengineer processes and data in order to
produce innovative services, products and
procedures towards maximising value for all
stakeholders.

This reengineering enables shaping products,
actions, processes and services in real-time, by
engaging different stakeholders simultaneously
to optimise the collective performance and
competitiveness and generate agile solutions
and value for all involved in the value system.

Smartness is the glue of interoperable,
interconnected and mutually beneficial systems
and stakeholders and provides the infostructure
for the value creation for all.

Buhalis, D., & Amaranggana, A. (2013). 
Smart tourism destinations. In Information 
and communication technologies in tourism 
2014 (pp. 553-564). Springer, Cham.
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Tourism and the Business Environment 
–
Day 1

TUI Travel PLC  |  Management Trainee Programme presentation  |  2008  |  Page 37

smartness and agility 
towards value co-creation and competitivess 
building at the destination level as a network
• Networks: Interoperability and interconnectivity
• Internet of Things and Internet of Everything
• Sensors and Beacons
• Big Data and Data Analytics
• Social Media, Web 2.0 and User Generated Content
• Technological enablers for the hospitality industry
• Service Dominant Logic -Value co-creation of experience
• The concepts of co-creation and coopetition
Buhalis, D., Leung, R.,2018, Smart Hospitality – Interconnectivity and Interoperability towards an Ecosystem, 
International Journal of Hospitality Management, Vol.71, pp.41-50 https://doi.org/10.1016/j.ijhm.2017.11.011

Smart, Real-time Tourism and Nowness

Buhalis, D., and Sinarta, Y., 2019, Real-time co-creation and nowness service: lessons from tourism and hospitality, 
Journal of Travel and Tourism Marketing, 36(5), pp.563-582 https://doi.org/10.1080/10548408.2019.1592059
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• Personalisation of services 
• Contextualisation and engaging 
• Co-creation of experiences 
• Instant gratification
• Shares experiences
• Engage with new technologies 
• Control of own experience
• Personalisation across all stages of travel

• Pre-travel: Make informed decisions
• During: Convenience, real-time engagement, feedback
• Post-travel: sharing travel experience  & reviews

Smart Travellers look for
EXPERIENCE  &  VALUE 

Buhalis, D., Leung, D., & Law, R. (2011). eTourism: critical information and 
communication technologies for tourism destinations. In  Wang, Y., Pizam, 
A., (eds). Destination marketing and management: Theories and 
applications, CABI 205-224. https://tinyurl.com/rmgqsfg
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Boes, K., Buhalis, 
D., Inversini, A., 
2016, Smart 
tourism 
destinations: 
ecosystems for 
tourism 
destination 
competitiveness,

International 
Journal of 
Tourism Cities, 
Vol. 2(2), pp.108 –
124  

http://dx.doi.org/1
0.1108/IJTC-12-
2015-0032
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Smart personalised experiences

Neuhofer, B., Buhalis, D., Ladkin, A., 2015, 
Smart technologies for personalized experiences: a case study in the hospitality domain, 
Electronic Markets, Vol 25(1) p.243–254. https://doi.org/10.1007/s12525-015-0182-1

Neuhofer, B., Buhalis, D., Ladkin, A., 2012, Conceptualising technology enhanced 
destination experiences, Journal of Destination Marketing & Management 
Vol. 1 pp.36–46 https://doi.org/10.1016/j.jdmm.2012.08.001

https://doi.org/10.1016/j.ijhm.2017.11.011
https://doi.org/10.1080/10548408.2019.1592059
https://doi.org/10.1080/10548408.2019.1592059
https://tinyurl.com/rmgqsfg
https://doi.org/10.1007/s12525-015-0182-1
https://doi.org/10.1016/j.jdmm.2012.08.001
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# Reignite Tourism

The era of smartness and agility

Rapid data collection & analysis

Real time and instant response

Proactive and Reactive

www.bournemouth.ac.uk 44

Every crisis => opportunity
Smartness=>  agility=>  competitiveness=>

value cocreation for all 

Photo by Eugene on Unsplash

Buhalis, D., and Foerste, M., 2015, SoCoMo Marketing for Travel and Tourism: empowering co-creation of value, Journal of Destination 
Marketing & Management, 4(3), October 2015, pp.151–161 http://www.sciencedirect.com/science/article/pii/S2212571X15000207

Tasks

Likes

Preferences

Emotional

Status

Disability

Goals

Personal 

events

Topics of

interest

Approaches

Location

Season

Traffic

Light

Air 

Pressure

Political 

Situation

Delays

Emergencies

Weather

Strikes

Internal & External
Contextual Factors

Buhalis, D., and 
Foerste, M., 
2015, 

SoCoMo
Marketing for 
Travel and 
Tourism: 
empowering 
co-creation of 
value,  

Journal of 
Destination 
Marketing & 
Management, 
4(3), pp.151–161 
http://dx.doi.org/
10.1016/j.jdmm.
2015.04.001 

Travel 

Advice
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Thinking smart for life -
SENSORS 

https://unsplash.com/@erdaest?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText
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Thinking smart for life -
SENSORS 

•Social Media Statistics:
http://www.socialbakers.com

Social Media Monitoring

www.bournemouth.ac.uk

Buhalis, D., Leung, R.,2018, Smart Hospitality – Interconnectivity and Interoperability towards an Ecosystem, 
International Journal of Hospitality Management, Vol.71, pp.41-50 https://doi.org/10.1016/j.ijhm.2017.11.011

Thinking smart for life -BEACONS 

http://www.socialbakers.com/
https://doi.org/10.1016/j.ijhm.2017.11.011
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Open Data 
Platform

Travel sector 
specific data

Tourism 
Supply

Consumers of
Value 

Technology

Working with other stakeholders

Creating the storm of 
value

Smart Tourism Framework

Working with value aggregator

Buhalis, D., Leung, R.,2018, Smart Hospitality – Interconnectivity and Interoperability towards an Ecosystem, 
International Journal of Hospitality Management, Vol.71, pp.41-50 https://doi.org/10.1016/j.ijhm.2017.11.011

Crisis – COVID19 

Photo by Fusion Medical Animation on Unsplash

Crisis – COVID19 

Photo by Fusion Medical Animation on Unsplash

https://gisanddata.maps.arcgis.com/app
s/opsdashboard/index.html#/bda759474

0fd40299423467b48e9ecf6

https://tinyurl.com/uwns6z5

Crisis – COVID19 

Photo by Fusion Medical Animation on Unsplash

https://www.ft.com/coronavirus-latest

Crisis – COVID19 

Photo by Fusion Medical Animation on Unsplash

https://gisanddata.maps.arcgis.com/app
s/opsdashboard/index.html#/bda759474

0fd40299423467b48e9ecf6

https://www.worldometers.info/coronavirus/

Real Time Tourism

Is Context based 

Nowness Service 

https://doi.org/10.1016/j.ijhm.2017.11.011
https://unsplash.com/@fusion_medical_animation?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText
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Real Time Tourism

Is Context based 

Nowness Service 

Real Time Tourism

Is Context based 

Nowness Service 
Photo by Ricardo Resende on Unsplash

REAL-TIME SERVICE
Buhalis, D., 
Sinarta, Y., 
2019, 
Real-time co-
creation and 
nowness 
service: 
lessons from 
tourism and 
hospitality, 

Journal of 
Travel & 
Tourism 
Marketing, 

36(5), 563-
582 https://doi.
org/10.1080/10
548408.2019.1
592059

World City-to-City Connections 

http://www.chrisharrison.net/projects/InternetMap/

World City-to-City Connections 

http://www.chrisharrison.net/projects/InternetMap/

World City-to-City Connections 

http://www.chrisharrison.net/projects/InternetMap/

https://unsplash.com/@rresenden?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText
https://unsplash.com/s/photos/aveiro?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText
https://doi.org/10.1080/10548408.2019.1592059
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World City-to-City Connections 

http://www.chrisharrison.net/projects/InternetMap/

Real Time Tourism

Is Context based 

Nowness Service 
Photo by Ricardo Resende on Unsplash

https://www.technologyreview.com/2020
/04/17/1000092/ai-machine-learning-
watches-social-distancing-at-work/

www.bournemouth.ac.uk 74

M LIVE in Real Time – Marriott Hotels

https://goo.gl/It8zUt
Real-time Service Competitive Advantage

Buhalis, D., and 
Sinarta, Y., 2019,

Real-time co-
creation and 

nowness service: 
lessons from 
tourism and 
hospitality, 

Journal of Travel 
and Tourism 
Marketing,

36(5), 563-582

https://doi.org/
10.1080/1054840
8.2019.1592059

World City-to-City Connections 

http://www.chrisharrison.net/projects/InternetMap/

https://www.facebook.com/worldecono
micforum/videos/285992285422047/

Hangzhou China” city traffic is 
controlled by an AI brain

https://unsplash.com/@rresenden?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText
https://unsplash.com/s/photos/aveiro?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText
https://doi.org/10.1080/10548408.2019.1592059
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Reignite Tourism: Smart Value Proposition 
Product 
Branding
Personalisation
Contextualisation
Individualisation
Cocreation 
Experience 
Differentiation 
Authenticity 

© Professor Dimitrios Buhalis, Bournemouth University

AMBIENT 
INTELLIGENCE

TOURISM 

Buhalis, D., Harwood, T., Bogicevic, V., Viglia, G., Beldona, S., Hofacker, C., 2019, Technological disruptions in Services: 
lessons from Tourism and Hospitality, Journal of Service Management, Vol. 30(4), pp. 484-506 https://doi.org/10.1108/JOSM-12-2018-0398 

Buhalis, D., Harwood, T., Bogicevic, V., Viglia, G., Beldona, S., Hofacker, C., 2019,
Technological disruptions in Services: lessons from Tourism and Hospitality,

Journal of Service Management, Vol. 30(4), pp. 484-506 https://doi.org/10.1108/JOSM-12-2018-0398 
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Ambient Intelligence (AmI) 

introduces smart systems to everyday environments 
propelling interconnectivity and interoperability 

of all systems, vehicles and devises 
through the Internet of Everything 

technical developments, including:
artificial intelligence (AI), Machine Learning (ML), 

ambient connectivity through wide area wifi and 5G, 
autonomous vehicles and robotics 

AmI pushes markets and activities towards smart, 
interconnected environments and marketplaces.

Buhalis, D., 2020, Technology in tourism- From Information Communication Technologies to eTourism 
and Smart Tourism towards Ambient Intelligence Tourism: A perspective article,  
Tourism Review, Vol. 75(1) https://doi.org/10.1108/TR-06-2019-0258. www.bournemouth.ac.uk 83

Mobile Pervasive Ambient
• Portable
• Wireless

• Networked
• Location 
sensitive
• Secure

• Ubiquitous
• Interactive

• Interoperable
• Distributed
• Scalable

• Embedded
• Context-aware
• Personalized

• Adaptive
• Anticipatory

Source: Aarts & De Ruyter, 2009

Ambient Intelligence
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Source: based on Aarts & De Ruyter, 2009

H2H interaction in Tourism

Human to Human (H2H) Business Governments Consumers Employees Interest 
groups

Local 
Residents

Robots &
Machines

Business B2B G2B C2B E2B I2B L2B R2B

Governments B2G G2G C2G E2G I2G L2G R2G

Consumers B2C G2C C2C E2C I2C L2C R2C

Employees B2E G2E C2E E2E I2E L2E R2E

Interest groups B2I G2I C2I E2I I2I L2I R2I

Local Residents B2L G2L C2L E2L I2L L2L R2L

Robots & Machines B2R G2R C2R E2R I2R L2R R2R
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