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ABSTRACT

Newtechnologiesandtouristhabitsarethemainreasonsfortheconstantdevelopmentintourism.
Touristsurfsthroughsomanywebsitesandpromotionalmessagesbeforemakingafinaldecisionon
whichhoteltobook.Thehotelmustinvestinthedevelopmentofamodernreservationsystem.The
researchisaimedatelaboratingsystems,trends,andinnovationsinonlinehotelaccommodationsales
intheRepublicofCroatia.Theauthorshavesetthefollowingresearchquestions:(1)Whichsystems
areusedinhotelsalesandmarketingdepartments,andwhataretheyusedforinCroatia?(2)Whatis
thegrowthofonlinesalesinthelastthreeyearsinCroatia?(3)Whatistheshareofonlinesalesper
saleschannelinCroatia?Themaindiscoveriesoftheresearcharethesystemsusedinhotelsalesand
thepercentageofshareofreservationsmadethroughdirectsaleschannelsofthecompaniessurveyed.
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INTROdUCTION

Tourism is the largest generator of well-being and employment in the world, and an engine for
economicdevelopment,inbothdevelopedanddevelopingcountries(Blažević,2007).Accordingto
theEuropeanCommission,itisthethird-largestsocio-economicactivityintheEU(afterthetrade
anddistribution,andconstructionsectors),andhasanoverallpositiveimpactoneconomicgrowth
andemployment.Traditionally,Europeplaysasignificantroleintheoverallinternationaltourism
flow,withashareof51%(WorldTourismOrganization,2019)in2018.Inthelastfiveyears,this
sectorhasregisteredgrowth,atrendthatisprojectedtocontinueoverthenextdecade.Onlinetravel
salesworldwidehaveincreasedindouble-digitseveryyearandtheonlinebookingmarketreacheda
scaleofUSD189.62billionin2017(eMarketer,2017).AccordingtotheWorldTravelandTourism
Council(2014),thearrivalofinternationaltouristsincreasedfrom528millionin1995to1087million
in2013andisexpectedtoreach1762millionin2024(SilvaandMartins,2016,pp.6).Theeconomic
valueofinternationaltourismcanbemeasuredbyexaminingtheratioofinternationaltravelbenefits
concerningGDP.In2017,theratiooftravelreceiptstoGDPwashighest,amongtheEUMember
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States,inCroatia(19.3%),Cyprus(14.1%)andMalta(13.7%),confirmingtheimportanceoftourism
tothesecountries.Inabsoluteterms,thehighestinternationaltravelreceiptsin2017wererecorded
inSpain(EUR60.3billion),France(EUR53.7billion)andtheUnitedKingdom(EUR45.3billion),
followedbyItaly(EUR39.2billion)andGermany(EUR35.3billion)(Eurostat,2018).

ThehotelindustryhasbecomeoneofthemostimportantserviceindustriesinCroatia,wherethere
isasharplyincreasinggrowthinrecentyears.Furthermore,thereisincreasedcompetitionwithinthis
industryinCroatia.Thisincreasedcompetitionhasforcedhotelierstocreatestrategiestoretaincurrent
clientsandtoattractnewclients.Inlinewiththesearguments,improvingqualityservicethrough
increasedemployeeperformanceisthesolutionforthisindustrytoremaincompetitive(Tsaurand
Lin,2004;Perovicetal.,2018).Thepotentialtouristsurfsthroughsomanywebsitesandpromotional
messagesbeforemakingafinaldecisiononwhichhoteltobooksuchashotelwebsites,third-party
websites,socialmediachannels,searchengines,mobilesearches(AggarwalandAggarwal2010,pp.
20).Withthecontinuousdevelopmentofinformationtechnology,websitesplayanimportantrolein
businesses,especiallyhotels.Websitescanbringgreatbenefitstohotels.Measuringwebsiteservice
qualityisstillthemainconcernofhotelmanagers(Huy,ThaiThinh,PhamnandandStricker,2019).

One of the industries in which social media has significant influence is tourism and
hospitality(Ćurlinetal.,2019b).AccordingtoĆurlin,JakovićandMiloloža(2019a)Twitter
hasbeenvaluableforthetourismsector,especiallyindevelopingbusinessstrategies,planning
andstudyingtouristdecision-makingprocessesbecauseofitsstrongimpactontheWOMand
thepossibilitytoshapetourismsupplybasedonuserpreferenceextractedfromTwitter(Ćurlin,
PejićBachandMiloloža,2019b).

Reservationsystemsareaparticularlyinterestingareaofinformationtechnologyintourism.
AccordingtoMurphyandChen(2014)howtheguestwillbook,accommodationpresentscritical
informationforhotelmarketerswhohavetodecidewheretoinvesttheirmarketingbudget,develop
apps and invests in smartphone-friendlyplatforms and strategic partners.The findings from the
studybyEneizan,Mohammed,Alnoor,Alabboodi (2019) suggest that performance expectancy,
effortexpectancy,hedonicmotivation,socialinfluence,pricevalue,facilitatingconditions,habitand
risksignificantlyinfluencethebehavioralintentionofcustomersregardingtheadoptionofmobile
marketing.Ontheotherhand,thetrustfactorwasfoundtobeaninsignificantpredictorinthisarea.

Thehotelindustryisdevelopingnewwaysofaccomplishingtheirmissionsbyleveragingthe
powerofinformationandapplyingnetwork-centricconcepts(Chawla2013,pp.754).Someofthe
newchallengesforhotelmanagers in the21stcentury ishowto integrate thenew,complexand
variedservicesandICTsystemsintotheirexistingbusinessoperations(LawandJogaratnam2005,
pp.178).Effectiveandhigh-speedICTinfrastructureandsoftwareapplicationsinthehotelindustry
arecrucialfortourismdevelopment.Tourismisoneoftheeconomicsectorsthatisbothdrivenby
changeanddriveschange.Technological,demographic,lifestyleandeconomicchangesinfluence
tourismdevelopment.Tourism,inturn,createschangesintheenvironment,population,qualityof
lifeandeconomiesoftourismdestinations.Newtechnologiesandnewtouristhabitsarethemain
reasonsforconstantdevelopment(Hsiao,2019).Therevolutionofthee-Commerceindustryboosts
theimmensegrowthandpotentialbusinessopportunitiesoftheonlinetourismmarket.Mostofthe
consumers(95%)searchonlinebeforemakingatravelpurchase.Bestdealsareanimportantmotivation
forcustomerstogoonline.Sinceonlineagenciesprovideflexibilityandaccessibility,itiseasyfor
touriststosearchandbuytravelproductsandserviceswithinasmallfractionoftime.Trainandair
tickets,carrentalsoraccommodationcanberesearched,evaluatedandreservedthroughtheonline
sites24*7(AkhilaandManikandan,2018,pp.9).Sustainabilityisinthesametimeacrucialfactor
(PejićBachetal.,2014).

Withariseinonlinecompetition,popularmodelshavecomeupwithonlinetravelagents(OTAs)
offeringasinglemarketplaceforalltravel-relatedneeds.Onlinebookingavailabilitynotonlybenefits
customersbymakingtravelarrangementseasier,butitalsoincreasestheprofitsofbusinessessuch
asairlines,hotelsandotherpackage tourcompanies.Price transparencyofonlinechannelsadds
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