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ABSTRACT

This chapter explores the profound impact of digital transformation on the tourism
and aviation sectors, highlighting the necessity for a comprehensive digital strategy
in response to global changes. The tourism industry, in particular, is undergoing a
paradigm shift, leveraging technological advancements such as mobile applications,
social media, and digital platforms to enhance customer satisfaction, experience,
and overall competitiveness. Within the aviation sector, digital developments
span smart maintenance, risk management, air traffic optimization, and customer
relations, all aimed at improving operational efficiency and passenger experience.
The interconnectedness of tourism and aviation is evident in the increasing role of air
travel, accounting for over 52% of global tourist movements. The chapter delves into
the historical evolution of this symbiotic relationship, emphasizing the pivotal role
of innovations, increased connectivity, and affordability in fostering tourism growth.
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The Synergy Between Tourism, Aviation, and Digital Transformation
1. INTRODUCTION

The tourism sector has increasingly emphasized the use of technology
in response to global changes over time. In conjunction with economic
development, a digital transformation plan that also addresses
environmental factors has become a necessity for the tourism sector. With
the process of digital transformation, the effort to maintain customer
satisfaction, experience, and a competitive environment has now become
indispensable for businesses. Industry 4.0 has introduced a new lifestyle
in all aspects of life, leading us to use technological devices such as the
Internet, tablets, robots, and other technological tools. The primary goal
of using technology in tourism is to make people comfortable in planning
their travels and ensure the reliability of their journeys. New generation
technological advancements aim to facilitate customers’ travels as well as
enhance the efficiency of businesses in terms of money, time, and effort
across various sectors. The introduction of mobile application programs
for communication with customers, navigation applications, and mobile
payment systems has improved the quality of service in the tourism
sector, making travel activities more accessible and increasing customer
satisfaction. In addition to digital facilitators in customer experience,
the mobile compatibility of social media platforms and other sharing
platforms is also crucial in shaping the customer experience.

Airlines within the tourism sector also heavily benefit from digital
developments while performing their core functions and managing supply,
maintenance, operations, and customer relations. In the aviation sector,
digital transformation encompasses various applications, including
smart maintenance, risk management, air traffic optimization, customer
satisfaction, cost reduction, revenue management, performance metrics,
cost control and verification, cargo load control aimed at increasing
fleet capacity, and ticket price adjustments, providing passengers with
a tailored travel experience, and managing airport performance. The
aviation sector aims to increase profitability through digital applications
while also making it almost essential to maintain its presence in the
sector in terms of customer satisfaction and competition. Considering
both internal and external dynamics, the aviation sector significantly
differs from other sectors in terms of innovation and renewal, making
substantial use of digital applications in the process. In this context, this
study focuses on the digital transformation and digital application areas
in the aviation sector.
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