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The iImpact of Information on
s New Businesses

Main Objectives:

v Getting familiar with new technologies being

applied in world tourism.

v Make a diagnose for the situation of these

technologies in the country.

v' Identifying areas of opportunity and make
recommendations for the implementation of new
technologies and Information  Technology

concepts in the Mexican tourism environment.
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1 The iImpact of Information on
s New Businesses

Contents:
1. Impact of information on new businesses.
2. Use of information technology in tourism.
3. Diagnose for the situation of technology in the
Mexican tourism sector.
4. Areas of opportunity for the tourism sector.
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What is the strategic business model?

Why information technologies have become so important

in business?

Which are advantages related to the State of the Art in

information technologies?

What is the importance of the Inernet in new businesses?
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1 The Impact of Information on
« New Businesses

1.1 The Strategic
Business Model

Crises imply both threats and
opportunities.

It is up to companies to
leverage on crises for their
benefit.

* Possibilities com from the
management of information,

*Its transformation into
intelligence, and
INTELLIGENCE

* The management of
knowledge for the

* ongoing design and re-
design of a business strategy.

: N T ["|
e TaRa e | Y E || |
Turssmno |U LA L



* Business must rely on a company’s strategy, culture and

structure.

The Impact of Information on

« New Businesses

* The possibilities of identifying opportunities depend on

adequating strategy, culture and structure.

*Structure and
culture get linked
and aligned with
business
étrategy when its
instruments are
seamlessly

integrated.

COMCEPTUAL
RELATIOHNSHIPS STRATEGY:
WISOn, messan, ohecives, goats, siralegies & plars

policies, procrams, sciilies, and 1S

CULTURE

STRUCTURE
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1 The Impact of Information on
« New Businesses

1.2 State of the Art for Information and

Communications Technologies (ICTs)

®* HARDWARE
INFORMATION * SOFTWARE
TECHNOLOGIES AND & TELECOMMUNICATION
COMMUNICATIONS & BUSINESS TECHNOLDGICAL
STRATEGY

Advantages on competitors:

P Co.s-t reduction.

« Collaboration inside and outside the company.
 Better internal communications.

* Improvements in internal communications.

* More effective use of the organization’s knowledge.
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L= 1 The Impact of Information on
« New Businesses

®* HARDWARE
INFORMATION * SOFTWARE
TECHNOLOGIES AND & TELECOMMUNICATION
COMMUNICATIONS & BUSINESS TECHNOLDGICAL
STRATEGY

Technology has dramatically affected the world economy due
to two extraordinary phenomena:

 Taking down distance boundaries.

* Increase in gobal competetiveness.




The Impact of Information on
s New Businesses

Projected Growth of Internet Users in the World

REGION 2001 2002 2003
North America Total 176,973,500 180521193 184,141,072
South America Total 17,503,000 20,766,413 24,646,929
Europe Total 110,186,618 129,734,050 152,948,235
Middle East and North of Africa 4,006,140 466731 5441542
Rest of Africa 2412704 2,525,985 2)651,285
Asia-Pacific Region 108,460,461 133,243,723 164,410,600
3 World Total 419,542,423 471,458,685 534,239,663 2

Communications through the Internet have increased

dramatically.

Costs and speed of communication move in opossed
directions: while costs plummet, speed is on the raise.




1 The Impact of Information on
« New Businesses

INCOME PRODUCED BY ELECTRONIC PURCHASING
IN THE UNITED STATES FOR THE YEAR 2001

CATEGORY PORCENTAGE
Tourism 26%
Computers 19%
Books 1%
Music 2%
Games and Hobbies 2%
Other 48%




— :__ 2 The Use of Information _
— « Technology in Tourism

Which technologies have the biggest effect on
I

tourism?

What is the relevance of Global Destination Systems

(GDS)?

i'
On Which strategies should information technologies

b_eaL)plied?
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The Use of Information
« Technology in Tourism

2.1 New Technologies Applied to Tourism

Pocket Pcs Property Management
And Cell Phones Systems (PMS)

Point of Sale (POS)

Credit CARD KEY (CCKey)

Jauﬁ _systel'lL_‘TARlF)

Satelital Connectivity

Computer based telephone

AT



r 2 The Use nflnlnrm.ltign _
« Technology in Tourism
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':__ 2 The Use of Information
= « Technology in Tourism

2.2 Incursion of Information
Technologies in the Tourism Sector

|
* Tourism industry relies greatly on

INFORMATION due to two features of the product:

intangibility and uncertainty.
°_'[he_i.exchange of information is critical at all levels of

the tépris_ n product cycle, as well as in every link of the

'{aluel chain.
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2 The Use of Information
« Technology in Tourism

Service Suppliers
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"-*- 2 The Use nfln!m‘mat:iqn _
« Technology in Tourism

2.3 Strategies applicable to Tourism Sector.

-SCM (Supply Chain Management).
-ERM (Enterprise Relationship Management).

-KM (Knowledge Management).

|
i---CR!VI (Customer Relationship Management).
| |

- DSS (Decision Support Systems)
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Diagnose for the Situation of Technoleg
3 «in the Mexican Tourism §uctur

Under which technological context is Mexico dealing

with its competition?

Which is the status of Mexican tourism regarding

information technologies?

Which are some technological solutions applied in

Mexico?

T
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Diagnose for the Situation of Technolog
3 «in the Mexican Tourism %ec:tur

3.1 Situation of Technology in Mexican
Tourism.

3.1.1. Documentary Investigation
|
-In the year 2001, Mexico reported 1,540 million dollars

revenue for e-commerce.

-There is a high level of
informatics
b Lh_e_pqéulat__o_n don’t know
how tol operate a PC.

illiteracy. 80% of
Digital Breach

Global Breach
Social Breach

Democratic Breach

' m e [OTER



Diagnose for the Situation of Technolog
3 «in the Mexican Tourism %m:tur

-The penetration rate (number of computers per each
1000 people), is 66.2. The country is number 40 of 49
countries members of OCDE. (siglas en inglés, por

favor, N. Del T)

-Out of 2% million households, Digital Breach

only| 9% have a computer.
- Social Breach

Global Breach

Democratic Breach
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Diagnose for the Situation of Technolog
3 «in the Mexican Tourism %m:tur

-Out of a population of 100 million, only 2.3 million have
[

access to the Internet.

-Mexico is the second Latinamerican country by Internet

users.

-The fiber, optics network (an

%eal medllllm) is very limited. Digital Breach
Global Breach

-_LMy !11% of the population has

Social Breach

telephone service. Democratic Breach

..'I.
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Diagnose for the Situation of Technolog
3 «in the Mexican Tourism %actur

-The price of computers is unaffordable for most of

the population.

-Only 13% of Internet users in the country have
acquired products and services online, according
foﬁtimétrons.




Diagnose for the Situation of Technolog
3 «in the Mexican Tourism %actur

-Out of 41% of Internet users checking on CD prices, only
10% actually bought them; 28% purchased them the
traditional way.

-Only 46% of Mexican consumers feel safe about
purchasing through the Internet .

-According to a shopping survey ran in 40 e-commerce
ites, Mexico has the worst home delivery service; only
_3_5_% of products were delivered on time.




Diagnose for the Situation of Technoleg
3 = in the Mexican Tourism %cctur

3.1.2. Field Investigation

FIGURE 5

Structure of the sample by company size

Middle (104 mpl_l Small (31 - 100)

Micro [0-30)

- Results obtained from interviews.

- 181 out of 4,314 companies were selected.



FIGURE 6

Role of ITCs in the devalopmant and compatitiveness of Tourism
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= in the Mexican Tourism

3 Diagnose for the Situation of Technoleg

§a¢:tur

FIGURE 7

100%

Reservation methods
[Percentages)

HMe 1
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71 Low ivpertance

W Mor-senficart
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Moo Pesportagos orly rephosent tha frequency of resgonsos for aach of the categonies

Contradiction: ICTs are very important, yet they
are rarely used.
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3 Diagnose for the Situation of Technolog
=in the Mexican Tourism

§B¢:tur

FIGURE 8

Disadvantages of SMEs facing competitiveness
(Percentages)
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Financial issues and technological lag are recognized

as disadvantages for companies; this reinforces the

contradiction.
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3 Diagnose for the Situation of Technol
«in the Mexican Touri

nﬂ&actur

Subsistence and Compelitiveness ITCs

Ratio of use batwean companies
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Diagnose for the Situation of Technolog
3 = in the Mexican Tourism §a¢:tm

3.2. Main Contributions, Inhibitors, and
Trends in the Use of Technology.

Contributions of ITCs

1%
1] : —
Getting Operational Quality Service  Access to  Communication
Closer o Effectliveness Infoamation and
the Customer Coordinaton

Mole: Pencentages represant how frequently each area of impact
was mentionad, thal is wivy otais don't amount 1900%
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3 =in the Mexican Tourism §u¢:tur
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Diagnose for the Situation of Technoleg
= in the Mexican Tourism §a¢:tur
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Diagnose for the Situation of Technoleg
= in the Mexican Tourism §a¢:tur

Use of technologes i the Metican teusism seclor, actording to their inpact on the bumsinesa
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Diagnose for the Situation of Technoleg
3 = in the Mexican Tourism %actur

3.3. Main Participants in the Sector and their

Relationship with Applied Technology.
FIGURE 19

Government as an important and instrumental factor in the adoption
of ITCs through financing. (Percentages)
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[
Main subsistence ICT vendors are local; those

supplying state-of-the-art technologies are mainly
foreign.




3.4 Direct and Collateral Effects on Development
and Marketing of Tourism Products.

Diagnose for the Situation of Technoleg
3 = in the Mexican Tourism %actnr

| 4
-Technological lag prevents an accurate assessment of

ICTs impact on Mexican tourism.

- The key is not technology per se, but identifying value-

C ir hnologies.
To Ie(ver on the competitive advantage of technological

chanqe, the value chain must be well known, as well as ICTs

that afe aplicable.
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Diagnose for the Situation of Technoleg
3 = in the Mexican Tourism %octur

3.5 Case Studies

3.5.1 Decision Making System
(DSS). GRUPO POSADAS

-The group’s data were recapped manually, which
affected time and accuracy for the decision-making

process

-The study shows the importance of having effective

—sys*ems for handling information and supporting the
:

decision making process.

i)tl_lay, the company has advanced information

systems that help making timely and informed

decisions.

et e
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? 3 Diagnose for the Situation of Technolog
%actur

« in the Mexican Tourism

3.5 Case Studies

3.5.2 Improving Customer Service (CRM). KRYSTAL
Zona Rosa

|
-The Direction received several complaints on services
available in rooms. Most guests are foreign and used to
an intensive use of technology. The hotel decided to

implement “TV Services.”

- Some of the problems found included low sales in room

|
jervit:e ar{d low averages in quality surveys.

t tﬂ\ the new service, guests have acces to the Internet,
can rent movies, check their accounts, and request billing
through a TV set.
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Areas of Opportunity

: 4 afor the Tourism Sector = ©»

Whicl-{ are some proposals to transform tourism

compfnnies into e-business models?
Which are some of the main conclusions in this study?

Which the most relevant recommendations for the
?j'd‘

~ sectorre ing ICTs?
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4 Areas of Opportunity
: «for the Tourism Sector

4.1 Business strategies in tourism companies.

e-B= SCkﬂ + ERM + CRM

Where:
e-B = Electronic or digital businesses

SCM = Supply Chain Management

ER*II = Enterprise Relationship Management

CRM = Customer F_Qelationship Manaé'émént




. 4 Areas uiDppurlunil*lr
. afor the Tourism Sector

4.2 Conclusions

* In the world tourism environment, businesses have
evolved following trends of global markets and
technological development. Travelers use more
frequently ICTs to choose their destinations. E-
businesses have a bigger marketshare in tourism
prodﬁctslservices.

;Me){ico is no exception for e-commerce trends;
digital divide and cultural issues explain the slow
advancement of e-commerce in the country, even

though it is also linked to a low demand.
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. 4 Areas uiﬂppurlunil!r
«for the Tourism Sector

4.2 Conclusions

* The use of ICTs in Mexican tourism is very limited.
The effects of digital divide and cultural issues are
also noticeable in companies.

*Even though ICTS are considered instrumental for the
advancement of companies and the sector in general,
their low use level is a product of financing problems,
high interest rates, technological lag and lack of

government support.
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. 4 Areas uiﬂppurlunil!r
«for the Tourism Sector

4.3 Recomendations

* Reinforcing national culture in the use of information
and its technologies throughout the value chain of
tourist businesses, both for the strategic decision
making and for the development of tourism.

* Developing strategies that encourage digital
convergence among the various participants of the
sector.

* Designing and developing a nation-wide, uniform

technological strategy.
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4 Areas of Opportunity
«for the Tourism Sector

4.3 Recomendations

» Making tourism government instances responsible for
the design, implementation and monitoring of
organization and marketing of Mexican tourism
dest_inations.

I- Creatiné a center for the promotion and application of

new technologies.
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