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4 Drivers for Digital Transformation

I) Connectivity as Internet is available everywhere

5G CONNECTING THE COMMURNITY

Laesser & Schegg (2017): Chancen und
Herausforderungen der Digitalisierung
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4 Drivers for Digital Transformation Hego;ﬂof WALLIS
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II) Miniaturisation and mobile applications -> connectivity of
stationary and mobile

Fo. amexTl
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-4 |
| mif .
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Internet of Things (IoT)
Smart City/Destination
. o . Laesser & Schegg (2017): Chancen und
Institut fiir T
E B Sr;iste|4u ur fourismus Herausforderungen der Digitalisierung
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4 Drivers for Digital Transformation

II) Massive Price Reduction of IT

Hard Drive Cost per Gigabyte
1980 - 2009

$10,000,000.00
$1,000,000.00
4+

$100,000.00
$10,000.00
$1,000.00

$100.00

$10.00

$1.00

From 1 million $ to 0.1 $ in 30 years

£0.10
2001
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4 Drivers for Digital Transformation
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V) Massive Increase of Performance of IT devices and Artificial

Intelligence (Al) and Big Data

Google Pixel Buds: Personal Translator
in Real Time
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Machine
Leaming

Artificial
Infelligence
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BIG DATA

Laesser & Schegg (2017): Chancen und g‘w
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4 Impacts of Digital Hes-so/// Vs
Transformation on Tourism Mool of IS

« Emancipation / empowerment of customer

» Individual access to partial services, continuous availability of information and
booking options on a global basis (anywhere, anyhow, anytime), power of
eWoM (lost of control of enterprises on communication)
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Any Time Any Where  Any Device

Quelle: Laesser, Schegg, Fux, Liebrich, Stamfli, Bandi & Lehmann (2018). (o ZRTe)
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4 Impacts of Digital Hes-so/// Vs
Transformation on Tourism Mool of IS

« Change in production processes

»  Service 4.0 with IT-controlled processes, networked objects and objects
(Internet of Things, Smart Destination), robotics/machines/automated
processes to replace personal service interaction

CHATBOT QE

MARKETING AUTOMATION

Quelle: Laesser, Schegg, Fux, Liebrich, Stamfli, Bandi & Lehmann (2018).

‘ ~ Institut fiir Tourismus Digitalisierung im Schweizer Tourismus: Chancen, Herausforderungen,
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4 Impacts of Digital Hes: s
Transformation on Tourism ey

« Disruption as a characteristic of new value chains
» New processes, dilution of property & ownership (Airbnb, Uber)

The world's biggest retailer The world's biggest taxi firm

does not own any goods

’/
- /'-
P

Alibaba Group /£

(Disruptive) «Asset-free»
Digital Business Models

H
A

/2 airbnb

B

f’.
4

/ n facebook.

The world’s largest provider of < The world's biggest media
accommodation does not own = R company does not create any
any real estate content

Quelle: Laesser, Schegg, Fux, Liebrich, Stamfli, Bandi & Lehmann (2018). &

E Institut fiir Tourismus https://www.fostec.com/en/competences/strategy/disruptive-business-model-
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4 Impacts of Digital Hes
Transformation on Tourism Vomapon !

 Breaking down the traditional value chains

» Outsourcing of services (platform economy), peer-to-peer economy, marginal
cost economy, "The Winner takes it all"

E-Commerce / Marketplace On-Demand

il m

Zappos§

Zalanoo

Free - Freemium Model

Peer-To-Peer, two-sided Marketplace

@ Ad-Supported

Gongle
in] N
“ Quora

Quelle: Laesser, Schegg, Fux, Liebrich, Stamfli, Bandi & Lehmann (2018). &
: Institut fiir Tourismus  https://www.fostec.com/en/competences/strategy/disruptive-business-model-
Seite 11 develonment/




Exponential growth of technology —but Hes

organisations / people are failing to keep Management

up with frantic pace of technological

revolution Management
challenge

20,000,000,000

18,000,000,000

Moore’s Law

16,000,000,000

14,000,000,000

technology

nt

< 12,000,000,000

storco

10,000,000,000

people

Transi

8,000,000,000

6,000,000,000

v
organisations

__——//

4,000,000,000

2,000,000,000

Moore's Law is the observation made by Intel
co-founder Gordon Moore that the number of

transistors on a chip doubles every year while
the costs are halved.

: . . Fernando Polo: DIGITAL
‘E g;glﬁgt fur Tourismus TRANSFORMATION (travel & hospitality industries)




Changing economy: The future of
jobs In a digitalized economy
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expectations

New Technologies in Pipeline:
Gartner’s Hype Cycle 2018

Digital Twin

Biochips

Smart Workspace

Brain-Computer Interface
Autonomous Maobile Robots

Smart Robots

Deep Neural Network ASICs

Al PaaS

Quantum Computing

5G

Volumetric Displays
Self-Healing System Technology
Conversational Al Platform
Autonomous Driving Level 5
Edge Al

Exoskeleton

Blockehain for Data Security

Knowledge Graphs
4D Printing

Artificial General Intelligence

Deep Meural Nets (Deep Learning)
Carbon Manotube

loT Platform

Virtual Assistants

Silicon Anode Batteries
Blockchain

Connected Home
Autonomous Driving Level 4

Mixed Reality

MNeuromorphic
Hardware

Smart Fabrics
Flying Autonomous Vehicles Augmented Reality
Biotech — Cultured or Artificial Tissue

| svat Peak of | h of
nnovation Inflated rough o
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Slope of

Trigger : Disillusionment Enlightenment

Expectations

As of August 2018

Plateau of
Productivity

time
Plateau will be reached:

QO lessthan2years @ 2to5years @ 5to10years A more than 10 years

® obsolete before plateau
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Digital Platforms as Central Units of Hes so/// vl

School of >

Digital Economy Managsmiant

Holger Schmidt of Technical University (TU) Darmstadt: "Platforms
are the central business model of the digital economy. The
companies put themselves successfully as mediators between
providers and buyers and act as a ""matchmaker"' like a lubricant for
the economy, thereby expanding existing markets or even create
entirely new markets” (Google -> search, Airbnb).

Global

Vertical and horizontal value chain

* Dark sides:

e Airbnb -> impact on housing
market/gentrification

* Uber: drivers contractors or
employees -> GIG economy

. s . https://www.xing.com/news/insiders/articles/digital-business-models-and-
I~ Institut fur Tourismus
B Seite 16 platform-economy-1015352



Central Themes of Digital Transformation Hes-s0/// /i
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(11): Platform Economy Mansgement

The imbalance of platform economy

The 60 most valuable global platforms in billion USD on December 31, 2017
USA Europa Asien

(Anteil: 64% (2015: 67%)) (Anteil: 3% (2015: 3%)) {Anteil: 31% (2015: 28%))

Spotify (16) D gf:r:ing:

Zalando [11) i Group [2.9) ' Tencent

@0"  BGLGroup (3]

The Hut Group (3]
Deiery  geaurad (1) Bal':;
Hero (6] Y
0¥ Social Finanee (4) Alibaba Samsung
. China Intermed z Mgituan
@ Cridit Karma [4) f
; Pius (30) R (442)

Amazon B Houzz (4) :
(E I Instacart (3) rov TN M riz7]
T (S64) . RT L ave
Microsoft Afrika Lu.com (19) PP % Lufax (19)
(660) : - : oy {Anteil: 2% (2015: 2%)) Flipkart (12] Rakuten (13)
. ‘v-,_.‘fs"" - (12) Toutise [11) OreaT (7)
i ) - : . 4l Ola (7) GrabTaxi (6]
i18) o ¥ (7] Ele.me [6)
Coupang [5) Kuaishou [3)
Dlscaps (4)
Salesforce  WeWork  Airbnb  Priceling  Intuit  Sguare  Stripe  Dvopbox Maspers (120§

[74) (21) [31) [B5) (40} (13 ] (10}

Quselle: Metroekonom.de / ides: Peter Evans
Dr. Holger 5chmidt | MNetzoekonom.de | Handelsblatt | TU Darmstadt | Ecodynamics.ic | Platfermeconcmy.com

< 2
. .. . https://www.xing.com/news/insiders/articles/digital-business-models-and- %’ﬂ%
Institut fur Tourismus >

E Seite 17 platform-economy-1015352



How the GAFA take control in all

sectors

3
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! Telecom & T R = B8
Fiboer Apple Sim WhatsApp Clowd Drrive
. Gre " @ amazon com
@ HHH'“' Calico Healthi Move Marketplace
W Retail ” o i
. ® E Shapping eapress iBeacon Facebook “Buy” Button Grocery Delivery
"‘ Energy & Utilities Mdizeral S L .M
by A Ea
N Vedia & Entertainment > & o ,,_m,,_,,,,.,m
Play ITunes Radic Ceulus platform
. : & Pay amazonpayments
s Financials ¥ @ '
Wallet Apple Pay | Friend-To-Friend Payment! Paymants AP
" - z =\ o8 |
y . : . b -
o [Vobility, Travel & Leisure - oo Mesmengse Uber | adi pp for onnected
®
p— . .. . https://www.kassenzone.de/2017/02/09/das-einmaleins-der- <0AN:
g@ﬁi‘ﬁ‘;t fur Tourismus plattformoekonomie/ X



Digital Platforms as Disruptors in Hes

School of

Travel Management

* Platforms, which take advantage of global networks, oligopolize
global sales, particularly of key small-scale tourism services.

* Because of their intrinsic market-making function, they allow new
providers (which often become smaller and smaller, such as private
hosting providers) to access the market at low transaction costs
and thus contribute fundamentally to the emergence of a peer-to-
peer (P2P) economy, especially in tourism.

L = |9 '_-l"l,-' -|.rl'l
o - - L]

LYY ﬁ _. ’
R |
{ o

. - . Laesser & Schegg (2017): Numérisation: opportunités et défis, Tourismus
Institut fiir Tourismus :
E B Seite 19 Forum Schweiz 2017




Strategic analysis: young, dynamic, Hes

global platform companies in travel anagamma
: : s BOOKING
@tripadvisor'  EE: o pINGS
Creation: 2001 (Microsoft) Creation : 2000 Creation : 1997 (booking 2000)
Valuation : 20.3 Mia $ Valuation : 6.4 Mia $ Valuation : 88.7 Mia $
HomeAway*

Creation : 2005 U - Q

Valuation : 2.9 Mia $ Creation : 2009
Valuation: >60 Mia $

4.11.2015: Expedia achéte
HomeAway pour 4 Mia $

Comparison @ qirbn b
HYALT Creation : 2008

Valuation: 31 Mia $
Creation : 1957 Source: trefis.com / techcrunch.com /

Valuation : 7.15 Mia $ Reuters / Piper Jaffray & wikipedia.org

Revenue: 1.1 Mia $

~ Institut fir Tourismus
Seite 20




Timeline of major acquisitions and
investments at Expedia and Booking

Holdings

Hes so/// e
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Timeline of Acquisitions and Investments >$100M

® Alternative Accommeodations ©Ground Transport

© Restaurants ®Tours & Activities
Expedia Group Travelocuty
O
trivago Wonfcom Dbtz
Investment in
Despegar
Multiple Investments
in Ctrip
e OpenTable
@ O .o
Booking Holdings
Jec-11 Dec-12 Dec-13 Dec-14 Dec-15

wurce: Skift Research, Capital 1Q.

‘ ~ Institut fiir Tourismus
. Seite 21

HomeAway

@ Hotels and/or Airlines

SilverRail e
0@

expedia group-

Investment in
Traveloka

Meituan
FareHarbor

O

Momondo nvestment in Didi

Dec-16 Dec-17
i BOOKING
HE HOLDINGS @)



Strategic analysis: vertical integration Hes-s0// /iiE
with the aim of customer ownership Management B3

Every passion has a destination:

Enter youf interests to find the perfect place for you

S ROCKETMILES &

(Loyalty Programm) m
(1.8 Mia $)
Booking.com
hotel
- o OpenTable ninjas

(cloud-PMS / CRM)

(2.6 Mia $) o
| Suite
_: E Booking.com Launches
- Flights Through (Website / Revenue Mgt)
Partnership Across Europe 29
FAREHARBOR et e

DiDi — ride sharing / FareHarbor Booking software and services for tours and
activities
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Strategic analysis: Vertical integration Hes-s0// s

School of >

& customer ownership to create Management
frictionless connected trip

Booking.com and Expedia
in arms race to deliver the
connected trip

Nov 21, 2019 / OTAs

] . . Source: https://www.hotelmarketing.com/articles/booking-com-and-expedia-
m Isneistgtzgt fur Tourismus in-arms-race-to-deliver-the-connected-trip




Google as super OTA (one-stop-shop) Hesesoﬂf‘s@%ﬁ{g
and thread to other OTAs (l) school o B

Management
= Google
Trips Trlps

Q, Search for flights, hotels, and more

= Flights

™ Hotels

o 4 jom

Explore Flights Hotels

only you can see thizs ()

Potential trips

Travel suggestions based on your recent activity @)

- — ‘. LT
Biscarrosse Sanguinet

https://www.google.com/travel/

Institut flir Tourismus

Seite 24




Google as super OTA and thread to Hes

School of

other OTAs (ll) Management

Google’s Travel Gains Levy Pain at
TripAdvisor and Expedia

. . . https://skift.com/2019/11/07/googles-travel-gains-levy-pain-at-
Institut fur T
‘E E Sr;istelzl'é ur fourismus tripadvisor-and-expedia/



Consequence: digital ecosystem with Hes

global players more and more as vanagement I
gatekeepers in travel

Google

Booking.com

CCtnp Trip.com

nttps://www.accenture.com/t20170116T084449 w__/us-

E B Institut fiir Tourismus en/_acnmedia/Accenture/Conversion-Assets/WEF/PDF/Accenture-DTI-
Seite 26 Aviation-Travel-and-Tourism-Industry-White-Paper.pdf




Case study Switzerland: Hes-so/// v
School of >

Distribution Trends in the Hotel
Sector 2002-2017

Tourism partners (tour operators, wholesaler, DMO national-
local, event & conference organizers, hotel chain, others)

: BOOKING
2 HOLDINGS

Online booking intermediairies (OTA, GDS, social media)

F

0% 10% 20% 30% 40% 50% 60% 70% 80% 90%
m*2017 (n=252) m*2016 (n=243) m*2015 (n=226) m2014 (n=250) ®*2013 (n=279) m2012 (n=200) m2011 (n=196)
m2010 (n=211) m2009 (n=198) m2008 (n=184) m2006 (n=100) ®2005 (n=94) m2002 (h=202)

Source: Schegg 2018 . _ )
Attention: Market shares in % of bookings for 2002-2012 & 2014 \"@f{%

‘ ~ Institut fiir Tourismus in O . . |
. Seite 27 and in % of overnights in 2013 and 2015 !



New Entrants in Travel Hes-so/// Wi
Distribution: Airbnb Waad »

3D Mapping of Airbnb bed supply (yellow/red) vs hotel bed supply
(violet/blue) (January 2017)

(o
‘ - . . . https://www.tourobs.ch/fr/articles-et-actualites/articles/id-4745-3d-mapping- %’0‘%
ISneistgtzlgt fur Tourismus of-the-airbnb-phenomenon-in-switzerland/ \
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Managing Tourism in a World of Hes
OTAs, GAFAs and BATXs... ingimstt

“If you cannot beat them join The growing power of digital platforms  |EX0
them” is reshaping the travel ecosystem,
. . making new business models viable

* Dominance of big players and intensifying the battle for customer

seems to be a fact (also mindshare.

through mergers and

acquisitions , ,

_q )_ _ Do not reinvent the wheel. Partner with

* High pace of innovation experts who have a competitive edge - a

favors big players team effort across industry is necessary.

OTA: Online Travel Agency, GAFA: Google, Amazon, facebook, Apple,
BAT: Baidu, Alibaba, Tencent (WeChat)

https://www.accenture.com/t20170116T084449 w__/us-
en/_acnmedia/Accenture/Conversion-Assets/WEF/PDF/Accenture-DTI-
Aviation-Travel-and-Tourism-Industry-White-Paper.pdf
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Digital Transformation at the Heart Hes-so/// it

of Competitiveness W ©
Four Dimensions
/'s approz ligitally Determine
St "“’“‘ ?_““m“"zg";m (Digital) Maturity
of Management

» Strategic Thinking

Digital maturity model * * Organisational
Culture Shift

* Human Capital

* Creativity &
Entrepreneurship

. . . https://forrester.nitro-digital.com/pdf/Forrester-
B} Institut fiir Tourismus 59620Digitalo620Maturity%20Model%6:204.0.pdf




Areas of Catalytic Importance for Hegw] >

Boosting (Digital) Sustainability of
Tourism SMEs

* Interconnectedness of actors Human factors, exchange and
communication, collaboration
« Expert knowledge

seem crucial elements
» Assistance from key stakeholders
-> [ICT can enhance and

* Communication facilitate these areas (open

« Participatory approach innovation approach,
collaborative tools, ease of
communication etc.)

UNWTO 2016 & Federal Ministry for the Environment, Nature Conservation, PN
] . ] Building and Nuclear Safety (BMUB): Innovative Catalysts Boosting Sustainability gﬂ@)
E B Isneistgt;gt fur Tourismus in the Tourism Sector. Based on cases and initiatives from Germany 7‘_}

N



Examples of how to manage digital Hes-so// /s

School of ¥

transformation in a globalized
(platform) economy

. EXPERIENCE  PERFORMANCE
PUTENTIAL
BEST \(COMPETENCE

.,K PRACTICE /L
DEVELOPMENT 7‘\ "( KNOWLEDGE

K b |
VISION

B ISr;istZigit fur Tourismus



eFitness Zermatt: Supporting and Hes-so/// /iE

School of

educating stakeholders in a
mountain resort

eFitness Zermatt (ritzy* and Zermatt Tourism)

1. Situation analysis
(Gaps)

2. Independent and
individual consulting

4. Implementing what
has been learned and
recognised

3. Strengthen digital
Know-how

B ISr;istgitst;t fur Tourismus



ICT as an enabler for a real
digital «Sharing» Economy

Focus

Shared
Services

Shared
Systems

Shared
Data

Description

Offer support services that can be
used across organizations. The
services enable the efficient use of
available systems.

Offer of systems (software) which
are used across organizations.

Provides data that can be used
across destinations for systems
and analyses.

E B Institut fiir Tourismus
Seite 36

Hes

School of
Management

Value added

Shared services to support the
individual implementation
pragmatically with specialists.

Shared systems, because no
differentiation can take place via
systems and standardization helps
to reduce costs.

Shared data to open and link data
silos to reduce data management
efforts and improve information
quality.

Bl



Zermatt: Digital Transformation Hes so// e

D \J/// WALLIS

with Bonfire Project anshooLof B3 |

Destination Zermatt — Matterhorn
founded Bonfire AG for efficient
implementation of the overarching kg =i
destination digitalisation strategy.

Zermatt Mountain Railways AG
holds 50 percent of the shares, with
the other 50 percent being held by
Zermatt Tourism.

https://www.ztnet.ch/de/Aktuelles/Newsmeldungen/Newsmeldung?newsid=383

37 ‘o e*c@//

] ©

. e . — 3

. .. B Institut fiir Tourismus %@é‘
Seite 37 Lams®



Zermatt: Digital Transformation Hes
with Bonfire Project ST

Digital Guest Card
E-Registration Form

Together «best in class»
disruptive

'g@ CRM/
' 5 Customer Journey’s

> v

* Strengthen brand Zermatt
 Improve added value for guests

* Increase efficiency
Z-Terminal

* Cost optimisation (Reseller-Kasse)

* Increas occupancy rate
EinfUhrung: ab Mitte August

* Make guests happy Going Live: 1. November 2018

https://lwww.ztnet.ch/de/Aktuelles/Newsmeldungen/Newsmeldung?newsid=383

E B Isr;ist:;itslgt fur Tourismus

38




Shared Services @ Graubiinden Hes
Ferien (CH) -> Regional Tourism Managemert
Organisation offering Services for

. . !
Stakeholders in Region AN

Shared Services.
Content Marketing Distribution

Absatz

Datenqualitat
Verfiigbarkeiten
Stornobedingungen

Inhalt Vermarktung

SEO - SEA/GDN
Bild, Video, Text » Performance

Eigene Website Marketing
Preisgestaltung und

-steuerung
Vertriebsnetze
Direktbuchung
Zertifizierungen

Ext. Prasenzen « Content
(Reiseportale, Marketing
Bewertungsplatt- » Social Advertising
formen, etc.) « Permission

Social Media Marketing

e .@ﬁct‘v,
graub'Jnden & 4
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Shared Systems @ Tourismus Hes so// v
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Services Ostschweiz AG (Switzerland)

Portfolio. D (¥ Contao <> ABACUS
=T

Wilken
s
B o o ° Q facelift

iy “Userlike

akeneo
B guidle
bynder
G ||I.
A ATLASSIAN iﬁi;tics

LA Qofice3ss & Suite

B Isneiséi%t fiir Tourismus




Shared Data @ Sudtirol (Italy) Hes-so// s

School of Y

Open Data Hub

irol-'Alto Adige

Open Data Hub is your access point to.South Tyrol’s relevant
data. You and your service proViders can.use Open Data Hub for
all channels of digital communication. The datais updated ona.
regular basisand easily accessible. = '

e

: ~ Institut fiir Tourismus https://opendatahub.bz.it/
BB s



The brand and shared data (CRM) Hes-so/// Vit

School of >

as a strategic development tool

@ Val Thorens

Customer

Experience

VAL THO
LAB

LIVE
UNITED

http://www.innovation-touristique.com/content/val-thorens-
%C2%ABsmart-data-de-1%E2%80%990r-blanc-aux-clients-
B Institut fiir Tourismus en-or%E2%80%A6%C2%BB
Seite 42




Shared data: Data mining on 300 guest attributes
allows focused CRM approach with high ROI

Parki ngstﬂ\
* \e_
; Facebook

Remontées Enquétes
1000000

mecaniques

or
Powder Alarm - | |

28 M

Instagram dhinteractions - Facebook

81 M

I:,z ntra |E. de ﬂ
h * CR S&jour BDD CRM :
PARTAGEE K, SOCIAUX i b

RESAUX

Cantre

Sportif

Azence ﬁ CR Annuel

Immaobiligre Pinterest
Transporteu ﬁ

Conférences

Emails envoyés paran

Site Mobile

X 3 Accueils

Augmentation
du taux de retour
CP/DP

_5-'?" . .
Nk
*" E de |
‘“’““"'EZV.‘ZF?jS““”E e SITE
fi=ati
Eﬁiﬁiﬁﬂﬂin'?im'“;”m INTERNET

—

=
Site

VT Excellence

2 239 Wifi station

Retombées presse

? fo i S Accueil Fert

330 000

Chents hiver

Par jour
ValThorens
est citée ﬁ ﬂ
A A 80 % @)
Socio-pro Gra |:| i LFartenairF_'-. Tawx de
remplizzage

Data sources for Val Thorens
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Do not (only) Focus on Technology Hes

School of
Management

 Digital transformation is not a question of technology, but of
what you can (still) do better with it.

* Inthe future, tourism managers must seek to see the forest for
the trees -> not focus purely on technologies but on strategic
use of digital

Quelle: Laesser, Schegg, Fux, Liebrich, Stamfli, Bandi & Lehmann (2018).
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Management in a world of OTAs: Hes-so/// Wi
Strengthen skills and strategic thinking Mool of

» develop and exploit infrastructures, skills and abilities
» strengthen innovations in processes and business models

» Develop the ability to think in an even more coherent,
customer-oriented way and to use the benefits of digitisation
in this context.
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Quelle: Laesser, Schegg, Fux, Liebrich, Stamfli, Bandi & Lehmann (2018).
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Conclusions Hes 5o/ ik
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 Human and organizational factors

* Digital Mindset -> investment in
skills
v Agility and pace (trial and error)

» Cooperation and framework
conditions

* Regional initiatives and public
funding important

v" SMEs do not have Ra&D department ->
need of PPP, role of universities!
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Thank you! Hes-so//w
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Contact Hes
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Prof. Roland Schegg

University of Applied Sciences of Western Switzerland Valais (HES-SO Valais)
School of Management

Institute of Tourism (ITO)

TechnoPdéle 3

CH-3960 Sierre/Siders, Switzerland

Tel: +41 (0)27 606 90 83

Mail: roland.schegg@hevs.ch

Twitter: @RolandSchegg

LinkedIn: ch.linkedin.com/in/rolandschegg/

School/Institute: www.hevs.ch
eTourism news: www.etourism-monitor.ch
Tourism Observatory: www.tourobs.ch

Bachelor of Science HES-SO in Tourism in German, French and English
http://tourism.hevs.ch

EMBA en innovation touristique: www.innovation-touristique.com
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