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DIRECTIONS OF DEVELOPMENT OF DIGITAL PROJECTS
IN THE HOTEL BUSINESS

Since the digital system is a key condition for a new stage of economic relations, it is clear that an
effective model of its management in a changing environment is needed. And this model is based on
the principles of project management, including flexible methods. In the digital economy, the flow of
information is very large, there is a high need for the use of digital technologies in project management,
based on the processing of large amounts of information. Long-term, reliable, and secure storage of large
amounts of information is becoming increasingly important.

The role of digital transformation in the development of the hotel business is also very high. Especially
in today’s pandemic, contactless service is not possible without the development of digital technologies.

This study examines the possibilities of using digital systems in the hotel business and the features of
digital project management. While the success of the hospitality industry is directly assessed by the high
quality of customer service, the study found that quality service is associated with the development of
project services for the introduction of modern digital technologies in business. Although the vast majority
of services in various sectors of the digital economy are reflected in the work of researchers, the specifics of
digital projects in the hotel business have not been studied. This article provides the first steps to analyze the
development of digital projects in the hospitality industry. The following studies are intended to determine
the impact of the digital system on the effectiveness of the development of project activities in the virtual
environment.

Key words: digital economy, digital project management, e-hotel.
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Konak yii Ou3HeciHaeri canIbIK K00adapabIH 1aMy 0aFbITTapbl

CaH/bIK XYlie 5KOHOMHUKAIBIK KATHIHACTAP/IBIH KaHA Ke3CHIHIH HET13Ti MAapThI OOJBIN TA0OBUFaH/IBIKTaH 63repMeli
opTaja OHBI OacKapyIbIH THIMII MOIEINi KaKeT eKeHIITi aHbIK. A, OYJI MOIENb jK00aNbIK 0acKkapy yCTaHBIMAAPHIH
HETI3Te ajajpl, COHbIH ilIiHAe UKeM/I oicTeMenepai OacbuIbIKKa ananbl. CaHIbIK SKOHOMHKAA aKNapaTrTap aFbIHbI
OTe YIIKEeH, aKIMapaTThIH YJIKSH KeJIeMiH OHJIeyTe HEeri3ereH CaHAbIK TeXHOIOTHsuIap/Ibl )Ko0abIK 6acKapy/aa KoJiaHy
KaXETTUIIT 6Te jKOFaphl. AKaparTap/blH YJIKEH KOJIEMIiH Y3aK Mep3iMje, CeHIMII, Kayilci3 cakTay MaHbI3IbLIBIKKA
ue bormyna.

Konaxk yit Ou3HeciHiH JaMybIHA J1a CaHABIK TpaHC()OPMALUSHBIH POIi OTE KOFaphl. Ocipece, OYTiHTI MaHIeMHUS
JKaFAaibIH/Ia KOHTAKTIC13 KBI3MET KOPCETY CaHIBIK TEXHOJIOTHSIIAPIBIH JaMyBIHCHI3 MYMKIH eMec.

By 3eprTeyne KoHaK yil OM3HeciHAe CaHABIK KYHEeHI KOIJaHy MyMKIHIIKTepl MEH CaHIBIK xo0anapasl 6ackapy
EpEeKIICTIKTEPi KapacThIpblUiraH. KOHAKKAMIBUTBIK HHIYCTPUSICHIHBIH TaOBICTBUIBIFGI TIKEICH KITHCHTKE KOPCETIICTIH
KBI3METTIH JKOFaphl camachkIMEeH OarajaHaThIH 0OOJica, camajbl KBI3MET KOPCETy 3aMaHayd CaHJBIK TEXHOJIOTHsIIap-
JI6I OM3HECKe EHTi3y YIIIiH >KOOAJIBIK KBI3METTIH AaMybIMEH OalIaHBICTHI €KeH/ITi 3epTTey OaphICHIHIA aHBIKTAJFaH.
CaH/IBIK YKOHOMHUKAHBIH TYpJIl CallalapblHAAaFbl KBI3METTEpAiH OachblM KOIIILIri 3epTTeyIIepaiH eHOeKTepiHae
KOpIiHIC TanKaHBIMEH, KOHAK Y{ OM3HECIHAET1 CaHIBIK >KOOaJapIblH epekuielnikrepi 3eprrenaMereH. Ochl Makaiaga
aBTOpJIAPMEH KOHAKKAMIBUIBIK MHAYCTPHACHIHAAFB CAHIBIK >KOOANapAblH JaMyblHA Tasl[ay >Kacay[blH aJFallIKbl
KaJaMIaphl xKacanblaFaH. Keneci 3epTreyiepae BUPTYaabl OPTaaarbl )KOOABIK KbI3METTIH JaMYbIHBIH THIMILTITIHE
CaHJIBIK XKYHEHIH BIKIAJBIH aHBIKTAY KO3JICIITCH.

Tyiiin ce3mep: caHIbIK SKOHOMHKA, CAHBIK )K00aIapasl 0ackapy, e-KOHaK YH.
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Hanpagyenns pa3sutus nugpoBbIX NPOEKTOB B TOCTHHHYHOM OU3Hece

IMockonbky 1mdpoBast cucTeMa SIBISIETCS OCHOBHBIM YCIIOBHEM HOBOT'O 3Tala SKOHOMHYECKHX OTHOIICHHH, TO
OYEBHJIHO, YTO B M3MEHSIOMIElCS cpesie HeoOxoanma 3 deKTuBHAs MOJeNb ee ynpasieHus. JlanHas Moxens 6azupy-
eTCsl Ha MIPUHLMIIAX POCKTHOTO YIPABICHHUS, B TOM YHCJIE PYKOBOACTBYETCS THOKMMH METONONOTUsME. B 1iudpoBoii
9KOHOMHKE TTIOTOK MH(OPMAIIU OYEHb BEJIHK, HEOOXOAMMOCTh MCIIONB30BAHMS IN(GPOBBIX TEXHOIOTUH B HPOSKTHOM
yIpaBIeHWH, OCHOBAHHOM Ha 00paboTke 6onbinx 00beMoB HH(GOPMALIUH, 04eHb BBICOKA. Bosbioe 3HadeHne npuod-
peTaeT IoJIrOBpeMEeHHOE, HaJiexKHoe, Oe30macHoe XpaHeHne 6oubIIoro oobemMa HHGOpMAIHH.

Ponp mudposoit TpaHchOpMaIK Takke OYEHb BBHICOKA B Pa3BUTHH FOCTUHHYHOTO OusHeca. OcoOeHHO B ycio-
BHSIX CErOAHSIIHEN MaHAeMHN OECKOHTAaKTHOE 00CITy)KHBaHHE HEBO3MOXKHO 0e3 pa3BUTHS HU(PPOBBIX TEXHOJIOTHIA.

B IaHHOM HCCIIeI0BAHUU PACCMOTPEHBI BO3BMOKHOCTH TPUMEHEHHUSI TU(POBOI CHCTEMBI B TOCTHHUYHOM OH3HECE
1 0COOCHHOCTH yIpaBieHUs IH(PPOBBIMHU NPoeKkTaMu. B xozxe ncciieoBanns ObUIO YCTAHOBIICHO, YTO €CIIHM YCIIewI-
HOCTb MHIYCTPHHU TOCTENPUMMCTBA OLICHUBACTCS BBICOKHM Ka4€CTBOM YCIYT, HPEIOCTAaBIAEMBIX HEMOCPEICTBEHHO
KJIMEHTY, TO KaYeCTBEHHOE 0OCITy)KHBAaHUE CBSI3aHO C PAa3BUTHEM IIPOSKTHOM JESTENILHOCTH JUIs BHEAPEHUS B OM3HEC
COBPEMEHHBIX IIM(POBEIX TEXHOIOTHH. XOTS MOAABIIIONIEe OONBIIMHCTBO YCIYT B PAa3IMYHBIX OTPACIIIX OU(PPOBOI
9KOHOMHKH HAIIUTH OTpaXkeHHe B paboTax ¥ccienoBareseil, 0cOOCHHOCTH HU(POBBIX MPOSKTOB B TOCTHHHYHOM OH3-
Hece He M3y4eHBbl. B 3Toii crarhe aBTOpaMM ClejaHbl IIEPBBIC [Iark [0 aHAIU3Y Pa3BUTHS LU(POBBIX IPOCKTOB B UH-
JyCTPHHU TOCTENIPUUMCTBA. B mocnenyromumx uccienoBaHuAX NPEAoIaracTcs BbIIBUTh BIMSHUE IN(PPOBOH CUCTEMBI
Ha 3()(HEeKTUBHOCTH Pa3BUTHS MTPOCKTHOMN JSSTEIILHOCTH B BUPTYAJILHOM Cperie.

KoroueBsle ciioBa: nudposas 5KOHOMHUKA, YIpaBiIeHHE HIU(PPOBBIMH IIPOSKTAMH, JIEKTPOHHBII OTENIb.

Introduction

While the tourism industry is an element of the
economic system, the hotel business is an important
part of the tourism industry. The development
of the hotel business is a key prerequisite for the
development of tourism, as it is important to promote
hospitality to tourists and provide services following
international standards. The issues of effective
project management in this area are relevant because
a successful project leads to the development of the
industry. And the digital economy has a big impact
on the success of projects. Today, the importance
of virtual updates is special. Many Kazakhstan
companies, including the hotel business, are adapting
most of their operations to the digital system, and the
number of digital projects is growing. Many scientists
have identified key issues in the use of virtualization
in project management, the most important of which
is the creation of an effective results-oriented project
team. Projects are always important in shaping
the company’s corporate strategy. However, the
hotel business does not pay much attention to the
financing of project activities. To improve project
management practices, researchers have developed a
complex and universal project management structure
and proposed principles and methods of project
management. Methods that have been effective for
many years are undergoing positive changes due
to the development of information technology. The
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development of information technology has also
developed virtual management.

The successful development of hotels is directly
related to the introduction of digital services. A system
of separation and analysis of guests, a multimedia
screen for displaying advertising and information
content, Internet sales channels, high-tech devices in
the conference hall and conference rooms allow to
meet international standards of hospitality, as well
as establish regular contact with customers and turn
them into regular customers. gives.

Since the digital economy is a new system of
economic relations, it is clear that an effective model of
its management in a changing environment is needed.
And this model is based on the principles of project
management. Only project management can give an
opportunity to effectively meet the needs of the client.

This study examines the possibilities of using
digital systems in the hotel business and the features
of digital project management. While the success of
the hospitality industry is directly assessed by the
high quality of customer service, quality service is
associated with the development of project services
for the introduction of modern digital technologies
in business. The vast majority of services in various
sectors of the digital economy are reflected in the
work of researchers, but the specifics of digital
projects in the hotel business have not been studied.

The purpose of the study is to identify and review
the development of digital projects in the hotel business.
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Literature review

According to many scientists, the digital age
has brought benefits to all areas of management,
such as reduced business travel costs, reduced
task execution time, greater information flow
management, and increased document storage.
Besides, several scientists have identified the
shortcomings of the digital economy: the reduction
of personal relationships, the use of information
technology requires in-depth professional knowledge
(Bankewitz et al, 2016, Kishnani, 2017).

The main disadvantage of managing digital
projects in the virtual space is the inability to
establish direct contact with stakeholders, which
makes it difficult to allocate resources in the event of
a conflict (Blaskovics, 2018).

According to Shaikh (2019), the simplicity of
digital services has a positive impact on consumer
behavior, i.e. creates a positive experience on the
part of consumers.

Many researchers have noted that the project
team, including the project manager, is a key factor
in the success of virtual project management. (Daim
et al, 2012, Blaskovics, 2014).

In Blaskovics’ research, he identified how
virtualization affects the work of a project team
leader, noting that it allows companies to improve
project management methods based on its advantages
and disadvantages (Blaskovics, 2018).

CI is a finished product release control code
that automates the production of SI project
products, increases productivity, improves delivery
quality, and effectively integrates the codebase
(Shivakumar, 2018).

Several scientists have also shown interest in

Table 1 — The impact of the virtual environment on projects

studying the use of digital technologies in the hotel
business. The actual interest in the use of digital
technology in the hotel business is related to the
fact that on their basis it is possible to transfer the
digital environment to the usual communication
mechanisms that allow the use of traditional quality
schemes. (Dzhandzhugazova et al, 2015).

Hua et al (2015) studied the possibilities of using
the PMS system in the hotel business, identified the
shortcomings of this device, and justified the need
for the development of virtual technologies.

Mo Kwon and others noted the advantages
of using electronic systems in hotels, noting that
these technologies have a significant impact on the
development of the hotel brand. (Mo et al, 2013).

The need and possibility of digitalization of the
hotel business are reflected in the above research.
Effective use of innovative approaches in the field
of hospitality will increase the competitiveness and
development of the industry in the domestic and
foreign markets.

Materials and methods

General research methods were used during the
research: methods of generalization, comparison,
analysis, synthesis. The materials of the Committee
of the Tourism Industry of the Ministry of Culture
and Sports of the Republic of Kazakhstan are used
in the work.

Results and Discussion
Since digital projects are implemented in the

virtual space, it is possible to consider the positive and
negative effects of the virtual environment (Table 1).

The positive influence of the virtual environment

The negative impact of the virtual environment

Communication speed

Lack of direct communication (face to face)

Effective time management

The occurrence of technical defects

Speed of information and document flow

The difficulty of gaining trust

Creating an effective project team (no territorial restrictions)

Expectations related to team members in other regions due
to time differences

Difficulties in the exchange of knowledge and experience

As can be seen from the table, the impact of
the virtual environment on the implementation of
projects is both positive and negative. Depending
on the specifics of the project, the impact of the

digital system on efficiency varies. On the one
hand, fully automated service allows you to
improve the quality, on the other hand, contrary
to the principle of individual attention to each
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customer, which is a feature of the hospitality
industry, digital project products can lead to
failure, as mentioned above.

There are different backgrounds for digital
project management.

First of all, digital project management consists
of 3 main phases:

hand, contrary ta the prmanle of mdividual atenbon o sack customer. which s o fealore of the hospilalily
Ladustew, digital poojeet prodects cao Dead we Lo, as oo looed ooy,
There are ditferent hacke rounds for digital project manageoment,

Flanning

Execution

LaCCom panying)

Lriving

sl el all, digrtal project rmznareisnt consists aof 3 rmain pheses:

» Project requirements and
architectural and design work are
carried ol

sFragect implermezation
21l testing

& current
operalions,
suppart update

Figure 1 — Phases of digital project management

A management structure is formed to manage
projects, i.e. ateamis created to implement the project.
The management structure allows for accountability
and accountability in the implementation of business
strategy.

The managementmodel consists of an operational
group that oversees day-to-day operations. There
will also be management that will analyze the project
and manage the table (graphics). The executive team
will determine the direction of the project and make
forecasts.

Common issues in the implementation of digital
projects include the choice of project implementation
methods and skills. Because each project is unique,
so the right choice of methodology and approach to
the implementation of each of them will contribute
to the success of the project. Also, best practices
in project management - knowledge management,
continuous improvement, stakeholder management,
quality assurance process, communication process,
continuous integration of project indicators, and
automation tools should be implemented.

Project risk management consists of risk iden-
tification, mitigation, and monitoring. It is important
to identify the risks of any project promptly and
prevent risks.
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Change management consists of evaluating
changes, planning changes, implementing, and im-
proving them. Change management is carried out
simultaneously at all stages of project management.

Waterfalls, iterative, and flexible models (Agile)
are used in the implementation of digital projects.
Traditional project management uses project de-
composition, i.e. project work is divided into seve-
ral parts and performed under the sequence of ini-
tiation, planning, implementation, assembly, pro-
ject completion. However, this approach is not
effective in managing digital projects because of
its low susceptibility to change. Therefore, fle-
xible approaches are used in the management of
such projects, i.e. the project is not divided into
sequential phases, but is subdivided into subprojects.
If the planning stage is fully applied to the project,
product development, testing will be carried out
on individual subprojects, the necessary changes
will be made promptly, avoiding additional costs as
they do not apply to other parts of the project. As
human knowledge grows, systems become more
complex, especially as technological advances are
made. Organizations face more and more complex
conditions. One’s personal decision can affect the
whole organization. The goal of any project should
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be value formation, i.e. the interests of all customers
of the project must be balanced. Both traditional
and flexible methods of project management, as
well as the combined model, are determined by the
type, purpose, value of the project, the interests of
the participants. Thus, in the traditional methods of
project management, the categories of quality, time
and cost were important, then the complexity — value —
resistance, and according to the flexible methodology,
the categories of speed, value, efficiency prevailed.
Thus, with the development of the digital
system, a new approach to project management was
formed, in 2001, the Agile Manifesto was adopted,
i.e. a flexible methodology for project management
was developed. The main categories in the new
project management paradigm are speed — value —
efficiency. In this paradigm, not only the duration
of the project but also the speed of presentation
of valuable results to the customer for testing is
important, first of all, the simplest type of product
is offered to the customer. After the introduction of
flexible methods of project management, the product

began to enter the market faster, the project team
became more flexible to change.

Because customer requirements are constantly
changing, project managers face big challenges.
While everything is changing rapidly, planning is
difficult, traditional project management approaches
define basic plan requirements, and then apply chan-
ge management to minimize the impact of change on
the project, while Agile flexible project management
techniques help address this issue. According to many
companies, this method of project management is
more effective because it involves the involvement
of each employee in achieving the set goal, which
means that the actions of each of them are voluntary.

Flexible methodology reduces the negative im-
pact of personal relationships of team members on
the project results, strict division of responsibilities
between the project team and discipline. In this
methodology, the customer and the executor do not
make changes together, and even at the initial stage
of the project, the customer has the opportunity to
make adjustments (Table 2).

Table 2— Characteristics of traditional and flexible approaches to project implementation

Traditional methods of project management

Flexible methods of project management

Criteria for determining the
flexibility of the project

Based on the plan

Based on interaction with customers, meeting
their requirements

Factor-based

Based on strict regulations

During the project implementation, the content
may change, the result will be unknown at the
beginning of the project

The strictness of project content

The cost of change is very high,
technologically complex

The possibility of change is high and the cost
is low

The complexity of change

The project product is sold to the customer
only in full

It can be divided into blocks and the product
can be sold to the customer in parts

The mechanism of selling the
product to the customer

Environmental factors are considered stable

The content of the project will change, taking
into account the variability of environmental
factors

The impact of environmental
factors on the project

Changes in traditional project management
are responsive, but corrective or warning.

Changes in flexible project management are
monitored through adaptive actions

The nature of the change
management process

Traditional project management is top-down
control

Flexible project management involves
the creation of a self-organized and cross-
functional team

Organizational structure and a
team of project management

Traditional project management is contract-

APM is client-oriented

The orientation of project

based management methods
Stakeholder’s opinion is clear, and influence | The interests of stakeholders can change, their Level of influence of
is low level of influence is high stakeholders

Note - Ozkan Murat, 2016 Compiled by the
authors based on the literature.

As can be seen from Table 2, the flexible ap-
proach to project management is fully aligned

with the conditions of the virtual environment, the
development of digital systems.

Agile is used only in organizations that can work
in a rapidly changing environment, and the level
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of thinking of the project team must be flexible.
And the digital space is characterized by a high
level of flexibility, a large amount of information
flow. Therefore, project management based on
the Agile methodology, which is prone to digital
transformation, will support the development of the
economy in the new conditions and will be in demand
in the customer-oriented hospitality industry.

These studies show that the degree of maturity of
the project team plays a key role in the management
of digital projects. Today, in the context of the

Advanced registration featiuras

pandemic, the hospitality industry, along with other
industries, is undertaking digital projects. One of
the prerequisites for the effective implementation of
digital projects is the presence of a project team that
ensures the effectiveness of projects.

And now let’s describe the development of
project activities in the digital economy in the hotel
business in Kazakhstan.

The use of PMS technology in hotels is developing,
which allows hotel owners to provide quality services
to guests. It has the following features:

Integrated hotel office system

Cluality cleaning work

Cptimal management of custormer information

Effective hotel revenus managemesnt

Effcctive hotel managerent

Figure 2 — Features of PMS technology

It also allows you to analyze and analyze the
financial performance of the hotel, not only identifies
key indicators such as «hotel occupancy during the
period», «average room load», but also automates
the use of the services of the Global Booking System
(GBS).

The development of digital technologies is
facilitated by technological and organizational
and economic conditions, deployments require
special space for PMS devices, the involvement
of additional human resources for the timely
implementation of appropriate updates for soft-
ware. Such difficulties have intensified the
search for new technological solutions and led
to the development of virtual technologies.
Special electronic systems used by large com-
panies in the hospitality industry and individual
accommodation facilities allow direct com-
munication with customers, which develops the
hotel brand and increases loyalty.
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The Committee for Tourism Industry of the
Ministry of Culture and Sports of the Republic of
Kazakhstan is implementing the E-hotel project.

The main goal of the project is to create a sys-
tem of registration and accounting of guest accom-
modation, a list of important information about
accommodation, analysis of big data on external
and internal tourism (Big Data), modeling and fore-
casting of tourist flows based on Big Data.

This system allows automatically calculates the
«bed tax» tourist list, automatically sends notifi-
cations to the authorities about the stops of foreign
tourists, as well as uses the system as a means of
communication with the location.

The introduction of the E-Hotel system will
create a favorable environment for tourists, increase
the convenience of accommodation for foreign na-
tionals, as well as the collection, processing, and
analysis of information on temporary accommodation
of foreigners.
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The products of this project will be as follows:

— placement list;

— data on external and internal tourism (Big
Data);

— Model of tourist flows created by Big Data;

— automatically calculated tourist «bed tax»;

— information automatically provided to the au-
thorities;

— means of communication with locations.

This project is being implemented in Almaty and
Nur-Sultan.

In Kazakhstan, the pandemic has accelerated the
transition to a digital system in the hotel industry,
changing the attitude of customers to technology. The
experience of establishing personal communication
with guests with the help of technology was formed.
For example, the hotel Doubletree by Hilton Almaty
has launched a project that allows choosing a
contactless menu on your gadget using a QR code.
The purpose of this project is to ensure the trust and
safety of customers.

Conclusion
In the digital economy, the flow of information is

very large, there is a high need for the use of digital
technologies in project management, based on the

processing of large amounts of information. It is
important to store large amounts of information for
a long time, reliably and securely. The development
of digital technologies will also have a positive
impact on the development of the hotel business.
Especially in today’s pandemic, contactless service
is not possible without the development of digital
technologies.

One of the digital technologies that will be
important in the future is Big Data (Xiang Z. et al,
2017, Pilkington, M., 2016). The LockChain plat-
form is based on digital blockchain technology,
which is a sales platform for accommodation, where
there are no intermediaries and no commissions.
Also, the blockchain system is used on the BeeToken
and Beenest platforms to pay for hotel services.
ShoCard & SITA digital blockchain platform was
used to manage customer identification. Amadeus is
actively implementing digital technologies, modern
technologies can determine the mood of the customer
and classify (differentiate) the answers according to
the tone of voice. The adaptation of such innovative
technologies to the conditions of development of the
domestic hotel business is one of the most urgent
measures to increase the competitiveness of the
industry and maintain its position in the market in
times of crisis.
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