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Abstract: Having in mind the growing importance and role that ICT have in improving the quality of the tourist 
offer, it is very important that employees in the tourism industry constantly monitor the trends of change in this 
area and to continuously train and improve in this technological sphere.  
The aim of research is to point out the importance and possibilities of applying information and communication 
technologies (ICT) in tourism enterprises as a factor in improving quality the tourist offer.  
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Sažetak: Imajući u vidu sve veći značaj i ulogu koju IKT imaju u poboljšanju kvaliteta turističke ponude, veoma 
je važno da zaposleni u turističkoj industriji neprestano prate trendove promena u ovoj oblasti i da kontinuirano 
treniraju i usavršavaju se u ovoj tehnološkoj sferi. 
Cilj istraživanja je da se ukaže na značaj i mogućnosti primene informaciono-komunikacionih tehnologija (IKT) 
u turističkim preduzećima kao faktora za poboljšanje kvaliteta turističke ponude. 

Ključne reči: informacione i komunikacione tehnologije, turistička ponuda, preduzeća, ljudski resursi.  
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INTRODUCTION  

Technological development is directly related to 
the intellectual capital i.e., the human factor, because 
it is the most important development resource nowa-
days. Investing in the intellectual capital development 
is a global tendency, because the ‘civilisation of 
knowledge’ is important for all countries, regardless 
of their development level. Intellectual capital as the 
company’s intangible assets include: experience, 

information, know-how, managers’ readiness, brand, 
image, reputation, culture, consumer loyalty, trust, 
knowledge of consumer preferences and the ability to 
process information (Sagić, et. al, 2019).  

The concept of the knowledge society puts the 
human personality, his knowledge with the appl-
ication of information technologies, supported by 
computer networks and the Internet, at the center of 
events (Arsić, Premović, 2020). 
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The ability to innovate is one of the important fac-
tors of change and success, which is why innovation 
is a necessity for the survival and vitality of enter-
prises, but also of national economies and society as 
a whole. Improvement of existing and introduction of 
new products and services can be achieved through 
systematic and continuous implementation of innov-
ation and learning processes in enterprises (Cvij-
anović and other, 2018). Knowledge and effective 
management of organizational knowledge encour-
ages the creativity of employees, which is achieved 
through various innovations (Premović, 2021). To 
maintain a market position and achieve a competitive 
advantage, innovations are necessary primarily in the 
management system (forecasting, planning, organiz-
ation, control, rewarding employees for the achieved 
results, etc.), (Vujović, 2018). 

The importance of information technology (IT) in 
modern business is enormous. Based on the pres-
ented research of a group of authors (Sagić et.al, 
2019) advanced economies accounted for 85–88% of 
the global top 1% in 1988–2005, falling to 77% in 
2012. There was a decline in global inequality from 
2005 to 2012. Global wealth data show rising  part-
icipation of emerging economies in the global elite. 
The tendency towards globalisation generally requ-
ires open organistic forms, based on modern techn-
ology and modern knowledge. 

Researching the consequences of the COVID-19 
pandemic on tourist trends, in the context of a broader 
analysis of political and economic trends in the world, 
concludes that all crises and major social problems in 
the world are related to tourism and the economy. It 
would be an epochal undertaking to define guidelines 
for the development of tourism that could serve as a 
model for overcoming the consequences of the 
COVID-19 pandemic applicable to all countries and 
nations. The serious negative effects of the COVID-
19 pandemic on tourism trends are confirmed by 
reports from the World Tourism Organization (UN 
WTO). The analysis of the latest trends, according to 
UNWTO statistics, confirms that international tourist 
travel in 2020 decreased by 20% to 30% compared 
to 2019 due to the COVID-19 pandemic (International 
Tourist Arrivals, 2020). 

The analysis of the impact of COVID-19 on tour-
ism revenues, based on UNWTO statistics, shows 
that the reduction of tourist trips by 20-30% in 2020 
compared to 2019, amounts to 300 to 450 billion US 
dollars, which is one third of the revenues in 2019. 

Tourism is now one of the five largest export 
industries in over 150 countries, while in 60 countries 
it is the number one export. For 1/3 of developing 
countries and of 1/2 the least developed countries, 
tourism is the main source of foreign exchange 
(Premović, Pejanović, 2016). 

Tourism suffered the greatest crisis on record in 
2020 following an unprecedented health, social and 
economic emergency amid the outbreak of the 
COVID-19 pandemic (UNWTO, 2021). According to 
the UNWTO statistic data, international tourist 
arrivals (overnight visitors) plunged by 74% in 2020 
over the previous year due to widespread travel 
restrictions and a massive drop in demand. As the 
result of the COVID-19 pandemic, the loss of USD 1.3 
trillion in export revenues was estimated in 2020. That 
is more than 11 times the loss recorded during the 
2009 global economic crisis. Based on the overall 
analysis and calculation, the COVID-19 pandemic 
has put between 100 and 120 million direct tourism 
jobs at risk. 

1. LITERATURE REVIEW 
In turbulent conditions with rapid change, modern 

enterprises gain a competitive advantage in the 
market based on the so-called core competence. The 
core competence is the main source of competitive 
advantage, and it is built only through the learning 
process, because only foreground generated as a 
result of the learning process, predominantly affects 
the creation of added value in today's market (Prem-
ović, 2016). 

If enterprises want to successfully perform their 
activities, they must adapt their organizational struct-
ure and culture and encourage the practical applic-
ation of the concept of continuous (lifelong) learning 
and education from various fields, especially in the 
field of information and communication technologies. 
Therefore, it is necessary, as Todosijevic (2016) 
points out, to identify leading organizations capable 
of constructive technological improvements and the 
introduction of innovations and the formation of an 
engineering scientific and technical base.  

In order to improve business management and 
positioning in the market, business and social 
organisations take advantage of available information 
technologies. IT includes not only modern hardware 
technology but also techniques, methods, models, 
platforms and processes (Sagić, et.al, 2019).  

The necessity that tourism constantly monitors 
technical and technological, cultural and other chan-
ges in order to ensure adequate and timely 
knowledge of the characteristics of tourist demand 
while adapting the tourist offer to the new needs of 
tourists, this confirm the role and importance of 
human resources in tourism. Three basic elements or 
factors of tourism development are: human resour-
ces, space and material basis, where human 
resources are the first and main factor of develop-
ment (Vujović, 2018, and others). Although in the 
literature are present thinking (especially geograph-
ers) that space is prime element in tourism 
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development, the reality that space without the pres-
ence of human remains just a place exposed to the 
natural processes challenge such opinions. Meaning 
that designated area by human work can be made 
more interesting to visit and can be arranged certain 
tourist offer. Therefore, it must build infrastructure as 
one of the basic elements of the material basis. So, 
the man in best case the educated and professional 
human resources identify and evaluate natural and 
anthropogenic values of the area and build in it 
infrastructure systems, create the material basis of 
tourism, based on which it is organized specific tourist 
offer (Vujović, Premović, Grujić, 2014). 

Under the influence of intensive technological 
development and globalization, the pronounced com-
plexity and dynamism of the tourist market initiated 
changes in the structure of tourist supply and demand 
(Vujović, Cvijanović, Štetić, 2012). The complexity of 
the tourist activity fuels the constant need to take new 
actions in order to adapt the tourist product to the 
requirements of the tourist demand by recognizing 
the needs of tourists, their realization and appear-
ance on the tourist market (Vujović at al. 2011). 

One of the basic goals of the scientific and techn-
ological development policy is the new knowledge 
creation, transfer, mastering and diffusion. The purp-
ose of learning is to increase knowledge or to achieve 
a higher level of existing skill. In this regard, learning 
relates to a relatively constant change in behaviour 
that arises as a result of experience or practice 
(Sagić, et. al, 2019; Janković i ostali, 2020). In perfor-
ming tourism activities and providing tourist high-
quality services, continuous training and education of 
human resources has a particularly important role. 
Therefore, tourism companies must allocate addit-
ional funds for intensive staff training (the rule of 
successful companies becomes that each employee 
should spend some time in the „classroom“). The 
more sophisticated the services provided by tourism 
companies, with more built-in knowledge, the longer 
the mandatory time spent in education. Managers are 
estimated that they need to spend over a fifth of their 
working time in their own education, in order to 
prevent „knowledge obsolescence“. This means that 
the useful life of knowledge is getting shorter, so that 
one can no longer live from the „old glory“, ie. knowl-
edge acquired in an earlier period (Milenković, 2009). 

Although interdisciplinarity is present in the 
programs of human resources education for work in 
the tourism industry in the light of economic and 
geographical approach, ie, the study of tourism from 
the aspect of geography and economy, there is very 
little multidisciplinarity and transdisciplinarity, which 
should be seriously expanded (Vujović, Premović, 
Grujić, 2014). 

Based on the analysis and forecasts of govern-
ment organizations in charge of monitoring the devel-
opment of tourism and economic tourism organ-
izations in twenty European countries, the problem of 
lack of ICT- electronic informatics in the tourist offer, 
(as opposed to the demand for tourism) is recognized 
as one of the significant problem in this area. As a 
weakness of information and communication techn-
ologies, some authors point out the impossibility of 
transferring experience. “The combination of live-
streaming technology and tourism is an important 
development in the evolution of tourism experiences. 
Research on live-streaming tourism is becoming 
popular, but empirical studies on the relationship 
between live streaming and travel intention remain 
underexplored“ (Zhang, et al., 2021:56). Weaknes-
ses and limitations of Live streaming, which is char-
acterized by interaction and takes the form of a small 
community, according to other authors (Chen and 
Lin, 2018).  

2. METHODOLOGY 
The basic premise on which is based this paper 

is that ICT and educated and trained human 
resources is the most important intangible business 
asset, which affects the quality of tourism services.  

To determine the real situation in tourist comp-
anies in Serbia and to determine whether ICT 
knowledge is used and in what way, an original 
survey was conducted. The importance of the Inter-
net in the function of the quality of the accommod-
ation offer of a particular tourist destination has also 
been investigated. 

In this research were applied: the method of 
induction and deduction, the method of analysis and 
synthesis method, deductive and comparative meth-
ods, as well as techniques of structured question-
naire for field research. The obtained data were 
processed in SPSS program. 

Based on the results of the original research 
conducted within the tourism enterprises on the 
territory of Serbia, it can be concluded that Internet 
and IC technologies are not sufficiently exploited 
and market-verified through competitive tourist 
advantages within the tourist activity on the territory 
of Serbia.  

3. HUMAN REOSURCES AND ICT IN THE 
TOURISM INDUSTRY IN SERBIA 

Recent research has recognised that techn-
ological factors are not the only key to the eff-
ectiveness of the information technologies accept-
ance. Research findings confirm that the basic 
factors of an online trust model are: website usabil-
ity, privacy, security, expected product performance, 
loyalty, and electronic management of customer 
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relations. The results in the study of financial perf-
ormance of 594 enterprises that operate within the 
ICT industry in Serbia in the period of five years 
(2009-2013) and their dependence on IC efficiency 
indicated that human capital and physical capital 
partially affect financial performance, which is cons-
istent with empirical findings from other developing 
countries. When compared to other industries in 
Serbia, ICT industry demonstrated more significant 
impact of human capital (Sagić et.al, 2019).   

4. RESULTS AND DISCUSSION 

In order to determine the importance of the Int-
ernet in the function of the quality of the accom-
modation offer of a particular tourist destination in 
Serbia, a primary quantitative survey was conducted 
which included a total of 220 respondents of which 
144 respondents (65.5%) were male and 76 resp-
ondents (34.5%) were female (Cvijanović et al., 
2019). 

Primary quantitative and qualitative research 
was conducted in Belgrade. The main goal of the 
research is to examine the relationship between 
sociodemographic variables (gender, age, level of 
education, work status, monthly personal income of 
respondents) and the frequency of Internet use by 
respondents and the purpose for which it is used. 

The independent variables in this research were: 
gender, age, level of education of the respondents, 
employment status of the respondents and monthly 
personal income of the respondents. Dependent 
variables examined the frequency and purpose of 
Internet use, with respondents on a five-point Likert-
type scale assessing the extent to which they 
agreed with the statements examined, where 1 
meant I did not completely agree and 5 meant I 
completely agreed. 

The conducted research showed the existence 
of a connection between socio-demographic vari-
ables (gender, age, level of education, work status, 
monthly personal income of the respondents) and 
the frequency of Internet use among the respon-
dents. 

The results show that respondents use the 
Internet every day (4.57), mostly because of e-mail 
(4.46) and web search (4.39), and least because of 
E-banking (3.28) and shopping (3.52). 

Multiple regression examined whether the com-
bination of predictors, which included gender, age, 
employment status, level of education and monthly 
personal income of respondents, could predict the 
frequency of Internet use and the purpose for which 
respondents use it. 

The obtained results show that younger, more 
educated respondents with higher monthly incomes 
and a larger number of household members use the 
Internet more than other groups of respondents for 
the purpose of education. Based on the results, it 
can be concluded that highly educated men with 
higher personal incomes more than other resp-
ondents tend to always be online.  

On the other hand, younger unemployed resp-
ondents living in households with a smaller number 
of members use the Internet more than other categ-
ories of respondents for information and enter-
tainment. Based on the results, it can be concluded 
that employed respondents who live in households 
with a larger number of members use E-banking 
more than other categories of respondents. 

The results show that younger lower-educated 
employed respondents with higher personal inc-
omes use the Internet more before buying more than 
is the case with other categories of respondents in 
order to inform about the total offer and prices. 
Based on the results, it can be concluded that the 
comments of other users have a greater impact on 
younger lower educated men with higher monthly 
household incomes and fewer household members 
who earn income than on other categories of 
respondents. 

The results show that younger employed women 
with lower education with higher monthly personal 
incomes and a larger number of household mem-
bers have the most experience in shopping online. 
Based on the results, it can be concluded that lower 
educated respondents with a larger number of 
household members prefer to shop online more than 
other groups of respondents and do so whenever 
possible. 

Only some of the presented research results, 
such as the results that respondents use the Internet 
every day mostly for e-mail and web search, and 
least for E-banking and shopping, that younger 
respondents use the Internet more for shopping 
compared to other groups of respondents but also 
that the most experienced in shopping online have 
younger employed women with lower education with 
higher monthly personal income and more hou-
sehold members - confirm the basic assumption of 
the author that the possibilities of applying ICT and 
especially Internet technology in tourism enterprises 
in Serbia are not used adequately and that there is 
significant space for further improvement of the 
quality of the tourist offer in Serbia in this context 
(Premović, 2021). 

In order to determine the basic characteristics of 
human resources in Serbian tourism and determine 
whether continuous human resource management 
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through the prism of applying the concept of lifelong 
learning and education is applied to achieve comp-
etitive advantages of tourism companies in Serbia, 
an original empirical study was conducted. Primary 
research performed within the framework of the 
doctoral dissertation Premović (2015).  

The study involved 141 respondents: 89 men 
and 52 women. The largest number of 71 resp-
ondents has a university degree, while the pred-

ominant age structure of respondents is between 
33-40 years of age, which is a total of 71.  

All respondents are employed in companies, 
tourism organizations, agencies, institutions and 
other legal and natural persons in Serbia directly 
and/or indirectly participate in the creation of the 
tourist offer and the provision of tourist services. The 
SPSS program was used for processing and 
analysis of the obtained data. 

 
Table 1 - Sample structure - respondents who participated in the research by gender, education and age 

Variable Number %

Gender Male 89 63,1 
Female 52 36,9 

Education level  

Secondary school - skilled worker / / 
College 52 36,9 
College - basic academic studies of the 1st degree 16 11,3 
University - academic studies of the 2nd degree – master 71 50,4 
Master's degree and / or doctorate 2 1,4 

Age 

Less than 25 3 2,1 
From 26 to 32 years 24 17,0 
From 33 to 40 years 53 37,6 
From 41 to 55 years 40 28,4 
More than 56 years 20 14,2 
No answer 1 0,7 

Source: Results of the author's original research. 
 

The results of the empirical research showed 
that the concept of lifelong learning and education is 
applied in 56 companies (39.72%) in which the 
respondents are employed, while this is not the case 
in 49 companies, which is equivalent to a percent-
age share in the basic sample of 34.74% comp-
anies.  

A significant number of respondents are not 
familiar with the educational policy and human reso-
urce management strategies in the tourism enter-
prises in which they are employed. 36 respondents 
answered that they do not know or are not sure 
whether the concept of lifelong learning is applied in 
the company or not. 

Research on the application of the concept of 
lifelong learning and education and new information 
and communication (IC) technologies  conducted in 
Serbia showed that the concept of lifelong learning 
and education is applied in 56 (39,72%) companies 
that employ respondents, while 85 (60,28%) 
companies do not apply this concept (Figure 1). 

Social networks have replaced the traditional 
media. Experiences from all over the world indicate 
the increasing role of platform use in marketing. 
Decision makers try to identify ways in which firms 

can make profitable use of applications such as 
Wikipedia, YouTube, Facebook, LinkedIn and 
Twitter. Live streaming video content will be the 
emerging trend. Regardless of the great popularity 
of social networks, top world  companies recognise 
the importance of live interaction between people 
and do not use technology to replace the need for 
these interactions. Smart companies use the fact 
that customers are connected to each other virtually 
through social networks, but live interaction makes 
business connections more valuable and stronger 
(Sagić et.al, 2019). 
 

 
Figure 1 - Application of the lifelong learning 
concept in the tourism enterprises in Serbia 

Source: Results of the author's original research. 
 

Based on these facts, it has been also rese-
arched about improving knowledge and skills in the 
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field of IC technologies the application new inform-
ation and communication (IC) technologies (Blago-
jević, et al. 2020). Almost all respondents, more 
precisely 139 of the 141 who participated in the 
survey (as can be seen in Table 2), improved their 
knowledge in the field of information and comm-

unication technologies. Certainly, this is an enco-
uraging fact and proof of the understanding of the 
importance of modern information and commun-
ication technologies by tourist companies from the 
area of Serbia that were included in the research 
(Premović, 2021). 

 
Table 2 - Improving knowledge and skills in the field of IC technologies 

Have you improved your 
knowledge 

from IC technology? 

In which period did you 
improve ICT knowledge? 

Do you use the internet and 
social networks at work? 

During the 
last year  

During the last 
three years  

Internet - yes, 
social networks 

- not  

Yes, both the 
internet and 

social networks 
YES 139 61 78 43 97 
NO 2 2 2 2 2 

Source: Results of the author's original research. 
 

A slightly larger number of a total of 78 resp-
ondents improved this knowledge in a period of one 
to three years, while 61 respondents acquired new 
knowledge in information technology in a period of 
up to one year. Only 2 respondents answered that 
they had not improved their knowledge of IC 
technologies in the previous three years. The rese-
arch found that two thirds of the respondents use 
both the Internet and social networks at work. 
However, one third uses the Internet, but not social 
networks in performing tourist activities on the 
territory of Serbia, which is necessary to change in 
the coming period. 

If tourism industry wants to achive its role as one 
of key generators of economic development in 
Serbia (Premović, 2016), it is essential that human 
resources working in the tourism sector have the 
knowledge, skills and abilities, as well as to continu-
ously manages their professional training and dev-
elopment.  

CONCLUSION 
Having in mind the needs of modern consumer 

society and the specifics of tourist activity as a highly 
labor-intensive service activity, it can be concluded 
that ICT and high-tech equipment and services are 
of great importance for improving the quality of the 
tourist offer. Also, there are great opportunities for 
daily use of high-tech equipment and services, prim-
arily Internet technology in order to improve the 
quality of accommodation capacities of the tourist 
destination. 

Based on the presented results of research 
conducted in Belgrade, which showed that the 
possibilities of using IT and Internet technology are 
great in the context of improving the quality of 
tourism, as well as research on the use of ICT by 

employees in tourism in the Republic of Serbia, it is 
possible to conclude that the possibilities of using 
the Internet and IC technologies are not sufficiently 
exploited and market-verified through competitive 
tourist advantages within the tourist activity on the 
territory of Serbia, which is especially necessary to 
work on in the forthcoming period.  
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