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Aims of the eAims of the e--business forum teambusiness forum team

Investigate the development and use of DMS in Investigate the development and use of DMS in 
Greece Greece 

Examine the factors inhibiting and facilitating the Examine the factors inhibiting and facilitating the 
adoption of DMS in Greeceadoption of DMS in Greece

Identify and learn from best practices Identify and learn from best practices 

Develop and propose policies and measures for Develop and propose policies and measures for 
facilitating and fostering the creation and evolvement facilitating and fostering the creation and evolvement 
of DMS in Greeceof DMS in Greece



Research MethodologyResearch Methodology

4 forums4 forums
–– KefaloniaKefalonia
–– Rhodes Rhodes 
–– Thessaloniki Thessaloniki –– PhiloxeniaPhiloxenia
–– AmintaioAmintaio, , FlorinaFlorina

About 120 participants in About 120 participants in 
each forum each forum 
–– Industry Industry 
–– Public sector Public sector 
–– AcademiaAcademia

National web National web --
based surveybased survey
distributed through:distributed through:
–– the ethe e--business forum business forum 

network network 
–– www.traveldailynews.grwww.traveldailynews.gr
–– ITA ITA –– Institute of Local Institute of Local 

Public AdministrationPublic Administration

72 responses so far 72 responses so far ……



Profile of survey respondentsProfile of survey respondents

DMO; 13%

Tour Operator; 5%Accommodation; 
21%

Public DMO; 16%

Bed & Breakfast; 
2%

Casino; 2%

Other Option 
(education, airline); 

29%

Cultural organisation; 5%
travel agent; 10%

DMO
travel agent
Cultural organisation
Tour Operator
Other Option (education, airline)
Accommodation
Public DMO
Bed & Breakfast
Casino



Is there any DMS for your tourism 
destination?

25 (36%)YES

44 (64%)NO



DMS developerDMS developer

4%Other (consortia of tourism firms)

44%Private Business

16%Public Private Partnership 

16% Association of tourism enterprises 

20%Public Organization



Satisfaction with DMS operations: Satisfaction with DMS operations: 
dependent on the developer of the DMSdependent on the developer of the DMS

Totally agree; 26,4

Agree; 17,65
Neutral; 26,47

Disagree ; 23,53

Totally Disagree; 
5,88 Totally agree

Agree
Neutral
Disagree 
Totally Disagree



Types of Destination and Types of Destination and 
Management SystemsManagement Systems

Geographical and Geographical and 
political political 
categorisationcategorisation

––Continental Continental 
www.visiteuropewww.visiteurope..comcom

––NationalNational
––RegionalRegional
––LocalLocal

Themed or Themed or 
experienced based experienced based 
categorisationcategorisation

––AgroAgro--tourismtourism
––Wedding tourismWedding tourism
––Winter tourism Winter tourism 









DMS development stagesDMS development stages
Usage Usage --

RoleRole

TimeTime

Information 
era

Transaction 
era

Destination 
Management

Community 
networking & 
collaboration



Factors affecting DMS Factors affecting DMS 
development and usagedevelopment and usage

Factors related to the management, 
organisation and the manager/owner of 

tourism firms

Factors related to the public local and Factors related to the public local and 
national administrationnational administration

Factors related to the  DMS Factors related to the  DMS 
technologies themselvestechnologies themselves



MacroMacro--economic factorseconomic factors
Lack of DMO with effective organisational structures and functions 
– Bureaucracy, unflexible political mechanism, multiple and conflicting 

political interests and lobbying powers

Lack of a holistic institution – organisation responsible for the 
comprehensive e-marketing and e-promotion of a destination
– Multiple - division of budgets leading to waste of lack of resources  
– Fragmented information 
– Lack of co-ordination and common aims 

Lack of a MIS and KM system for collecting, analysing and distributing 
tourism related information at a destination and national level 

Lack of a strategic master plan for tourism development and marketing 

The “philosophy of subsidies” without any plans for sustainable long-
term survival and competitiveness of DMS efforts

DMS by private businesses lack the resources and lobbying power to 
get involved and influence sustainable destination management



Public DMO factorsPublic DMO factors
  

Not 
applica
ble 

Totally 
agree  
5 4 3 2 

Totally 
disagree 
1 

Ineffect ive public administrat ion 
mechanism  8.7% 55.07% 24.64% 7.25% 1.45% 2.9% 

Lack of a knowledgeable and skilled 
staff in public organisat ions 7.81% 62.5% 25% 0% 4.69% 0% 
Lack of a strategic master plan by the 
public DMO 6.06% 66.67% 22.73% 4.55% 0% 0% 

Bureaucracy in the Public DMO  4.55% 62.12% 18.18% 10.61% 4.55% 0% 

Lack of a DMO 9.23% 60% 18.46% 7.69% 1.54% 3.08% 

Conflict ing interests at  destinat ion 7.69% 52.31% 23.08% 6.15% 9.23% 1.54% 

Unreliable DMO 10.77% 40% 23.08% 10.77% 10.77% 4.62% 
Lack of communicat ion and 
coordinat ion with the DMO 12.5% 40.63% 26.56% 12.5% 6.25% 1.56% 
Lack of an MIS and mechanism at  
dest inat ion and nat ional level 7.94% 57.14% 22.22% 11.11% 1.59% 0% 

Ineffect ive management of the public 
DMO 10.94% 48.44% 21.88% 10.94% 6.25% 1.56% 
Lack of a nat ional and local tourism 
master plan 11.29% 45.16% 29.03% 11.29% 1.61% 1.61% 
Lack of financial resources of the 
public DMO 10.94% 35.94% 29.69% 10.94% 7.81% 4.69% 
Subsidy philosophy without 
sustainable plans 10.94% 360.94% 20.31% 3.13% 1.56% 3.13% 



MicroMicro--economic factors of tourism firmseconomic factors of tourism firms
Managerial issues
– Organisational skills 
– The business model of DMS, sales commission, 

registration fee etc 
– Technological competencies, skills and knowledge 

ICT issues
– ICT infrastructure
– ICT investment and costs relative to its perceived 

benefits 
– DMS integration with existing ICT applications of the 

firm 
– Easy-of-use and easy-of-learning of the DMS platform 

and system
The reliability, trust and co-operation developed 
with the organisation supporting the DMS



MicroMicro--factorsfactors

  

Not 
applica
ble 

Totally 
agree  
5 4 3 2 

Totally 
disagree
1 

Lack of ICT skills and competencies  12.7% 46.03% 22.22% 12.7% 4.76% 1.59% 

Lack of ICT infrastructure by tourism firms 6.06% 37.88% 27.27% 21.21% 6.06% 1.52% 

Cost of DMS participation 14.06% 14.06% 20.31% 17.19% 20.31% 14.06% 

Difficult use of DMS 14.29% 9.52% 19.05% 22.22% 25.4% 9.52% 

Difficulty in learning the DMS platform  14.06% 12.5% 21.88% 26.56% 15.63% 9.38% 

Lack of organisational system to support the 
use of a DMS 9.68% 38.71% 32.26% 16.13% 3.23% 0% 
Lack of DMS integration with other 
electronic channels and systems 26.98% 20.63% 19.05% 19.05% 7.94% 6.35% 

Competing firms do not participate in DMS 30.16% 23.81% 12.7% 22.22% 1.59% 9.52% 
Lack of education regarding the DMS 
functions and benefits to the tourism firms 12.31% 56.92% 16.92% 9.23% 3.08% 1.54% 



DMS ICT factorsDMS ICT factors

1.59%4.76%7.94%19.05%55.56%
11.11

%
Lack of leadership for 

promoting DMS creation 

25%20.31%18.75%12.5%10.94%12.5%
The DMS provided limited 

customer value

17.19
%9.38%15.63%21.88%20.31%

15.63
%

High costs for operating a 
DMS relative to its 
benefits

4.84%0%6.45%17.74%62.9%8.06%

Lack of a holistic tourism 
organisation at the 
destination

10.77
%16.92%23.08%21.54%12.31%

15.38
%

There are more effective 
online distributions 
channels

9.23%13.85%30.77%16.92%9.23%20%
Information sources of DMS 

are limited and outdated

Totally 
disag
ree 1234

Totally 
agree 
5

Not 
appli
cable



Public Private Partnerships (PPP) Public Private Partnerships (PPP) 
a successful or cursed marriage ?a successful or cursed marriage ?



The most effective organisational The most effective organisational 
type of a DMStype of a DMS

association of 
tourism enterprises; 

11%

private business; 
10%

PPP; 74%

Public Organisation; 
4%

association of tourism
enterprises
private business

PPP

Public Organisation



We cannot expect to be able to We cannot expect to be able to 
download tourists from a DMSdownload tourists from a DMS



DMS are not a panaceaDMS are not a panacea

We need to know how to set, We need to know how to set, 
implement and evaluate the implement and evaluate the 
achievement of DMS aimsachievement of DMS aims



Suggested policies and measures Suggested policies and measures 
for fostering DMS development for fostering DMS development 

in Greecein Greece



Measures and policies directed Measures and policies directed 
to tourism firmsto tourism firms

The adoption of a more longThe adoption of a more long--term strategy for the evaluation of DMS. term strategy for the evaluation of DMS. 
Tourism businesses Tourism businesses should take into account not only the quantitative should take into account not only the quantitative 
benefits (e.g. the number of bookings from the DMS), but also thbenefits (e.g. the number of bookings from the DMS), but also the e 
qualitative results and benefits from qualitative results and benefits from itit. . 

The adoption, by the tourismThe adoption, by the tourism businesses, of electronic booking systems businesses, of electronic booking systems 
and other applications, in order to facilitate the integration oand other applications, in order to facilitate the integration of their f their 
operations with the DMS. operations with the DMS. 

The search for and utilization of human resources with the best The search for and utilization of human resources with the best 
possible training, and the adoption of lifepossible training, and the adoption of life--long training schemes for long training schemes for 
businessmen and managers. businessmen and managers. 

The development and The development and establishmentestablishment of partnerships and collaborations of partnerships and collaborations 
with public agencies, for the improved operation of the DMS at twith public agencies, for the improved operation of the DMS at the local he local 
level. level. 

The active participation of businessmen in the tourism sector, aThe active participation of businessmen in the tourism sector, as well s well 
as as of of their collective representative associations, in public life andtheir collective representative associations, in public life and in the in the 
operation of public agencies managing tourism destinations.operation of public agencies managing tourism destinations.



Measures and policies directed Measures and policies directed 
to the Greek Stateto the Greek State

The creation and operation of a more effective and coordinated The creation and operation of a more effective and coordinated 
State infrastructure, responsible for matters of destination State infrastructure, responsible for matters of destination 
management on every level: national, regional, and local. management on every level: national, regional, and local. 
ReductionReduction ofof bbuureaureaucracycracy andand thethe inflexibleinflexible operationaloperational system system 
of public agencies. of public agencies. 
StaffingStaffing ofof thisthis infrastructureinfrastructure andand itsits agenciesagencies withwith specialized specialized 
and trained personnel, which will not be controlled or affected and trained personnel, which will not be controlled or affected by by 
partisan interests and decisions. partisan interests and decisions. 
DrawingDrawing upup ofof aa strategicstrategic actionaction planplan withwith specificspecific goalsgoals andand
actionsactions ((aimedaimed atat thethe managementmanagement andand marketingmarketing ofof their their 
tourism destinations) for the destination management agencies. tourism destinations) for the destination management agencies. 
AdditionalAdditional trainingtraining andand lifelife--longlong educationeducation of the existing human of the existing human 
resources in public agencies responsible for tourism issues, on resources in public agencies responsible for tourism issues, on 
the subjects of new technologies and the capabilities of DMS.the subjects of new technologies and the capabilities of DMS.



Measures and policies directed Measures and policies directed 
to the Greek Stateto the Greek State

Creation and enhancement of a department that will deal exclusivCreation and enhancement of a department that will deal exclusively ely 
with the development and operation of the DMS. with the development and operation of the DMS. 

CollaborationCollaboration withwith privateprivate entities and establishment of partnerships. entities and establishment of partnerships. 

HenceHence, , thethe informinginforming, , sensitizationsensitization, , andand trainingtraining ofof GreekGreek touristtourist
businessbusiness andand agenciesagencies isis deemeddeemed crucialcrucial forfor thethe usabilityusability, , 
applicationapplication, , andand utilization of technological eutilization of technological e--tourism applications, tourism applications, 
both in their everyday operations, and in the mapping out of strboth in their everyday operations, and in the mapping out of strategy. ategy. 

Setting in motion theSetting in motion the creationcreation andand operationoperation ofof technologicaltechnological
infrastructuresinfrastructures, , systemssystems, , andand organizationalorganizational frameworksframeworks, , whichwhich willwill
enableenable andand supportsupport thethe collectioncollection andand disseminationdissemination ofof crucialcrucial
informationinformation, , experienceexperience, , asas wellwell asas newnew knowledgeknowledge inin thethe tourismtourism
industry.industry.



In order to achieve those goals and targets, we need to develop In order to achieve those goals and targets, we need to develop 
an electronic platform, based on the principles of web 2.0, ablean electronic platform, based on the principles of web 2.0, able
to letting stakeholders and end users to share, trade and to letting stakeholders and end users to share, trade and 
collaborate. collaborate. 

The Destination Management System The Destination Management System toolkit for: toolkit for: 
–– Controlling the destinations assets, Controlling the destinations assets, 
–– Deploying the sustainability of resources, Deploying the sustainability of resources, 
–– Coordinating the stakeholders,Coordinating the stakeholders,
–– Promoting destination within the net,Promoting destination within the net,
–– Forecasting methods,Forecasting methods,
–– EE-- learning techniques,learning techniques,
–– Development of a knowledge management systemDevelopment of a knowledge management system



Destination Platform

Crisis 
management

Human resources
development

Assets
(Financial & 
Knowledge)

Resource 
sustainability

Information/ Research

Coordinating Tourism Stakeholders

Quality of Visitor Experience



Destination
Platform

Principles

openness

Data integrity

accountability

Data mining Simple 
Architecture

(rules and structure)

transparency

Flexibility

Human
Perspective 



The Destination Management The Destination Management 
PlatformPlatform……

Is already deployed in the laboratories of the Is already deployed in the laboratories of the 
Aegean University Aegean University 
Is based:Is based:
–– On the principles of web 2.0,On the principles of web 2.0,
–– (partially) on the p2p networks,(partially) on the p2p networks,
–– Statistical process of the data,Statistical process of the data,
–– On the principles of Knowledge ManagementOn the principles of Knowledge Management
–– On the principles of eOn the principles of e-- democracy democracy (between the stakeholders)(between the stakeholders)



Thank you Thank you !!
Dr Marianna Sigala, University of the AegeanDr Marianna Sigala, University of the Aegean

((m.sigala@aegean.grm.sigala@aegean.gr))

SpyrosSpyros AvdimiotisAvdimiotis, TEI of Thessaloniki, TEI of Thessaloniki
((rdoffice@tour.teithe.grrdoffice@tour.teithe.gr))


