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Abstract

Tourism and other related industries are an insede part of globalization in
the world economy. Global markets have encourapedrémoval of many trade
barriers while fostering the free movement of peapid know-how across borders
that have benefitted the tourism industry.

Globalisation, hard competition and market-drivenamagement are the
fundamental characteristics of today’s tourism bess and the need to co-build
global connectivity for innovation is crucial toefsurvival of tourism enterprises
and all parties involved in the development of gldburism.
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1. Overture

Since the beginning of the 80s and the start dbajlwation, global tourism is
increasingly linked to other basic drivers of neabgl capitalism (Brondoni, 2016;
Brondoni, 2014). The changes in social, economid damographic trends in
demand enable monitoring the effects of the dynamicourism (Buhalis & Costa,
2005). For example, the aging world population #&mel active lifestyle of older
generations have created a new market segment.g€fan the consumption
behaviour of younger generations should not be looked as their improved
economic situation, employment and income enatdmtto actively participate in
tourist movements and introduce changes in pretesefocusing on new products
while participating in their creation (Mihajlav& Zorica, 2014).

o The quality of a city’s tourism offer is not owmlgnstituted of hotels,
restaurants and museums, but expresses the qoélifg of its citizens,
the level of security, environmental quality, tlaeiety and specificity of
services, cultural accessibility. Tourists and eHers are not confined
to dedicated routes, but experience areas of the afien introduced
and accompanied by people who are not professipnallolved in
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visitor management. Urban tourism is today a poulenieans of the
global development of the vision of a city, to sthate stories of
modernity, culture, style, quality of life, and edfior the environment.
The attractiveness of large cities in Europe, frBaris to Milan, from
London to Berlin, appears less and less linkedisding historic and
artistic sites, but to the desire of large sociabgps to experience
metropolitan life (Bellini, 2015; Brondoni, 2011).

On the other hand, concerns for environmental obsr{greenhouse effect and
pollution) directly affect new trends in tourist Hasiours, such as choosing
destinations with safe, eco-friendly products, dnds leading to new travelling
trends and motivations that in turn lead to nevoirative products (Arrigo, 2012).

o Venice lives off tourism, but must stem the gravfttourist flows
and develop market-driven management plans focaogseslustainable
tourism to sustain the demand of 24 million vistar year (70% day
visitors) accommodated in hotels, B&Bs, guesthoused private
homes. In the 80s, the Venice tourist season kdtérom March to
August (September was for elite tourism) while yod@urist tax
foresees low season rates only for the month oftid@nand high
season rates for the rest of the year.

Climate changes and greenhouse gas emissions (G&l@)fostered new needs
and possibilities for global tourism, for examplaore offseason trips and a
growing choice of summer destinations in the wirflganzoni & Pellizzari, 2016;
Smeral & Weber, 2000). Sustainable developmenhésal the basic prerequisites
of global and local tourism activities. Sustaindpilis the basis of the
developmental continuity of tourism destinationspite the increased cost of
additional investments in the preservation of rattesources and their rational use
(Franzoni, 2015; Mihajlo¢i& Zorica, 2014; Salvioni & Astori, 2013).

Global tourism promotes cultural changes and setgdetourism behaviours.
New values emerge that can be exploited to desighlyh specialised tourist
products.

o Tourism on Lake Como has grown substantially, palérly in the
least two years. This growth is prominent in thed B& Breakfast
industry in the northern part of the lake and camsedifferent tourism
with respect to the traditional high season (fromriAto October)
focused on culture, events, food & wine, excitingegainment and
wellness.

Values and lifestyle changes determine the straciad the dynamics of tourism
demand. For example, since the financial crisi2Qfi7, developed countries show
a trend towards more time spent on enjoyment dughiiting values, self-image
and materialism, from quality to low cost quantdapd from mass tours to an
individual approach to organising travel. Tourissnstrongly influenced by global
competition (Brondoni, 2016; Corti, 2016; Salvioi@016). Destinations (and
tourism ‘hardware’ such as hotels, airports, rajlsyaetc.) are no longer the critical
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point of the global tourism business (Salvioni, @01 New destinations
continuously emerge with growing competition betwéeaditional tourism offers
(focused on destinations) and modern tourist behasi (focused on individuals,
their self-identification, perceptions and sensa)qBrondoni, 2015).

o A basic dimension of globalization is the accetedacompression
of time and space. Time and space compression unsto is a
fundamental characteristic of the industry that eeggively promotes
new destinations. Locations that were consideretiadi and isolated
are now seen as accessible. For example, twergyyf@ars ago, an
overseas trip to participate in sport was a majgpedition reserved for
elite athletes. Today, it is a routine occurrenajen for many
recreational athletes (Higham & Hinch, 2009). Thelationship
between sport and tourism in regional and periphexeonomies has
been generally limited to high profile winter (e.gskiing and
snowboarding) and other nature-based adventure tspdHudson,
2000), with some exceptions for studies on spod &yurism in
regional economies (Chalip & Costa, 2006).

Furthermore, the internet and ICT directly and iiedily affect the creation and
efficient placement of the booking, promotion arades of tourist products that
strengthen the market approach and expand the rahgeoducts, with easier
adjustments to potential consumer needs, cost tiedscand competitive prices
(Corti, 2016). Finally, with primary reference ttogal tourism changes, the tragic
events of 11 September 2001 demonstrate the keyhat safety and security plays
in the tourism business and in making travel cto{@ake & Sinclair, 2003).

Tourism is a global and intensely competitive irtdyshighly sensitive to
perceptions of danger and lack of safety and sgcwvhich are vital to successful
tourism activities. The growth of tourist destioais depends on being able to
provide a safe and secure environment for visitors.

o Acapulco used to be a famous destination for kalyd tourism,
but today has become the most violent city in Mexide city council
is striving to promote the image of a safe cityf buthe port of
Acapulco, the cruise ships dock less often, thel®iare half-empty and
offer bargain prices. Thousands of shops, strandgpgcebxtortion, have
closed their doors (La Repubblica, 28 November 2016

Indeed, terrorism and instability are profoundlyacbing the global tourism map,
with drastic reductions in demand for Turkey, TimisMorocco, Egypt and France
in comparison to the evident growth of tourist flote Italy, Spain and Greece.

In summer 2016, terrorist attacks, political indtgband the migrants’ crisis
changed the tourist flows, introducing new compagitdynamics (market-driven
management) (Brondoni, 2009; Salvioni, 2008). amarajions and tourist
destinations. The ‘sunbelt’ countries in the fgst months of 2016 showed record
increases in foreign visitors (Spain, Portugalylend Greece) and the main driver
is to be found precisely in country stability arabspitality safety.
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2. Global Tourism, Market-Driven Management and Hogitality
Modernisation Costs

Globalization, the increase in travel demand dugreater spending power and
propensity to travel, terrorist attacks that hagshaped tourism routes, changing
traveller habits in terms of concentration and taraof periods of stay, as well as
the dominant motivation behind travelling have led a rapid change in the
international tourism market scenario (Floyda,lgt2004; Blake, et al., 2003).The
entire tourism chain requires effective orientattonservice personalization, with
attention to quality, innovation and digitizationdathe creation of sustainable and
accessible value (Arrigo, 2012).

Focusing attention on tourists entails giving doasideration to their needs and
expectations, and the resulting evaluation to staeportfolio of services offered
while effectively designing the internal and extdrnorganizational and
management activities to implement the servicefglast Tourist needs vary and
are subject to frequent change, implying that hafpi facilities must be able to
offer new services, reduce others to eliminate dédated, and so forth, to
streamline increasingly scarce resources (Corfic20

Today, hospitality enterprises are increasinglyemed to upgrading and
modernizing their facilities and services to mdet heeds and comforts of guests
according to age, physical and permanent or tempateabilities, attention to
issues related to sustainability, accessibilityaltie and safety (Salvioni, 2008;
Bellini, 2004). Inevitably, not all expectationsnche met and therefore priorities
must be established in terms of objectives to myrdaking into account the
available resources and expectations of tourisit) particular emphasis on the
critical factors on which the business intends tmoentrate its resources in
compliance with the economic and socio-environmecaaditions. Therefore, the
imperative of competitiveness stems from the emiphaaced on satisfying needs.
Becoming (and remaining) competitive means ensuongstant improvements in
the quality of services while efficiently develogimew services in line with
changing needs. However, worth recalling is that dbility to acquire consensus
from the external environment is a prerequisite tfeg long-term survival of any
firm modifying the technical and economic processmgards sustainability and
accessibility (Waligo, et al., 2013; Musso & Ris&8906). This is to prevent the
frequent fluctuations in tourist flows (conditionég exogenous and endogenous
factors) that could adversely affect sales and @tun result, since fluctuations in
demand tend to be fully reflected in the averageration level of accommodation
capacity due to the significant fixed operatingtsos

Although the modernisation of facilities and hoaliy services in terms of
sustainability and accessibility entails additiorfalsiness costs (depreciation,
maintenance, staff training, interests etc.) touaegan asset (for example, eco-
sustainable or energy-saving plant) and/or moderttie facilities (renovation of
rooms), it should enable higher revenues, followihg implementation of new
services in line with the changing demand or thlducéon of existing costs (for
example, energy savings).

The socio-environmental and economic dimensionsudsied above, are linked
to close relations, albeit not always synergistid aften conflicting. In the short
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term, conflicts may emerge between the pursuipetHic objectives related to the
different dimensions and improvements on a givemtfroften at the expense of
progress in other areas. However, in the mediufartg term, it becomes easier to
combine the various aspects of the outcomes th#terfinal analysis are closely
interrelated. The degree and manner of achievisgltse require a behavioural
approach focused on integrating the economic, koara environmental
dimensions. (Brondoni, 2015; 2011). Conversely, the absencefailure of
balancing the above dimensions may determine whiéig potential of developing
the business, with a loss in economic result atehdbnger-term consequences on
the entire system. Tourism firms should generakythe first to appreciate the
opportunity to pursue sustainability and accesgybibr the benefit of their own
businesses in line with the EU and UN World Touris@rganization
communications (UNWTO, 2015; Com 2003, 2016) recxigg the potential of
tourism industry in contributing to all objectiveeclared in the United Nations
2030 Agenda (United Nations, 2015) for sustainalelelopment.

In summary, being competitive in the global tourismarket means attracting
tourists, qualified personnel, finance, fosteringhis sense lasting relations of trust
over time and combining the economic and sociorenmental dimensions in a
long-term perspective.
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