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In this paper, the results of researches on developing the management of information systems  (IS) in catering and tourism are presented. It is supposed that managing of IS includes planning, organization, staff issues and control. As information technologies (IT) are the elements of IS, and in the application development they go through the phases of isolation, monopoly, expansion, economy, and information economy, a comparative review of that development in the world and in the observed catering and touristic enterprises is given. This research covers the period 1971-1997. The research sample included catering and touristic enterprises from the Istrian County, the most developed touristic region in the Republic of Croatia.





1. INTRODUCTION





Information systems (IS), as the pictures of business systems, have an important place in catering and touristic enterprises. Due to the process of economic restructuring in the Republic of Croatia, repositioning of catering and tourism, and the fast development of IT, it was necessary to start developing the management of these systems in enterprises.





“Management is the process of shaping and maintenance of environment in which individuals, working together in groups, efficiently realize their chosen aims. As persons, the managers perform management functions of planning, organization, staff issues, leading and controlling” (Weihhrich, Koonz, 1994). Accordingly, the management of IS represents the realization of these management functions. The management of IS presents an actual practice of integration of their strategies with the business strategy of an enterprise. It includes careful coordination of IS with business functions, so quality changes occurred in IS managing during time. 





In the world business practice, the IS, by their place and function in the strategy of enterprise, more and more define its business results and competitiveness on the market. Therefore, in this research, an exceptionally important question was asked: to what extent and how are the IS used in catering and tourism to gain advantages in the conditions of the ever more open and competitive international touristic market. This is the primary aim of this paper.





This paper presents the results of the research of developing the IT management in big catering and touristic enterprises in Croatia. The research covers the period 1971-1997. Starting from the position of IT in IS and the fact that the development of IT goes through the phases of isolation, monopoly, expansion economics and information economy, a comparative review of that development in the world, as well as in our country, is given in this paper. The research sample included catering and touristic enterprises from Istria, the most developed touristic region in Croatia. 





2. SAMPLE AND METHOD





2.1. Sample





The sample includes all nine big Istrian catering and touristic enterprises. Istria is the strongest touristic region in Croatia mostly oriented to foreign tourism. The total number of employees in the observed enterprises was 10,533-11,589. Two enterprises had up to 500 employees, one from 500 to 1,000, four 1,500-2,000 and two from 2,000 to 2,500; the enterprises had 87,349 beds in accommodation facilities in 1970, and 199,189 beds in 1990. In the same years, they realized 6,380,000 and 14,886,000 overnight stays, respectively. The enterprises are characterized by seasonal work; the main touristic season lasts about 100 days. In the period from 1990 to 1995, the accommodation capacities of the enterprises stayed the same, the number of employees was nearly cut in half because of the war conditions in the region, and the number of realized overnight stays in the mentioned period was at the level of 10-30% of that realized in 1990. After stabilization of the political and economic situation in the country, in the observed catering and touristic enterprises the number of employees was about 7,800 in 1997. Three enterprises had up to 500 employees, another three 500-1,000, two 1,000-1,500, and one 1,500-2,000. There were 143,376 beds in accommodation facilities in 1997, and there were 10,349,400 realized overnight stays.





2.2. Instruments





The research covers the period from 1971 to 1997. The first part of the research was performed at the beginning of 1994 and it covered the period 1971-1990, and the research for the period 1991-1995 took place in February and March 1996. The third research took place in March 1998, for the period 1996-1997. The reason for the frequency of researches lies primarily in dynamic qualitative changes that took place in these areas (emergence of the Croatian state, war, end of war, restructuring of the economy, privatization and so on.). 





Data were collected by the questionnaire, interview and drawing from a large number of primary documents which were found in the enterprises (studies, plans, programs, project reports, contracts, reports, decisions and similar). The questionnaire included all heads of electronic data processing (100%), head receptionists (80%), head accountants (77,78%), as well as personnel managers (78,89%) and marketing managers (77,78%), but general managers of the enterprises were interviewed (77,78%). Engagement of three pollsters and conversations with the majority of examinees before the poll took place account for the high percent of participants.





In the part of the research where the Delphi method was used, pertaining to the estimate of IT application in the near future and which took place at the beginning of 1994, 10 top experts from the fields of information science, economics, catering and tourism were included. Looking from the distance of the third part of the research (at the beginning of 1998), it was possible to see some failures in estimates and explain the lack of realization of some foreseen aims.


The model of collecting and processing of data and information was devised to operationalize the research. 





Collected information and data related to:


IS management, planning the IS application, organization of IS in the enterprise, information personnel, leading and controlling the realization of plans of IS application, 


development phases of IT, isolation, monopoly, expansion, economy and information economy, as well as 


estimate of IT application in the near future.


RESULTS AND DISCUSSION





The results of the research show that the period 1971-1997 should be observed through segments of 1971-1980; 1981-1985; 1986-1995 and 1996-1997. In these segments, some qualitatively new activities happened in the informatization of enterprises, so for that reason, the results are going to be shown in this manner.





3.1. Planning  





The plans for the application of IT in catering and touristic enterprises were mostly influenced by the consequences of the development of mass tourism, the possibilities which IT provides, financial soundness of enterprises, increase of information literacy and so on. The decisions on accepting the plans of IS establishment were, as rule passed, mostly by top management of the enterprises. Based on the obtained data, the review of plans is shown in Table 1.





Period�
Plan of  IS application�
IS tasks�
�
1971-1980


�
the beginning of application of computers


data processing in other EDP centers�
great quantity of data is processed 


data processing in short time with no mistakes


automatization of routine administrative tasks


creation of computer climate


decreasing the cost of data processing 


�
�
1981-1985





�
creation of own EDP centers


work on terminals


relying on own personnel�
making  the program for own personnel


building information systems


higher quality  data processing for decision making


decreasing the expansion of data processing


�
�
1986-1995








�
establishment of LAN and WAN networks, PC


unique data base


linking to national and European  reservation system


IT in controlling�
use of personal computer


linking all business  units   by computer network


building a computer integrated business


decreasing the cost of data  processing


�
�
1996-1997





�
introducing new IS


changing obsolete IT�
including whole business process 


greatest possible adaptation to user needs


linking the enterprise with outside  users


inclusion into local and global networks�
�



Table 1. The plan of establishment and tasks of IS





In the period from 1971 to 1980, catering and touristic enterprises in Istria recorded a constant increase of the number of overnight stays, particularly of foreign tourists. Accordingly, the amount of data to be received and processed increased too. The data were not distributed equally during the whole year, but, because of the seasonal work of these enterprises, the biggest pressure was during the summer months. Therefore, the use of IT was directed to solving these problems. Data processing was done outside the enterprises, in other computer centers.





From 1981 until 1985, IT were used for rising the level of business management by establishing IS. The previous decade of experience in electronic data processing and better knowledge of possibilities which IT gave in business processes caused the catering and touristic enterprises to build their IS by the support of the own computers, the establishment of their own computer centers working on terminals, which was the main feature of this period. The main criterion for the application of the computer was no longer the large amount of data for processing, but its contribution in functioning of IS in the enterprise.





From 1986 to 1995, IS were confronted with more precise, complicated and bigger tasks, and they were shown in timely, correct and full information of management structures on all important questions of businesses and work of enterprises in order to make the necessary business decisions. The use of personal computers started, LAN and WAN networks were established. The influence of IS to the innovation of touristic offering was seen in a higher quality of communication with guests and agencies, faster and higher quality of reception, hosting and checking out of the guests, including the possibility of paying all the bills at one place, and better telephone lines in accommodation facilities. During 1995, IT started to be used systematically in the controlling of business processes.





From 1996 to 1997, the application and tasks of IS were met with qualitatively new demands compared to the previous period. Complete business processes were included based on new international procedures and rules of hotel management. IS were introduced for the needs of business politics which applies international standards (international accounting system) and procedures in all areas of enterprise activities (finances and controlling, operations, marketing, technical services, managing food and drinks, human resources, household economics, hotel management, projects and maintenance, sport and recreation and others). The characteristic novelty of this period was the beginning of using Web pages on the Internet for purposes of promotion and sale. 





3.2. Organization





From the beginning of the application of computers in the business of catering and touristic enterprises, organizational units for information activity varied in shapes from simple to more complex. They were, as a rule, component parts of the so-called general administrative and technical services of the enterprise. They had different names: computer center, EDP center, ERC, CINF and similar. These departments had a head (boss, director) and they consisted of lower organizational units which, depending on the enterprise, were called: service (group) for organization and programming, manual and machine processing service, group for preparation and control, group for data input and similar (until 1980s); organization department, programming department, data processing and operations department, introduction department, maintenance and programming, department for preparation, control and data input, system programmer’s department, etc. in the period from 1980 to 1986. From 1987 to 1995, organizational information units were project oriented. There were project teams for the information subsystem of sale and reception services, accounting departments, capital assets and small inventory, payroll accounts and personal records and others.





Organizational information units had already at the beginning of the 1980s, by establishing their own EDP centers, reached the highest level in the enterprise. After 1990, some EDP centers became private and provided information services as independent firms, most of them to the enterprises from which they had separated. So, in 1995, there were about 10 such firms in Istria. They were characterized by a great mobility and highly professional attitude, what was directed by the already established market. They had seven to 10 employees.





In the period from 1996 until now, the enterprises rely on stronger information houses for the issues related to IS. In other words, they provide equipment and programs, and the relationship between them is project cooperative. 








3.3. Information Personnel





Information personnel had different names and performed different tasks. Use of computer for data processing in catering and touristic enterprises initiated the emergence of new tasks and new working places. At the beginning of the ‘70s, those tasks were mainly the so-called preparation, input and control of data. 





With the emergence of own computer centers in enterprises (1981-1985), there appeared working positions like organizer, system analyst, system engineer, programmer, console operator and others. The use of personal computers, computer networks and the establishment of the information system from 1986 to 1997 brought about working positions such as designer of information system, project leader, administrator of data bank and others, while the operators for data input became users of applications.  





The following table gives a review of the total number of employees in the enterprises, the number of information personnel and their percentage (Table 2).


�






Period�
Number of employees�
Number of information personnel�



Percentage (%)�
�
�
�
�
�
�
1971-1980�
10,533�
109�
1.03�
�
1981-1985�
11,589�
120�
1.04�
�
1986-1990�
11,312�
133�
1.01�
�
1991-1995�
9,216�
89�
0.97�
�
1996-1997�
8,104�
62�
0.77�
�



Table 2. A review of the number of employees, the number of information personnel and their percentage in total number of employees





From 1971 to 1980, the users were not in direct contact with computers, but only with the machines for data input. The number of employees working on those tasks was 1.03% from the total number of the employed, mostly with lower degrees - namely typists. In the period from 1981 to1985, the number of information personnel did not increase in relation to the number of employed (1.04%). However, in enterprises which created centers for data processing on terminals, there appeared a category of the so-called computer users (accountants, salary processing workers, text processor users and so on). From 1986 to 1990, the number of information personnel even decreased in relation to the total number of employees, it was 1.01%. As it was mentioned earlier, starting from 1991, most of the centers for EDP became private and separated from the enterprise, so the number of information personnel was cut by half (0.77%) in relation to the previous period, but the number of users increased significantly.





Qualification structure of information personnel aimed at higher degrees of professional qualification. Until 1980, those tasks were mainly performed by the workers with secondary school qualifications (data input) with the employment percentage of 86.67%, while only 13.33% of workers had university qualification. In the period 1981-1985, middle and lower qualifications account for 56.67%, but in the last research period, they accounted for 53.38% (Šehanović, 1994). At the same time, there were 30.01% employees with university qualification, and in 1997, there  were 52%. 





Great attention was given to the choice of information personnel in the enterprises. There was a preference to employ younger personnel. They had to have a university degree, tendency to teamwork and to be ready for permanent professional improvement.





This research has also confirmed the key problem of IT application to be the permanent education of the personnel. At the beginning of the ’80s, it was decided to educate information personnel in an organized manner. The education was, as a rule, conducted by the suppliers of information equipment. The all-encompassing education occurred during the implementation of the program package for sale and reception operation. At that time, in the period 1986-1990, 500 receptionists and other workers participated in education. The researches showed that the managers (directors) were the least represented in these education courses. Therefore, in the 1990s, they were afraid of computers. Such an attitude was probably due to the fact that the average age of managers was about 50 years and many of them, especially the directors of touristic and catering objects, were former cooks and waiters who, during their education, had no contact with computers. Therefore, the responsibility for data and information processing in the enterprises was, as a rule, given to information personnel. Based on the obtained information, catering and touristic enterprises have started from 1980 on to provide a small number of information personnel by scholarship for the relevant faculties (5% of information personnel). The percentage of employees using information equipment in the observed enterprises ranges from 15 to 60% in the last research period.





3.4. Leading





IT are often marked as “seductive technology” (Dunlop and Kling, 1991) because the seductiveness originates from the possibility of the disposal of information and achieving  “accelerated intelligence”. The workers in catering and touristic enterprises “succumbed” to that “seductiveness”, and, although, in time, according to this research, responsibility and reputation of information personnel grew higher, their motivation and interest for work decreased. The main reason was low salaries compared to administrative workers, although the complexity of work and responsibility of information personnel was far higher. However, from 1996 on, the number of information personnel increased because that element was surpassed primarily due to the privatization of enterprises and increased understanding of the importance of information in new marketing conditions of business.





According to the obtained data, the managers of organizational EDP units have at least a university degree. From 1971 to 1980, they were predominantly autocratic leaders because data processing was done in other enterprises, so contracted terms had to be respected. With the emergence of computer centers in enterprises, the managers of EDP became democratic leaders; they consulted subordinates about suggested actions and encouraged their active participation. After 1986, when EDP aims towards project organization, the managers became leaders of free subordinates, giving them a high degree of independence in performing their jobs. The managers of EDP very quickly took high places in the managerial hierarchy of enterprises.





3.5. Controlling





The management function of controlling in the area of IS consists of following the realization of plans to apply those systems. According to the obtained data at least once a year the enterprises analyze the realization of plans of using IT and make decisions directed towards their realization. Controlling the realization of the plans of establishment and application of IS consists of following the up-to-dateness and quality of their products: different reports (manager’s statements, interim statement of accounts, number of guests, the state of stocks, requirements for goods and other), payroll accounts, financial review and so on. Those had to be on time and valid. Table 3 gives a review of the coverage of some tasks IS were given, according to the obtained answers.





�
Name of job�
1971-1980�
1981-1985�
1986-1995�
1996-1997�
�
�
�
�
�
�
�
Accounting department�
50�
60�
90�
90�
�
Finances�
50�
60�
90�
90�
�
Personnel (staff)�
-�
-�
100�
100�
�
Sale�
40�
70�
95�
100�
�
Purchase�
40�
70�
95�
100�
�
Inventory�
40�
60�
70�
100�
�
Reception operations�
-�
-�
100�
100�
�
Payroll accounts �
-�
70�
100�
100�
�
Invoicing�
70�
80�
100�
100�
�



Table 3. Estimate of percentage (%) of IS application in performing some tasks


IS in catering and touristic enterprises gave the biggest support to business functions in which a great number of data is processed (accounting department, purchase and sale). Although the accounting departments were the first to start using computers in data processing, the percentage of their coverage by computer, because of frequent changes of regulations, did not reach 100 (from 50 to 90%). The functions of purchase and sale had the same growth of coverage of their IT tasks (40, 70, 95 and 100%). These data relate not only to the purchase of touristic and catering products, but to selling other goods because there were also agriculture trade and industrial enterprises in the business system. Personnel function was supported by IT only in the end. 





3.6.  Management of quality





The IS contribution to the management of quality was studied from three points of view: a) follow-up of the realization of the set business aims, b) providing catering and touristic services and c) management of quality of IS themselves.





Up to the year 1995, IS, which accompanied the realization of enterprises, contributed most in following the realization of the planned number of overnight stays (management of accommodation and human resources). Overnight stays of guests were the measure of success of enterprise’s business on which the development of catering and tourism was based. After the year 1995, the IS, because of the ever more dynamic changes in the business operation of enterprises (market economy, international standards, privatization of enterprises, IT development, etc.), gain a new role. IT became a strategic resource and IS “cover” almost all the business processes in an enterprise. 





 Research of IS application in management of quality of the basic catering and touristic services (accommodation, food and drink) shows that the best results were achieved in the faster reception of guests in accommodation facilities, more accurate and faster calculation and payment of services and payment of all services on one place (up to 1995), and from 1995 on, in the field of gastronomy (respecting the standards for serving food and drink) safety systems in buildings, prompt production of different reports (especially financial) follow up of stock, etc.





The establishment of the system of quality control of IT (and IS) still has to be performed in Croatia (Krakar, 1994). Thus, the catering and touristic enterprises still do not have a systematic quality control of IT and IS themselves. The researches show that the quality of IT and IS are “covered” by internal specialists in the enterprise and specialized outside institutions (predominantly domestic, as a rule close to the enterprise itself).





3.7. Technical and Program Basis of IS





Catering and touristic enterprises used the following computers for IS support up to 1995: UNISYS 4020 and 2200/202, UNUWAC 9400 and 9480, DELTA 4850 and 4580/300, VAX 4850, IBM 431/LQ2 and 4361/LQ3, EI HONEYWELL M-47 i 6/57, as well as PC 186, 286 and 386 (some are still used today). Operating systems were EXEC 8, VSE/SP2, CTOD, MSDOS, VAX/VMS etc., and communication programs: CALCUN, VTAM/CICS, DELTANET, MCP, ACF/SSP and so on. The most frequently used programs were COBOL, PL/1, RPG II and ADS. 





When computer networks were established (1986-1990), "master" station was PC 386, and “cluster" PC 286. The programs were developed in ADS programming tool of the fourth generation, and CTOS was the operating system. The chosen communication medium was X.25. Network concentrators were communication processors MNT 100 that supported the CCIT recommendations. The link was maintained by linking modems COMLINK VIII, enabling synchronous transfer at one parity at the speed of 19200 b/s (the obtained speed in realized networks was 9600 b/s) (Sironić, Radovan, 1990).





After 1995, catering and touristic enterprises build IS from the basic elements (hardware, communication and software equipment and organization and staff requirements) which, at the level of one working unit (activity service and/or object), creates a module. Modules are linked into a unique system by communication equipment and lines via local (LAN) and remote networks (MAN i WAN). IS are based on the products of American suppliers IBM and DEC, open PC technology (PC server - Digital Prioris XL Pentium and HX DualPentium, PC Client and independent PCs - Digital Venturis FX 5100, and PC cash desks - IBM 4614 and PC periferals - Epson LQ printer, laser printer HP5L, base and voice band modem, and so on). Operating systems are Windows NT, CTOS/BTOS, DOS and UNIX. Local networking of servers, computers and cash desks is based on the ENTHERNET (UTP or Coaxial) network, and the network protocol is TCP/IP and NetBeui.








4. PHASES OF IT MANAGEMENT DEVELOPMENT 





Some essential changes occurred in IT management. Based on the obtained results, given is a comparative review of IT management development in the world and in the observed enterprises (Table 4). The development of IT management goes through phases: isolation, monopoly, expansion, economics (Srića, 1990) and information economics. Our practice was at least 20 years late at the onset but at the beginning of  the ‘90s in some segments and in smaller scope, it came close to the world achievements. 





Foreign organizations�
Istrian enterprises�
�
I. ISOLATION (1950-1960)�
I. ISOLATION (1971-1975)�
�
first commercial application�
first commercial application�
�
computers were brought into enterprises by individuals, rarely managers�
data processing in other centers


mass data processing�
�
mass processing or processing of compound calculations�
managing IT regulated by lease agreement


beginning of organizational resources�
�
IT managed by the bearers�
there is no interaction with management�
�
IT are not organizational 	resources�
link to finance and accounting department�
�
there is no interaction with management�
�
�
links to finance, accounting  department, administrative services�
�
�
II. MONOPOLY (1961-1975)�
II. MONOPOLY (1976-1980)�
�
appearance of information staff�
appearance of information staff�
�
emergence of computer centers�
data processing in other centers�
�
centralization of technology and staff


specialization, appearance of project teams�
IT management is influenced by finances and  accounting functions �
�
computer integrated business�
there is no strategic development of IT�
�
professional information personnel care about information function�
there is no interaction of management and IT�
�
�
�
�
monopoly of professional information personnel over management of information resources�
monopoly of professional information personnel over management of information resources�
�
top management still abhors IT�
�
�
IT is not yet considered a strategic resource�
�
�
III. EXPANSION  (1976-1985)�
III. EXPANSION (1981-1985)�
�
computer center transformed into multimedia information center�
emergence of computer centers


centralization  of IT and staff�
�
supporting managers�
partial support of managing and decisions�
�
safety of information inside  the firm and its surroundings�
safety of information inside the firm


IT became organizational resource�
�
supporting  management and decisions


important component of enterprise infrastructure�
partial decentralization down to operative units


IT became more and more important�
�
decentralization of information resources down to operative units�
      strategic component


top management still abhors IT�
�
information  function is equal to other functions in the enterprise�
computer center managers get more importance in the hierarchy of firm�
�
IT  more and more became strategic components�
computer center stops having monopoly and is no more an isolated unit�
�
computer center managers get more importance in hierarchy of firm�
�
�
computer center stops having monopoly and is no more an isolated unit�
�
�
IV. ECONOMY (1986-1990)�
IV. ECONOMY  (1986-1996)�
�
stronger link to production and service units


establishment of control system�
stronger links to service providing functions


managing of the usage of service capacities�
�
significant knowledge  of professionals  and managers and its application in work�
integral  information systems


decentralization of data processing�
�
�
�
�
CAD/CAM work stations, programs for financial models, programs for managing data bases, systems for supporting decisions, local and global information networks�
programs for managing data bases


using IT by other professionals


IT in touristic offer


information function is equal to other functions in the enterprise�
�
�
IT became more and more strategic component�
�
�
local networks�
�
�
IT increase the quality of catering and touristic offer�
�
V. INFORMATION ECONOMY (1990-)�
V. INFORMATION ECONOMY (1997-)�
�
instead of unlimited growth the aim is  saving resources, tendency to further miniatureness


possibility of product realization according to the needs of customer�
introducing new information and telecommunication technologies in all  service processes (reception, serving, kitchen, safety system, animation  and other)�
�
role of raw material is compensated by greater amount of information in the product�
providing services for designated users


new media of information, services followed   by information�
�
bigger  part of information according to  the mass of demands, work with more knowledge�
nearly all employees,  depending on jobs, go through instruction for application of relevant   IT�
�
integrations�
computer integrated business�
�
networks�
local and global networks�
�
quality�
IT increases   quality of	catering and touristic offer�
�



Table 4. Comparative review of development of management in the world and in Istrian enterprises





5. ESTIMATE OF THE IT APPLICATION





It is very interesting to observe today (in 1998) the results of the research of the estimate of IT application in the near future which was done in 1994 (Šehanović, Žugaj, 1995). The research was directed to five events. The results were obtained by Delphi method and are shown in Table 5. From this Table, it can be seen that the experts included in the research estimated the realization of the following events with a high percentage of probability (50%): “The precondition to work on managerial and administrative positions is the knowledge of how to use the computer” and “IT really become strategic resources in the enterprise” in 1995. While the appearance of the second event can be considered as good estimate, for the first one it is not so because such a precondition in advertisements for getting jobs appears  “shyly” only after 1996.





Foreseen event�
Probability of occurrence�
�
�
20%�
30%�
50%�
�
�
�
�
�
�
Establishment  of computer integrated business in the enterprise�
1999�
1995�
1997�
�
Direct online approach of the leading manager to key data�
1999�
1995�
1997�
�
The condition to work at managerial and administrative jobs is the knowledge of how to use the computer�
1999�
1997�
1995�
�
IT really become strategic resource of the enterprise�
1999�
1997�
1995�
�
Integration of an enterprise in international reservation systems�
1999�
1995�
1997�
�



Table 5. Estimate of the IT application





Relatively quickly, in 1997, the approach of these events was expected with 50% of probability: “Establishment of computer integrated business in an enterprise”, “Direct online approach of leading manager to key data” and “Integration of an enterprise in international reservation systems”. From the  mentioned three events, the first and the third were not realized, while the second one can be considered realized.





6. CONCLUSION





Detailed analysis of the application of IT in tourism shows their use for solving two problems: the first one which was connected to internal organization, management and work of any organizational form and the second, linked to placing, presentation, distribution and selling the service.


The research results show that the functions of IT management developed gradually. The experience was achieved, personnel were ensured and there are information means. IT influenced the organization and management in the enterprises, as well as the sale of touristic services.





IT enables the inflexible touristic offer to come closer more easily to exceptionally capricious touristic demand and very dynamic changes on the touristic market. Sending information to targeted segments of demand enables touristic subjects who offer services to obtain information from the market and about it as soon as possible, including information about competitors. Therefore, in the future, more factors will encourage the establishment of modern IS in tourism and catering. The following factors are very important:


Expansion of touristic offer is greater than the growth of demand and leads to competition among the rivals on the international touristic market. In such conditions of business, IS are indispensable means for fighting rivals, and also for the existence of subjects of touristic offer.


Dynamic qualitative and quantitative changes in looking for customers ask for very quick adaptations and diversification of touristic offer, accommodation to new demands of marketing of touristic products, richness of offer and higher level of services, as well as organization of production cycle.


Necessity that touristic products must be presented, that is promoted, in a new way or in a way which makes possible reaching the targeted customers as quickly as possible, by chosen, clear and precise information.


Changes in distribution network request new channels and techniques of distribution, in close connection to demand for integration of information system of sale and booking outside the local environment.


Necessity to increase the efficacy and efficiency of enterprise by establishing and managing IS.





The achievement of the mentioned categories leads towards the realization of operative as well as strategic aims of the enterprise. Operative aims are directed to decreasing the expenses and increasing the efficiency while a very important strategic aim is the way of marketing touristic products. In presenting and selling touristic products information, agents and effective use of distribution channels have a decisive role.


The process of integration and using of information system in all areas of tourism is surely caused by necessity. This process will result in changes of specific technologies in business, new forms of organization, and also creation of new relations on emitive and receptive markets.


The primary sense of information engineering, i. e. information of business systems itself is to help the management as a support in solving strategic and operative questions which are imposed by contemporary surroundings.
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MANAGEMENT INFORMACIJSKIH SUSTAVA U UGOSTITELJSTVU I TURIZMU


�Sažetak





U ovom se radu iznose rezultati istraživanja razvoja managementa informacijskih sustava (IS) u ugostiteljstvu i turizmu. Pri tome se polazi od pretpostavke da management informacijskih sustava obuhvaća planiranje, organiziranje, kadrovanje i kontroliranje. Kako su informacijske tehnologije (IT) dijelovi IS-a, te pošto one u aplikacijskom razvoju prolaze kroz faze izolacije, monopola, ekspanzije, ekonomije i informacijske ekonije, u radu se iznosi komparativni prikaz tog razvoja u svijetu, te u istraživanim hotelijersko-ugostiteljskim poduzećima. Istraživanje obuhvaća razdoblje od 1971. do 1997, pri čemu uzorak istraživanja uključuje hotelijersko-ugostiteljska poduzeća iz Županije Istarske – hrvatske regije s najrazvijenijim turizmom.
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