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The innovation process is a sequential chain of actions from the generation of an idea to its
implementation in the system of innovative products, services and technologies and their distribu-
tion in practice. The first international standard — Frascati Manual defines innovation activity as «an
activity related to the transformation of ideas (research and development results) into a new or im-
proved product introduced into the market, into a new or improved technological process used in
practical activities, or to a new approach to social services» [1]. Many authors considering
innovation in the service sector, claim that services can be a technological innovation if the ways of
using the service are either fundamentally new or qualitatively improved technologically. This ap-
plies not only to production methods, but also service transfer methods in which the existing
equipment or traditional methods of organizing the delivery of services to the consumer cannot be
attracted [2, 3].

There is a more precise interpretation of innovation in tourism from the standpoint of object-
process approach, according to which, innovation in tourism is a system of research, organizational,
economic, technological and other measures, their results aimed at a radical transformation and up-
dating of the tourism product, including the mechanism of its promotion and implementation in or-
der to achieve social, economic, environmental or other effect [4].

Purpose of the article is to study the features of innovation activity in the sphere of tourism.
The following tasks follow from the goal:

—to reveal the leading types of innovations used in the practice of domestic and international
tourism.

—to identify the main factors influencing the innovative development of tourism,;

—to define the problems of innovation development and the level of innovation in the sphere
of tourism.

The main product introduced to the tourism market is the tourist service in its various
modifications. The introduction of new or significantly improved services, methods of their
production (transfer) can be based on fundamentally new technologies or new combinations of
existing technologies, or on the basis of new knowledge. The trends in e-tourism can be attributed
to innovative trends in the production of tourism products. Tourism industry is an active consumer
of technical innovations produced by other industries; however, whether tourism companies
produce innovations on their own and what constitutes innovation in this sphere remains a
controversial issue.Despite the fact that the general principles of the formation and management of
innovations adopted in other service sectors can be applied in the field of tourism, scientific
approaches to the definition of innovation in tourism has not yet formed.

During the analysis of innovation activity in tourism, the following problems emerged: Total
254 patents in the field of tourism were registered in the world; which include only software
products or new products for tourism [5]. Other types of innovations in tourism are not patented. On
the other hand, innovations in the service sector cannot be measured only by the number of patents,
since they can be of such a character that does not allow a detailed description of innovation at the
patent level.Undoubtedly, patent right is one of the main mechanisms for the protection of
inventions and new developments, but in the service sector there are other mechanisms such as
licensing, reproduction right (in tourism this right can be realized through franchising mechanisms),
use of brand names, trademarks and service marks. This imposes certain restrictions on the
assessment and quantity accounting, radical nature of innovations in the service sector, including
tourism.
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It should be noted, the theory of innovation to the service industry started only in the last
decade. Van Ark B., Broersma L. and den Hertog, P. stated that: «Service innovation can be defined
as a new service concept, new channels of communication with customers, new distribution systems
and technological solutions, which most often jointly change the market offer, update the functions
of the firm and require structurally new organizational, technological and human capabilities of the
firmy.

According to a number of foreign researchers, innovation in tourism «involves the
development of an original approach and new ways of using existing resources while searching for
the development of new resources».

Today there are developed systems of innovation classification in the field of tourism.
Typification of innovations in tourism was developed by V. Abernathy and C. Clarke, they
distinguish 4 types of innovations (Table 1) [5].

Table 1 — Typification of innovations in tourism according to V. Abernathy and C. Clark

Ne | Type of innovation Content of the innovation process
1 Regular innovation | refer to the continuous improvement of service quality, staff development and
labor productivity
2 Niche innovations | usually change the structure of cooperation, but not the basic knowledge and
skills; they combine existing services in a new way
3 Revolutionary associated with the use of new technologies in firms, the development of new
innovation methods; radically affect the key knowledge and skills of the staff up to the
emergence of new occupations in the sector
4 Architectural change the structure, business model and rules in tourism; create new events and
innovations objects that require reorganization, modify the physical or institutional infra-
structure, research and training base
Note: Compiled by the author based on the source [5].

Expanded classification of innovation types in tourism, which distinguishes nine types of
innovation has been proposed by V.A. Molchanova. This classification takes into account both
general approaches to innovation, features of the tourism product and tourist activities (Table 2) [5].

The main factors influencing the innovative development of tourism include [6]:

—the level of scientific and technological development, economic and political stability, the
availability of relevant legislative framework and other external factors;

—availability of the necessary amount of natural, financial and other resources;

—level of tourism infrastructure development;

—the current situation in the tourism market, the degree and type of competition;

—the provision of highly qualified personnel in all areas of tourism activities.

Taking into account the specificity of the tourism product as a commodity and the peculiarity
of the production of tourism service the following should be considered:

—insufficiently pronounced tendency of the tourism product to structural innovation changes;

—low level of R&D intensity in the service process, where the main criterion is the exploitation of
tourism resources, the quality of services (accommodation, food, transportation, etc.);

—essential component of the immutable values in the composition of the tourism product,
such as: cross-cultural features of hospitality and kindness in receiving and serving foreign tourists;
unique historical, cultural heritage, which are the source of tourist attractiveness; ethical and self-
awareness in the use of tourism resources, the harmonious development of tourist destinations.

—low level of labor productivity of employees involved in tourism services, which sometimes
has a social effect than the material.

Therefore, innovation is a necessary process in creating a new attractive tourism product and fa-
vorable conditions to enhance investors' activity in the tourism sector of the country. Thus, the innovation
process in a tourism enterprise should provide the implementation of the following stages:
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1. to identify the needs of consumers and employees of the enterprise and develop ideas for
their implementation;
2. to form a portfolio of possible options for innovation and make an assessment of their at-
tractiveness;

3.

4
5
6
7.
8
9.
1

to analyze innovation potential of the tourism enterprise;

. innovation development;

. to forecast the needs and results of the implementation of the innovation;
. to plan the process of implementing innovation;

trial implementation of innovation;

. to eliminate shortcomings and improve innovation

elimination of deficiencies and improvement of innovation;

0. final implementation of innovation.

Table 2 — Classification of innovation types in tourism by V. A. Molchanova

Type of innovation

Content of the innovation process

Product innovation

Introduction to the tourism market of a new product (tour, service, prod-
uct). Its novelty should be obvious to manufacturers, suppliers, consum-
ers and competitors.

Patented innovation
products

As an innovative product, an electronic guide can be presented in a cell
phone

Process innovation

The introduction of new or significantly improved techniques and tech-
nology in the process of providing services (service package). These in-
novations can be combined with the product innovations (for example,
integrated hotel management systems, automated reservation systems and
ticketing)

Business model
innovation

New ways of doing business, increasing its value and value to the con-
sumer; development of new approaches in the relationship between the
client and the company, between service producing companies. In partic-
ular, the creation of customer databases and data banks in hotels, which
enables an individual approach to service, creation of conditions for the
formation of customer loyalty receiving individualized services.

Marketing innovation

The development of new marketing approaches associated with im-
provements in the pricing system, offer, promotion, payment of tourism
products. For example, preferential pricing for regular customers of air-
lines or «all inclusive» sales system.

Logistics innovation

New solutions in systems and supply chains, distribution, delivery, in-
cluding tourists. The recent innovations in this area: airport hubs (hub
systems) — fundamentally new concept of moving through a single air
transport hub; integrated destination information systems; clearing sys-
tem of air transport mutual settlements.

Institutional innovation

Form new rules and regulatory systems in tourism, as well as in indus-
tries serving tourists; create new systems and forms of cooperation be-
tween the administration, the private sector and the public in tourist are-
as.

Resource innovation

The use of new types of resources for the organization of tourism and the
development of new tours and services, the development of routes based
on the use of environmentally friendly natural resources.

Conceptual innovation

Creation of new concepts of tourism, tourism services and their imple-
mentation in new service formats, new architectural, engineering and
technological solutions that meet the needs of tourists. Conceptual inno-
vations can also include various kinds of tourism products aimed at real-
izing the pursuit of extreme activities.

Note: Compiled by the author based on the source [5].
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However, the level of innovation in tourism enterprises is low and there are several reasons
for this [7]:

— the lack of scientifically based plans of medium and long-term nature at enterprises, as a result, it
is impossible to carry out systematic training of personnel and production for product updates;

— the lack of a clear communication between the results of marketing research and product up-
grades;

— inefficient use of available resources and the imbalance in the investment policy of the company;

— inadaptability of planning, accounting and control systems in modern economic conditions
and inefficiency of financial management, production cost management does not allow the use of
real reserves to improve the competitiveness of products.

Therefore, it is important to manage innovation activity in the field of tourism and adhere to
established principles [8]:

1. Consistency. Innovative development is carried out coherently, affecting all components of
the tourism system in accordance with both internal and external factors.

1. Security. Innovations in the field of tourism should be aimed at maintaining and improving
the level of safety of provided services, preservation of the environment.

2. Relevance. Innovations are created in accordance with the needs of tourists and correspond
to the general level of society development.

3. Scientificity. Innovation is developed on the basis of scientific knowledge and methods.

Conclusion. Tourism innovations affect the whole industry and contribute to changing its
basic characteristics such as the volume of production and sales, current expenditure on innovation,
the number of professionals involved in design and implementation of a new tourism product to the
market, the duration of development and introduction of innovations to consumers. The main direc-
tions of innovation activity in the sphere of tourism include the introduction of new tourist routes,
release of new tourism and restaurant products, provision of new hotel services, application of new
techniques and technologies, use of new tourism resources, applying new ways and methods of or-
ganizing a business process, opening of new directions and new markets, etc.

The need for a transition to an innovative path of development of the tourism industry for Ka-
zakhstan is due to the low rates of tourism development and thus low performance of tourism indus-
try development in international comparison. Definitely, the recognition of the tourism sector as a
strategically important priority gives great opportunities for the development of innovation activi-
ties in this field. After all, innovation is a factor in improving competitiveness in all sectors, includ-
ing tourism. For our country, competitiveness issue of the domestic tourism product is particularly
acute, therefore it is important:

Firstly, the most important factor influencing the innovation potential of a socio-economic
system is not only the availability of the necessary volume of all types of resources, but also their
quality, structure, balance and rationality of use. Improvement of these indicators can increase the
resource potential without increasing the amount of used resources [6, 9].

Secondly, the system of state and regional innovation management should be formed taking
into account the principles of innovation activity in the field of tourism.
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3ATPATBI HA IEPCOHAJI KAK OTPA’KEHME
KAJIPOBOM IOJIMTUKHN OPTAHU3AIINHA

AuekceeBa E. A., Bumebckuii 2cocyoapcmeerHblll MexXHOI02UYeCKUL YHUGEPCUmMem,
2. Bumeock, benapyco

KanpoBas nonutuka opraHuzaiiy onpeaessieT OCHOBHbIE HApaBJICHUs BO3ACHCTBHS HaA Mep-
COHaJI OpraHu3aluM s obecredeHus: ero 3PQPEeKTUBHOIO MCIOJIb30BaHUS B JIOCTHMIKEHUU Lieen
opranu3aiuy. [IoCKOJIbKY NMEpCOHAI CTaHOBUTCS KIIOYEBBIM PECYpPCOM, ONPENENSIONUM KOHKY-
PEHTOCIIOCOOHOCTh M YCHEIIHOCTh OpraHu3alyi, KaapoBasi IOJUTUKA U MHCTPYMEHTHI €€ peayin3a-
UU NpHoOpeTaroT ocoOyro 3HaYMMOCTh. KaapoBas monuTuKa Npu3BaHa CO3/aBaTh YCJIOBHS VIS
oOecrieyeHHss MOTPEOHOCTU B Kajpax, NMPHUBJICUEHUS U Pa3BUTUS BbICOKOKBAIM(UIIMPOBAHHBIX U
MOTHBHUPOBAHHBIX COTPYAHUKOB, CIIOCOOHBIX 00ECIIEUUTh OPraHU3alUK yCIIeX Ha PhIHKE.

OnHMUM M3 BaKHEHIIMX MHCTPYMEHTOB peaM3aliiy KaJpOBOI HMOJMTHUKY SBIISETCS OIpEe/Ie/ICHUe
NOTPeOHOCTH B (PMHAHCHPOBAHUM PACXOJIOB HAa MEPCOHAN B COOTBETCTBUM C MPUOPUTETaMH KaJIpOBOM
HOJIMTHUKY, a TAKXKE BEIOOP MCTOUHMKOB (PMHAHCHPOBAHUS ATUX PACXOIOB.

Pacxoipl Ha epcoHan opraHu3aluy SBJSIOTCS OJHUM U3 KIIFOUEBBIX MOKa3aTeneil, OTpakaromux
CTOMMOCTb pabouel CHJIbI, a TaKKe LIEHHOCTh MepcoHaa i opranuzanuu. CozepikaHue U CTpyKTypa
PacxoJl0B Ha MEPCOHANI OTPAXKAET MPUOPUTETHI KaJAPOBOM MOJMTUKM KOMIIAHHU U CIYXKHUT OOBEKTOM
aHaJIM3a U yIpaBJICHUs Ul KaJipoBbIX cIyx0. B Tabmuue 1 npencraBieHbl 0COOCHHOCTH THIIOB KaJipo-
BOM MOJIMTUKU U COOTBETCTBYIOIIMHI Ka)KIOMY THITY XapakTep pacXo0B Ha IIEpCOHAJL.

HccnenoBanue BIMSHUS KaJpOBOM IMOJUTHUKU HAa CTPYKTYPY PacxoJ0B Ha MEpCOHANl ObLIO
IIPOBEICHO HA OCHOBE JIAaHHBIX CTATUCTHUUYECKOM OTYETHOCTH MPEANPUATHH, BXOAIUX B KOHLEPH
«bennernpom». /laHHble npeCcTaBIeHbl IO OTPACIISIM B arperipoOBaHHOM BHJIE, TIEPHOAaMHU HaOI0-
nennit seistores 2012 u 2016 roa. KosmyecTBe MpOMBIIIIIEHHBIX OpraHU3alUil, BXOJAIMNX B KOH-
LIEPH 32 UcCaeAyeMbIi nepuo, Beipocio ¢ 81 no 113 opranuzaruii.

JlaHHbBIE ITOKA3bIBAIOT, YTO B COCTABE PAaCXOJ0B Ha IIEPCOHAT JOMHUHUPYIOT pacXoibl Ha 3apa-
OOTHYIO IUIaTy U COLMAJIbHYIO 3alIUTY paOOTHUKOB (96 % B COBOKYIHOCTH), KOTOpPbIE HECYT BCE
OpraHu3aluy. DTU PacXo/bl SBJISIOTCS 00s3aTEbHBIMU, OHU OTPAXKat0T CTOUMOCTD UCIIOJIb30BAaHUS
paboueii cuibl Ha MUKPOYPOBHE.

VY nenbHbIN Bec pacxo10B Ha o0ecrieyeHne KUIbeM U KYIbTYpHO-OBITOBOE 0OCITy>KUBAaHHE pa-
OOTHHMKOB, KOTOPBIE BIUAIOT Ha JIOJTOCPOYHYIO MOTHBALIMIO, CHIKaeTcs. CleayeT Takke OTMETHUTD
KpaiiHe HU3KUH ypOoBEHb pacxoJoB Ha oOyueHue paboTHukoB (MeHee 0,1 %), a Takke ero cHUXKe-
Hue. Takoe OTHOIIEHHE K 00yUYeHHIO CBUAETENbCTBYET 00 OTCYTCTBUU NMPUOPHUTETA Pa3BUTHS MEp-
COHaJIa B KaJJpOBOM MOJMTHUKE U CTABUT MOJ] YTPO3Y CIIOCOOHOCTh OPraHU3allMK BEDKUBATH B JIOJITO-



