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ABSTRACT

The article is devoted to the substantiation of the pros-
pects for the development of the hotel services market
in the Moscow region in the conditions of digitalization. It
has been established that hospitality has recently turned
from a fundamental concept of human civilization into a
powerful industry that unites enterprises that provide va-
rious services for entertaining, accommodating, and ser-
vicing guests. It has been determined that the trends in
the development of the hospitality industry in the Moscow
region are the computerization of the hotel sector, the de-
velopment of economy class hotels, improvement of the
technical equipment of hotel enterprises, strengthening
cooperation between hotel enterprises, and authorities. It
has been revealed that booking modules are widely used
in the practice of hotels in the Moscow region. However,
this requires hotels to solve certain organizational tasks,
including the collection and adequate use of information
about the consumer, analysis of the features of communi-
cation with customers, as well as the development of staff
education.
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RESUMEN

El articulo esta dedicado a la justificacion de las perspecti-
vas de desarrollo del mercado de servicios hoteleros en la
region de Moscu en las condiciones de digitalizacion. Se
ha establecido que la hospitalidad ha pasado recientemen-
te de un concepto fundamental de la civilizaciéon humana
a una industria poderosa que une empresas que brindan
diversos servicios para entretener, acomodar y atender a
los huéspedes. Se ha determinado que las tendencias en
el desarrollo de la industria hotelera en la regién de Moscu
son la informatizacion del sector hotelero, el desarrollo de
hoteles de clase econdmica, la mejora del equipo técnico
de las empresas hoteleras, el fortalecimiento de la coope-
racion entre las empresas hoteleras y las autoridades. . Se
ha revelado que los moédulos de reserva se utilizan amplia-
mente en la practica de los hoteles en la region de Moscu.
Sin embargo, esto requiere que los hoteles resuelvan cier-
tas tareas organizativas, incluida la recopilacion y el uso
adecuado de la informacion sobre el consumidor, el anali-
sis de las caracteristicas de la comunicacion con los clien-
tes, asf como el desarrollo de la educacion del personal.

Palabras clave:

Mercado, servicios hoteleros, digitalizacion, emprendi-
miento, desarrollo socioecondémico, educacion, turismo.
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INTRODUCTION

The current state and development of the economy of the
Russian Federation are characterized by rapid changes
in priorities. At this stage of development, the country’s
economy is impossible without tourism, which acts as a
catalyst for socio-economic development. In this case, the
development of the tourism industry provides a significant
job market. Currently, every fifteenth person in the world
works in the hotel and tourism business.

In terms of growth rates, the number of people employed
in the field of tourist services is ahead of other industries.
In this case, an important component of the tourism in-
dustry is the hotel business. Therefore, the accelerated
development of the hotel business and the desire to get
sufficient profits, as well as the growing solvency of con-
sumers of the hotel product, contribute to the expansion
and diversity of hotel activities.

In addition, the spread of the range of additional services
in the accommodation facilities leads to the enrichment of
the content of the “hotel economy” concept, which con-
tributes to the unification of elements not only of the hotel
business but also of other economic sectors. The hotel
industry at this stage of development is a set of measures
to meet the needs of consumers.

The study of issues related to the development of the hotel
industry was reflected in the works of. Zinnatova (2020);
Makarova (2020); Rubtsova (2020); Loktionova & Mozhaev
(2021); Abacharaeva (2021); Chernyavskaya (2021), and
others. Despite significant scientific research on this prob-
lem, in-depth research is required on the development of
the hotel services market in the Moscow region in the con-
text of digitalization.

METHOLOGY

The theoretical and methodological basis of the research
was: abstract-logical method, methods of induction, de-
duction, analysis, synthesis, systematization — to sub-
stantiate approaches to the development of the hotel ser-
vices market in the Moscow region in the conditions of
digitalization.

The information base of the article was statistical data
of state bodies, legislative and regulatory documents
regulating the development of the hotel services market
in the Moscow region, and the results of scientific re-
search (Lukiyanchuk et al., 2020; Markova et al., 2021;
Voskovskaya et al., 2020).

In the course of the research, it is planned to systematize
the main aspects of the development of the hotel ser-
vices market, develop measures to coordinate activities
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between participants in the hospitality industry, determine
its features in the conditions of digitalization.

DEVELOPMENT

Research shows that the totality of economic relations that
are formed in the process of production, sale, and organi-
zation of consumption of hotel services form the market of
hotel services. They have their specifics. Therewith, most
of them exist independently of each other in the intangible
sphere of the economy. Together, these services consti-
tute a kind of hospitality service in the hotel industry.

In these conditions, hospitality has recently turned from
a fundamental concept of human civilization into a pow-
erful industry that unites enterprises that provide various
services for entertaining, accommodating, and servicing
guests. The trends in the development of the hospitality in-
dustry are the computerization of the hotel sector; the de-
velopment of economy class hotels; improvement of the
technical equipment of hotel enterprises; strengthening
cooperation between hotel enterprises and authorities;
orientation towards environmental friendliness; acceler-
ation of merger processes; increasing the specialization
of hotel enterprises; association of representatives of the
hotel industry in associations and unions.

One of the main factors when choosing a hotel business
enterprise is safety and comfort level. Taking into account
the activities of hotels in the world, enterprises with a wide
range of additional unusual services in the Moscow region
are gaining popularity among consumers. For example,
the Marriott Imperial Plaza Hotel has introduced a special
position of “sleep concierge”, the DoubleTree by Hilton
Moscow hotel directs its attention not only to meet the
needs of consumers but also their pets.

The “Crowne Plaza Park Huaming” enterprise promotes a
healthy lifestyle, providing all conditions for active sports.
The Ibis Moscow Semenovsky Hotel pays special atten-
tion to various smells and aromas. Rightly considering that
they create a special atmosphere and mood. Therefore,
the main goal of the hotel industry enterprises is to pro-
vide impeccable service, exceeding the expectations of
consumers; to be recognized as a leader in its segment
in its market.

Thus, we can conclude that hospitality has recently tur-
ned from a fundamental concept of human civilization into
a powerful industry that unites enterprises that provide
various services for entertaining, accommodating, and
servicing guests. The trends in the development of the
hospitality industry in the Moscow region are the compu-
terization of the hotel sector, the development of economy
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class hotels, improvement of the technical equipment of hotel enterprises, strengthening cooperation between hotel

enterprises and authorities.

In addition, it is necessary to take into account the factors affecting the development of entrepreneurship in the hotel
industry of the Moscow region, which include political stability, a free competitive environment, the infrastructure of en-

trepreneurship, as well as professional personnel (Figure 1).
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Figure 1. Factors influencing the development of entrepreneurship in the hotel industry of the Moscow region.

Currently, the tourist infrastructure of the Moscow region is
rapidly developing, the service is becoming better, which
makes it a significant attraction not only for Russian tou-
rists but also for foreign ones. Research shows that a ne-
cessary condition for the development of tourism in the
Moscow region is the functioning of the hotel industry at
the international level because tourist flows directly de-
pend on the state of the hotel sector, the quality and price
of basic and additional hotel services.

Therefore, the variety of interests of consumers of hotel
services determines the modern segmentation of the hotel
market and the variety of hotels in the Moscow region. For
a tourist, a hotel is a business card of the region, it creates
its image sometimes to a greater extent than other factors.
Therewith, the cost of hotel services is from 30 to 50% of
the total expenses of a tourist, and the quality of service is
valued by tourists 4 times higher than the price of a tourist
product.

Recently, there has been a tendency to increase the capa-
city of some new hotels in the Moscow region due to the
significant growth of tourism and economic prerequisites.
The construction of larger hotels is primarily due to eco-
nomic considerations. With an increase in capacity, the
expediency of using more powerful and modern techno-
logical and engineering equipment appears, the ratio of
the working area to the total increases, the auxiliary area
is reduced, as well as the area of corridors, halls, passa-
ges in relation to the area provided directly to the guests,
which leads to a decrease in specific construction costs.

The work of service personnel is used more efficiently
in large hotels in the Moscow region, the number of
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administration is reduced in a specific ratio, customers
can be provided with a larger set of services while redu-
cing the hotel’'s costs for them. At the same time, it is ad-
visable to increase the capacity of hotels up to a certain
limit, after which hotels become difficult to manage.

The practice has shown that the demand for hotel servi-
ces in the Moscow region is formed following the needs
of business tourists, so the highest load of hotels occurs
on weekdays (80-90%), while up to 30% on weekends.
The average level of the workload of four-and five-star ho-
tel enterprises is about 60%. The demand for hotel servi-
ces from both domestic and foreign tourism continues to
grow, as the business activity of tourists has significantly
increased.

As the analysis shows, the most advantageous position is
for economy-class hotels of the European standard and
high-quality budget-type hotel enterprises that have been
able to improve their economic indicators. To develop the
hotel business in the Moscow region, it is proposed to use
the mandatory certification of hotel services in order:

- to prevent the sale of services, goods, certain types of
work that are dangerous to the life, health of consumers,
their property, and the environment;

- to assist consumers in the conscious choice of services,
goods, and types of work;

- to ensure compliance with mandatory norms, rules, re-
quirements for the protection of the natural environment,
the use of natural resources, and ensuring environmental
safety;
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- to harmonize standards, norms, and rules with inter-
national standards, recommendations, norms, and rules
concerning the requirements for accommodation facilities
and tourist services.

If not use mandatory certification, then there is a risk of
abuse and dishonesty on the part of the owners of hotel
enterprises in the Moscow region. There is a risk for con-
sumers of hotel services because nothing can guarantee
the compliance of hotel services with the declared cate-
gory. Therefore, it should be noted that the owners of hotel
enterprises will not be able to raise the category or assign
it independently.

In the absence of mandatory certification of hotel servi-
ces in the Moscow region, the following disadvantages
may be observed: the possibility of non-compliance with
the service level and the specified category of the hotel;
unauthorized assignment of the category; unfair competi-
tion. The latter position, first of all, has a direct connection
with the activities of international hotel operators in the
market of the Moscow region, since the level of services
of hotels of international brands corresponds to the decla-
red category.

Therewith, one of the promising trends in the development
of the hotel industry in the Moscow region is an orientation

towards environmental friendliness. At present, the envi-
ronmental movement is becoming increasingly popular.
People are increasingly changing their habits and pre-
ferences caring for the ecological balance. Hotels in the
Moscow region are also involved in this process and try
to comply with the “eco-hotel” concept as far as possible.

The hotel market of the Moscow region has been expe-
riencing active development over the past few years. A
large number of hotels were built and renovated in prepa-
ration for the FIFA World Cup in Russia, but despite this,
there are not enough eco-hotels in the region. There are
not enough hotels built according to environmental stan-
dards in the Moscow region. Under these conditions, the
ecological activity of the hotel is based on 12 main criteria
and includes environmental management at the enterpri-
se, monitoring of water and energy consumption, waste
management, educational work among employees and
guests, cooperation with the community in which the en-
terprise is located.

Research shows that the success of the hotel business
in communicating information about available services to
potential customers largely depends on how well informa-
tion technology systems are developed in the hotel busi-
ness (Fig. 2).

Information technolo gy systems in the hotel business
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navigation — backup systems  f4— -+ > document
gystem managetent
Digital Information atd Electronic Dlultimedia
telephone — legal systems ¢ pravthetit * > systems
nieturnrkes awatems
Hotel business Accounting
matiagetent information <
systems systems

Figure 2. Information technology systems in the hotel business.
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Often, like the first impression, the first information recei-
ved about the hotel and the list of its services becomes a
decisive factor when choosing a hotel and the number of
services chosen by the consumer. That is why it is impor-
tant to use modern information technologies that can sa-
tisfy any consumer in the Moscow region with information.

Innovative methods of improving the functioning of sys-
tems and communicating information to potential consu-
mers are also gaining momentum in the conditions of fier-
ce competition in the hotel business. Therewith, the use
of modern mobile applications in hotels in the Moscow
region can become a significant marketing tool that will
allow solving many tasks: creating own image, supporting
the brand and increasing customer loyalty to it, optimizing
communication processes, creating a certain information
space.

At the same time, mobile application technology is a rela-
tively new form of innovation that is just entering the hotel
services market of the Moscow region. Therefore, its ca-
pabilities, advantages, and disadvantages of using it in
the hotel services market are not sufficiently studied. That
is why it is especially relevant to study the methods and
techniques of using mobile applications in the hotel busi-
ness, to study the effectiveness of their use, as well as to
determine the specifics of their application.

Therewith, a mobile application is a program installed on a
particular platform that has certain functionality that allows
performing various actions. These programs are develo-
ped in a high-level language and compiled into the nati-
ve code of the device. There is complete customization
here, the application consists of a platform and modules
(functions). Therefore, the hotel chooses which module is
interesting for it, and which is not. The main intention is to
make the platform as simple as possible for the hotel and
convenient for guests.

The reliability of the presented approaches is confirmed
by the fact that guests, especially foreign ones, need a
map of the Moscow region in which the hotel is located,
while such a map should work without a network connec-
tion. Therefore, the installation of the loyalty module will
allow transferring the complexity of the questionnaire and
registration of loyalty cards to an electronic form. This will
save the guest from the need to constantly carry such
cards, and the hotel saves time and money. The hotel can
also save on messages and e-mailings with the Push no-
tification module.

The booking module and the phone book of hotel rooms
are widely used in the practice of hotels in the Moscow
region (Agamirova et al., 2017; Zavalko et al., 2017;
Poltarykhin et al., 2020). However, this requires the hotel to
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solve certain organizational tasks: the collection and ade-
quate use of information about the consumer; the features
of communication with customers will be different even
because they live in different countries and on different
continents, but technological solutions should eliminate
communication barriers without creating additional prob-
lems for the hotel staff; taking into account the personal
needs of the client, in particular, a flexible approach of
check-in and check-out time depending on the schedule
of his/her travel; a more serious approach to the social
communication network, which allows expanding the cli-
ent base and additional information about the client.

However, using a special mobile application for a smart-
phone, it is possible not only to book a room but also to
check in and check out from the hotel. This software al-
lows facilitating the organization of a banquet, conference,
or another event. The new technology allows making ad-
justments, for example, postponing the coffee break time,
changing the number of chairs in the hall, in real-time, and
without contact with the hotel staff.

Along with the convenience for customers, mobile appli-
cations provide hotels with several economic advantages,
in particular, the optimization of staff work logically im-
plies cost savings for the hotel: mobile applications, with
proper and effective use, can reduce the labor resources
used to process guest requests due to additional automa-
tion. Additionally, hotels in the Moscow region can save
on printing promotional materials, since updating offers
in digital form does not require printing costs. Moreover,
there is no need to purchase additional equipment, since
the software is installed on the guest’s digital media.

CONCLUSIONS

Thus, we can conclude that hospitality has recently tur-
ned from a fundamental concept of human civilization into
a powerful industry that unites enterprises that provide
various services for entertaining, accommodating, and
servicing guests. The trends in the development of the
hospitality industry in the Moscow region are the compu-
terization of the hotel sector, the development of economy
class hotels, improvement of the technical equipment of
hotel enterprises, strengthening cooperation between ho-
tel enterprises and authorities.

In addition, booking modules are used in the practice of
hotels in the Moscow region. However, this requires hotels
to solve certain organizational tasks: the collection and
adequate use of information about the consumer; the fea-
tures of communication with customers will be different
even since they live in different countries and on different
continents, but technological solutions should eliminate
communication barriers without creating additional pro-
blems for hotel staff.
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