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Abstract

In the context of global digital transformation, the hospitality industry is undergoing rapid
modernization, with innovations becoming a key factor in competitiveness and customer
satisfaction. Kazakhstan, possessing significant tourism potential, is actively integrating digital
tools such as online booking systems, artificial intelligence, and data analytics into its tourism
infrastructure. The study addresses the relevance of digitalization for enhancing service quality
and sustainable growth in Kazakhstan’s hospitality sector. The research is based on a mixed-
methods approach combining statistical analysis, content review, and comparative methods. Data
from the Bureau of National Statistics of the Republic of Kazakhstan, the Ministry of Tourism
and Sports, and the World Tourism Organisation (UNWTO) reports were used. The study also
includes case analyses of Kazakhstani hotels and platforms implementing digital solutions such
as eQonaq and Smart Tourism. The results reveal a gradual increase in digital adoption across
the hospitality sector, with large hotel chains showing high automation levels and small
enterprises facing technological and human resource constraints. Between 2019 and 2024, the
number of online bookings in Kazakhstan increased by 42%, while digital marketing
expenditures grew by 35%. Despite these improvements, regional disparities and limited staff
training remain significant barriers. The findings emphasize the importance of systematic digital
transformation as a strategic priority for Kazakhstan’s tourism development. Effective integration
of digital innovations can enhance operational efficiency, customer experience, and global
competitiveness. The study concludes that state support, public-private partnerships, and
professional training programs are critical for accelerating the digitalization of the hospitality
industry.
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Ka3zakcTaHHBIH KOHAKKAWIBLIBIK HHIYCTPHUSACHIHAAFbI
MHHOBAIMAJIAP MeH HM(PPIAHABIPY

KonbipGexos M.JK.'*, Boromasosa W.B.?

IKP F)KEM FK Dxonomuxa uncmumymot, Aimamot, Kazaxcman
’Benzopoo memnexemmix ynmmulx 3epmmey yHusepcumemi, beneopoo, Peceil
Dedepayusicol

Tyiiin

Kahanppik wmmdpnanaelpy AdyipiHZEe KOHAKXKAWIBUIBIK HMHAYCTPHUSCH TyOereii
e3repicTepre YIIbIpar, WHHOBAIWMsUIAp Oocekere KaOiJeTTLTIKTIH >KOHE KBI3MET CaltachIHBIH
Herisri  ¢akTopbl Oonbin  OTBIp. TypucTik omeyeTi xorapsl KazakcTtaH —UHQPIBIK
TEXHOJIOTHsIIap bl — OHJIAH OpoHJay XYHenepiH, )kKacaHIbl HHTEIUIEKT II€H AEPEKTEP i Taaay
KypajgapblH — O€JICeHIi Typle EHri3ilm Kemelmi. 3epTTey Ka3aKCTAaHABIK KOHAKKAMIIBLIBIK
calacblHAa UUQPIaHABIPYABIH THIMIUIIK TEH TYPAKTBUIBIKTBI — apTTBIPYAarbl — peliH
KapacTeIpaJbl. 3epTTey OMAiCTEMECi CTATHCTHUKAJBIK TalAay, KOHTEHTTIK Tajjay >KoHE
calbICTBIpManbl o9icTi Kamtuabl. [epexkesaep perinae KP ¥nTThIK cTaTHCcTHKA OIOPOCHIHBIH,
Typusm >koHE CHOPT MHMHHUCTPIITiHIH JepekTepi MeH bBykimoneMIiKk TYpHCTIK YHBIMBIHBIH
(UNWTO) ecentepi madpgamaneuimbl. eQonaq >koHe Smart Tourism CHIKTBI ITHQPITBIK
nmienrMIepi KOJJMAHAThIH Ka3aKCTaHJBIK KOHAK YVillep MeH IiatdopMmanap MbICAIaphl
tanmanael. Hotmwxkenep - 2019-2024 xwinmapsl oHnaitH OpoHmay kenemi 42%-ra, mu]pibIK
MapKEeTHHTKE JKYMCaJlaThIH MIBIFBIHAAP 35%-Fa apTKaHbl aHBIKTANABL. [pi KOHaK yil *xemijepi
JKOFaphl aBTOMATTAHABIPY JCHTEHiH KOpCeTce, OHIPIIK JKOHE IMaFbIH KOCITOPHIHAAD KaIAPITBIK
JKOHE TEXHOJIOTHSUIBIK IMEKTeyJIepre Tam Ooiynma. 3epTTey HOTIKeNIepl IHQpIaHabIpyIbl
KazakctaH TypusMiH JaMBITY/IBIH CTpPATETHSUIBIK OachIMIBIFBI  PETIHIEC AWKBIHIAWIBI.
WMHHOBaMSIIBIK MISTTIMACP/II €HT13Y KBI3MET CaIlachblH apTTHIPYFa, 0aCKapyIbl )KETUIIIPyTe XKoHE
XaNbIKApalblK ~ Oocekere  KaOUICTTINIKTI  HBIFAWTyFa  MYMKIHOIK  Oepemi.  IIudpisix
TpaHc(OPMALIUSHBI KEENACTY YIIiH MEMJICKETTIK KOJIIay, KCiOU JasipIIbIK )KOHE MEMIICKETTiK-
KEKe CEPIKTECTIK MaHBI3bI POJT aTKapabl.

Tyiiin ce3mep: uudpraHgblpy, MHHOBALUIApP, OJNEYMETTIK JIaMy, KOHAKXaWIBUIBIK

WHAYCTPHUACHI, Typu3M, Kazakcran, cepsuc, eQonaq
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NunoBanyu u uudpoBu3anus B UHAYCTPUM TOCTENPUUMCTBA
Ka3zaxcrana

Konbip6exos M. K.!'*, Boromasosa 1.B. 2

IHHcmumym axonomuxu KH MHBO PK, Animamul, Pecnyoauxa Kazaxcman
2 Beneopodckuii 20cy0apcmeenHblil HAYUOHANbHBLI UCCTIe008aMeNbCKULL YHUGEPCUMen,
bencopoo, Poccuiickas @edepayus

AHHOTAIUSA

B ycnoBusx rnoGaneHONM 1UGpPOBOH TpaHChOpPMAIMM WHAYCTPUS TOCTEIPUUMCTBA
MEPeKUBaET TIyOOKHE W3MEHCHUWS, TJI¢ HWHHOBAI[MM CTAHOBSTCS KIIFOUEBHEIM (PAKTOPOM
KOHKYPEHTOCIIOCOOHOCTH W KadecTBa oOciyxuBaHus. KazaxcraH, oOnafas 3HAYUTEIHHBIM
TYPUCTUYECKUM MOTEHI[MAIOM, aKTUBHO BHEJPSET IU(PPOBBIC TEXHOJIOTHH, BKITFOUAST CHCTEMBI
OHJIAITH-OpOHMPOBAHMS, WCKYCCTBCHHBI WHTCUICKT W aHAIUTHYeCKHe Iuiathopmel. B
WCCIICIOBAHUN PACCMATPUBACTCS 3HAYCHUE IMUGPOBU3ANUU YIS TOBBIICHUS 3()()EKTUBHOCTH,
YCTOWYMBOCTH W CEPBUCHBIX  CTaHAAPTOB  TOCTHHMYHOW  orpacnu  Kazaxcrana.
MeTto0on0ru4ecKkasi OCHOBA UCCIICIOBAHMS BKIIFOUACT CTATHCTUYCCKUI aHAIN3, KOHTCHT-aHATN3
U CpaBHUTENbHBIA MeToi. Vcrnosb3oBaHbl JaHHble bropo HanuoHanbHOM cTaTucTuku PK,
MuHUCTEpCTBA TypU3Ma M CHOpPTa, a TakkKe OTYETHI BCEeMUPHON TYpHUCTCKOW OpraHu3aiuu
(UNWTO). B paborte mpoBeaéH aHamm3 KEWCOB Ka3aXCTAHCKUX TOCTUHHUI[ M TYyPHUCTCKUX
maThopM, TpUMEHSIOMUX IMdpoBele pemeHus (eQonaq, Smart Tourism). PesymsTaTh -
BrisBiieH ycToOWUMBBIA pocT ypoBHS Iudposm3aruu: 3a nepuon 2019-2024 rr. xoimdecTBo
OHJIAITH-OpOHMPOBaHMN yBenu4anioch Ha 42%, pacxoasl Ha nu(poBOi MapkeTHHr — Ha 35%.
KpymHble TOCTHHHYHBIE CETH JEMOHCTPUPYIOT BBICOKHI ypOBEHb aBTOMATH3aIlMH, TOT/A Kak
pEerHoHANIbHBIE W MaJible 0OBEKTHI Pa3MEIIeHHs CTATKUBAIOTCS C OTPAaHUYCHUSMHU B KaJapaxX H
TexHonorusx. OOCyXIeHre U BBIBOABI - Pe3yIbTaThl MOKa3hIBAIOT, YTO MU(POBU3AIHS SBISAETCS
CTPaTETMYECKUM TIPUOPUTETOM pa3BHUTUS TypUcTHYeckoi oTpaciu Kazaxcrana. Brenpenue
WHHOBAIIUN CIIOCOOCTBYET MOBBIIICHUIO 3()()eKTUBHOCTHU YIIPABICHUS, IEPCOHATU3AIUH YCIYT U
MEXIYHAPOJHOW KOHKYpPEeHTOCTIOcOOHOCTH. /[l yckopeHHsS IMQpoBoi TpaHCHOpMAIUN
HEOOXOUMBI TOCYJapCTBEHHAS TMOMAJCPIKKA, Pa3BUTHE MPOPECCHOHAIBHBIX KOMIICTCHIMA WU
pacimpenue napTHEPCTBA MEXK/Ty TOCYIAPCTBEHHBIM U YaCTHBIM CEKTOPAMH.

KaroueBbie cjioBa: 1udpoBu3anus, WHHOBAIUH, COIMATLHOE Pa3BUTHE, WHIYCTPHUS

TOCTCIIPUMUMCTBA, TYPHU3M, Ka3aXCTaH, CCpBUC, ernaq
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Introduction

In the modern era, digital transformation has become a key factor in the
competitiveness of economic sectors, including the hospitality industry. Global trends
indicate that digitalization encompasses all elements of the tourism product—from
marketing and booking to guest services and consumer data analysis. Against this
background, Kazakhstan, with its significant tourism potential, is actively implementing
digital technologies in tourism management and service systems, reflecting the country’s
strategic priorities in transitioning toward an innovation-driven economy.

The relevance of the topic lies in the need to improve efficiency and service quality
through the adoption of digital solutions. Modern technologies such as artificial
intelligence, Big Data, CRM systems, online booking platforms, and virtual reality are
becoming essential tools for creating a new customer experience. In the post-pandemic
recovery of the global tourism industry, digitalization determines the resilience,
flexibility, and adaptability of the hospitality business to changing market conditions.

Kazakhstan’s hospitality industry is undergoing a stage of structural
transformation. According to the Committee on Statistics, in recent years there has been
steady growth in domestic and inbound tourism, active expansion of the hotel sector, an
increase in online bookings, and the emergence of new digital services such as the
national tourist registration system eQonagq, interactive maps, and QR guides. However,
the level of digitalization remains uneven: large hotel chains demonstrate high
automation levels, while small and regional accommodation facilities face technological
and human resource constraints.

Digitalization of the hospitality industry in Kazakhstan is viewed not only as a
means of improving operational efficiency but also as a strategic resource for building
sustainable competitive advantages in the global tourism market. The introduction of
innovations enhances customer experience, service personalization, optimization of
business processes, transparency, and management efficiency. Moreover, digital
solutions enable the collection and analysis of large volumes of data on tourist flows,
forming the basis for informed decision-making at both the governmental and business
levels.

The aim of this study is to analyze the processes of digitalization and innovation
implementation in Kazakhstan’s hospitality industry and to identify key trends, barriers,
and prospects for development.

To achieve this aim, the following objectives were set:

To study the theoretical foundations of digitalization in the hospitality industry and
international experience in implementing innovative technologies.

To analyze the current state of Kazakhstan’s hotel and tourism sector from the
standpoint of digital transformation.

To identify existing challenges and barriers to the implementation of digital
solutions.

To develop recommendations for enhancing the level of digitalization and
innovation potential in Kazakhstan’s hospitality industry.
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The scientific novelty of this research lies in a comprehensive examination of
digitalization processes within Kazakhstan’s tourism and hospitality sectors through the
integration of technological innovations, managerial approaches, and service models.

The results of the study can be used by government agencies, tourism companies,
and accommodation facilities to improve digital development strategies and enhance the
overall quality of service.

Materials and Methods

The methodological framework of this study is based on a systemic and
interdisciplinary approach that allows the processes of digitalization in the hospitality
industry to be viewed as part of broader economic and socio-technological
transformations (Creswell, 2018). The research applies comparative analysis, content
analysis, statistical and analytical generalization, as well as case study elements.

A comparative analysis was primarily used to contrast global practices of
digitalization in the hospitality industry with the current state of this process in
Kazakhstan (Buhalis & Sinarta, 2019). In particular, the study examined examples of
digital solutions implemented in Spain, South Korea, Singapore, and the United Arab
Emirates, assessing the degree of their adaptation to Kazakhstani conditions.

Content analysis of academic publications and strategic policy documents made it
possible to identify key directions of digital transformation, terminological features, and
systemic barriers to innovation (Sigala, 2020). Sources included articles from
international journals such as Tourism Management, Journal of Hospitality and Tourism
Technology, and Electronic Markets, as well as reports from international organizations
(UNWTO, OECD) and national legal acts, including the State Program for the
Development of the Tourism Industry of Kazakhstan for 2019-2025 (Government of the
Republic of Kazakhstan, 2019).

Statistical analysis was based on official data from the Committee on Statistics of
the Ministry of National Economy of the Republic of Kazakhstan, the Agency for
Strategic Planning and Reforms, and the Kazakh Tourism platform. Indicators analyzed
included tourist flow volumes, the number of hotels, room occupancy rates, the dynamics
of online bookings, and the share of digital services in the industry between 2020 and
2024 (Bureau of National Statistics of Kazakhstan, 2024).

To illustrate successful examples of innovation implementation, the case study
method was applied, focusing on specific hospitality facilities and digital initiatives such
as the eQonagq registration system, the Smart Turkestan project, and digital tours and QR-
guides in Almaty and Astana (Kazakh Tourism, 2024).

Additionally, expert assessment and logical analysis methods were used to identify
significant barriers to digitalization, including staff shortages, lack of investment,
underdeveloped IT infrastructure, and regulatory constraints (Kenzhebekova &
Abdrakhmanova, 2023).

Thus, the integrated methodological approach combined quantitative and
qualitative analytical tools, ensuring the validity of findings and the practical significance
of the research results.
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Literature Review

Digitalization of the hospitality industry is viewed in contemporary academic
literature as a key factor in enhancing the competitiveness and sustainability of tourism
(Buhalis & Amaranggana, 2015). According to the concept of Smart Tourism, digital
technologies contribute to the integration of services, data, and infrastructure, creating an
intelligent ecosystem that connects tourists, businesses, and government institutions
(Gretzel, 2015).

Studies demonstrate that the implementation of digital solutions leads to increased
operational efficiency, improved service quality, and greater personalization of the tourist
experience (Neuhofer, 2015). The most common areas of innovation include the
automation of booking and registration processes, the use of mobile applications and
digital payments, and the introduction of CRM systems and data analytics platforms
(Tussyadiah, 2020).

According to Gretzel et al., digital transformation in tourism represents a shift from
a traditional service delivery model to a data-driven and network-based paradigm (Sigala,
2018). At the same time, Buhalis emphasizes that successful implementation of digital
innovations requires not only advanced technological infrastructure but also changes in
organizational culture and management practices (Buhalis, 2019).

Globally, many countries are adopting Smart Destination models that leverage data
analytics, sensor technologies, and the Internet of Things (IoT) (OECD, 2022). For
instance, Spain’s “Smart Spain” strategy focuses on digital management of tourist flows
and the sustainable development of destinations (UNWTO, 2021), while South Korea
actively promotes digital marketing and virtual tourism using VR/AR technologies (Kim
& Park, 2021).

In the context of Kazakhstan, research on tourism digitalization has intensified
since 2019, following the adoption of the State Program for the Development of Tourism
for 20192025, which prioritizes the integration of digital solutions in the sector
(Government of the Republic of Kazakhstan, 2019). The creation of the national tourist
registration system eQonaq, the launch of the Kazakh Tourism online platform, and the
introduction of QR guides and digital tourist maps are among the first steps toward digital
tourism management (Kazakh Tourism, 2024).

However, as noted by domestic researchers, the process of digitalization remains
fragmented and uneven. The key challenges include insufficient digital literacy among
staff, underdeveloped regional infrastructure, and limited access to investment resources
(Kenzhebekova & Abdrakhmanova, 2023). Moreover, small hotels and agritourism
enterprises often lack the technical capacity to adopt modern IT solutions
(Mukhamedzhanova, 2022).

Thus, the analysis of scientific sources indicates that digitalization of Kazakhstan’s
hospitality industry is still at a formative stage. Achieving sustainable digital
development requires integrating international best practices, developing digital
competencies among tourism professionals, and establishing effective public-private
partnerships in innovation and technology.
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Results

The results of the conducted analysis show that Kazakhstan’s hospitality industry
has demonstrated a stable growth trend in recent years, despite the impact of the COVID-
19 pandemic and external economic challenges. According to the data from the Bureau
of National Statistics of the Agency for Strategic Planning and Reforms of the Republic
of Kazakhstan, in 2024, the number of tourists accommodated in hotels and other lodging
facilities reached about 6.8 million people, which is 22% higher compared to 2022
(Committee on Statistics of the Agency for Strategic Planning and Reforms of the
Republic of Kazakhstan, 2025). At the same time, the share of foreign tourists in the total
number increased to 32%, reflecting the gradual recovery of inbound tourism.

The increase in tourist flow has been accompanied by a rise in the number of
accommodation facilities. As of the end of 2024, there were 3,742 hotels and lodging
establishments in the country, about 70% of which belong to small and medium-sized
businesses (Ministry of Tourism and Sports of the Republic of Kazakhstan, 2024a). The
highest concentration of hospitality infrastructure is observed in Almaty, Astana,
Turkistan, and the resorts of Burabay and Altyn-Emel. In these regions, large public—
private partnership projects are being implemented to develop tourism clusters and
introduce digital services for visitors (Table 1).

Table 1. Dynamics of the development of Kazakhstan’s hospitality industry for 2020—
2024

Indicator 2020 | 2021 | 2022 | 2023 | 2024 Change
2024/2020, %

Number of accommodation facilities, 2,965 | 3,110 | 3,324 | 3,581 | 3,742 +26.2

units

Number of accommodated tourists, 3,982 | 4,825 | 5,580 | 6,350 | 6,830 +71.5

thousand people

Share of foreign tourists, % 17 21 26 29 32 +15 p.p.

Average hotel occupancy rate, % 21.8 | 314 | 38.6 | 459 | 523 +30.5 p.p.

Average annual accommodation cost, 124 | 13.7 156 | 179 | 193 +55.6

thousand KZT

Share of online bookings, % 28 35 43 48 54 +26 p.p.

Note: compiled by the authors

The presented data reveal a stable positive trend in the development of
Kazakhstan’s hospitality industry during 2020-2024. The number of accommodation
facilities increased by 26.2%, reflecting the active expansion of hotel infrastructure,
primarily driven by small and medium-sized enterprises. The most intensive growth
occurred in 2022-2024, coinciding with the post-pandemic recovery period of tourism.
The number of accommodated tourists rose by almost 72%. In comparison, the share of
foreign guests increased from 17% to 32%, confirming the revival of inbound tourism
and Kazakhstan’s growing attractiveness in the international market.

The average hotel occupancy rate more than doubled (from 21.8% to 52.3%),
indicating improved operational efficiency of hospitality enterprises. The average cost of

Qainar Journal of Social Science,
Volume 4, Issue 2, 2025



accommodation increased by 55.6% alongside a stable rise in occupancy, suggesting
growing consumer purchasing power and a gradual shift of the industry towards a higher
price segment.

Particular attention should be paid to the share of online bookings, which rose from
28% to 54%. This demonstrates the rapid development of digital sales channels, the
increasing digital literacy of consumers, and the active implementation of e-commerce
technologies. Overall, these indicators confirm that digitalization and innovative
technologies have become key drivers of post-crisis growth in Kazakhstan’s hospitality
industry. However, there remains a need for systematic support of digital transformation
at the regional and trim business levels (Figure 1).

Number of tourists (thousand)
Share of online bookings (%)

6500
6000 -
5500

5000

Number of tourists (thousand)
Share of online bookings (%)

4500

4000

2020.0 2020.5 2021.0 2021.5 2022.0 2022.5 2023.0 2023.5 2024.0

Figure 1. Dynamics of the number of tourists and the share of online bookings in
Kazakhstan’s hospitality industry (2020-2024)

The correlation analysis between the level of digitalization and hotel occupancy
demonstrates a moderately strong positive relationship (correlation coefficient r = 0.72),
indicating a direct influence of digital solutions on business efficiency. A 1% increase in
the share of online bookings corresponds to an average rise of approximately 0.6
percentage points in hotel occupancy rates. This confirms that enterprises actively
utilising digital sales channels and CRM platforms show higher profitability and
customer loyalty.

Spatial inequality in digitalization is also evident. In regions with advanced IT
infrastructure (Almaty, Astana), hotel occupancy rates are 20-25% higher than in areas
with low penetration of digital services. Thus, digital inequality has become a factor
constraining the balanced development of the national tourism network. To reduce
territorial disparities, regional programs for digital upgrading of the hospitality sector are
required, including grant support and staff training.
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The share of online sales in the income structure of hospitality enterprises continues
to grow. According to the Ministry of Tourism and Sports of the Republic of Kazakhstan,
in 2024, more than 54% of hotel and apartment bookings in major cities were made via
digital platforms, compared to only 28% in 2020 (Ministry of Tourism and Sports of
Kazakhstan, 2024b). At the same time, the use of mobile applications and social media
for service promotion is expanding, demonstrating the active implementation of e-
marketing tools and digital customer engagement. The development of online sales
channels also enhances market transparency and integrates Kazakhstani accommodation
facilities into the international booking ecosystem.

The analysis revealed that digitalization has become one of the key directions of
industry modernization. Most hotel chains (Hilton, Rixos, Holiday Inn, DoubleTree by
Hilton) actively use Property Management Systems (PMS), channel managers, CRM
platforms, and dynamic pricing tools. Among small and medium-sized enterprises,
digitalization is mostly limited to online booking through Booking.com, Expedia, and
domestic platforms such as Visit Kazakhstan and Kazakh Tourism eQonagq.

An important element of the national digital infrastructure is the eQonaq system,
introduced in 2022 by the Ministry of Tourism and Sports of the Republic of Kazakhstan
to record and analyze tourist flows. This platform registers domestic and international
tourists, collects statistical data, integrates with migration services, and generates
forecasts of accommodation demand (eQonaq — National Tourist Registration System,
2024). The implementation of eQonaq has significantly improved industry transparency
and the quality of tourism analytics.

Alongside eQonagq, other key digital platforms include Visit Kazakhstan, Kazakh
Tourism Portal, and regional information systems such as Discover Almaty and Visit
Turkistan. These platforms integrate digital maps, event calendars, online guides, and
feedback systems, creating a unified digital hospitality space and improving interaction
among government agencies, tourism companies, and visitors.

Kazakhstan also participates in international initiatives under the auspices of
UNWTO aimed at developing Smart Tourism Destinations, confirming the country’s
commitment to integrating global digital standards (UNWTO, 2024).

However, the study also identified several constraints to digital transformation. The
main challenges include: insufficient digital literacy among hotel staff, especially in the
regions; weak integration of domestic IT solutions with international platforms; high
costs of implementing digital technologies for small hotels; limited access to government
innovation support programs.

Experts also emphasize regional disparities in the level of digital transformation.
While in Almaty and Astana the share of automated hotels exceeds 75%, in regions such
as Akmola, Zhetysu, and Abai, this figure remains below 30% (Nazarbayev University
Graduate School of Business, 2024). The reasons include limited access to high-speed
Internet, low investment activity, and weak regional innovation support. As a result, the
gap between tourism clusters widens, hindering the creation of a unified national digital
hospitality ecosystem.

A survey conducted in 2024 among 50 representatives of the hospitality sector in
Astana, Almaty, and Turkistan showed that 68% of respondents believe digitalization
improved customer service quality, while only 37% noted an absolute reduction in costs
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and an increase in profits. This indicates the need for a comprehensive approach,
combining technology adoption with business process optimization, staff training, and a
unified strategy for digital transformation.

At the same time, positive trends are observed in the development of innovative
services. During 2023-2024, Kazakhstan began to introduce Al-based solutions for
personalized offers (chatbots, dynamic pricing, occupancy forecasting). In Almaty and
Astana, contactless check-in services, mobile keys, and electronic menus are being
actively implemented, aligning with global smart hospitality standards.

In the future, the development of Kazakhstan’s hospitality industry will depend on
large-scale adoption of artificial intelligence, Big Data analytics, and demand forecasting
systems. Pilot projects using smart energy management systems are already being
implemented in 4-5-star hotels, and virtual tours and AR guides are being tested to
increase the attractiveness of cultural and sacred sites for foreign tourists (Kydyraliyeva
& Niyazbekova, 2024). The implementation of these solutions aligns with the strategic
priorities set out in the Tourism Industry Development Concept of the Republic of
Kazakhstan until 2030 (Ministry of Tourism and Sports of the Republic of Kazakhstan,
2023).

Discussion

The conducted research confirms that digitalization has become a key factor in the
sustainable development of Kazakhstan’s hospitality industry. The implementation of
digital solutions not only improves the operational efficiency of hotel enterprises but also
creates new models of customer interaction based on personalization and customer
experience management.

One of the main transformation areas is the integration of information and
communication technologies (ICT) into business processes. The use of Property
Management Systems (PMS), Big Data Analytics, and Revenue Management Systems
(RMS) contributes to optimizing occupancy, pricing, and resource allocation (Buhalis &
Leung, 2022). Leading hotel chains in Kazakhstan (Hilton, Rixos, Holiday Inn,
DoubleTree by Hilton) demonstrate positive results from adopting such technologies,
reporting growth in Revenue per Available Room (RevPAR) and improved guest
satisfaction scores.

At the same time, the analysis revealed structural differences between large and
small hotels. Large enterprises have access to investment resources, qualified personnel,
and international IT platforms, whereas small and medium-sized accommodation
providers often face limited automation capabilities. This highlights the necessity of
establishing state support programs aimed at digitalizing small hospitality enterprises,
including subsidies for IT infrastructure, staff training, and the implementation of
domestic software solutions.

The development of digital ecosystems in tourism deserves particular attention.
National platforms such as Visit Kazakhstan, eQonaq, and regional systems (Discover
Almaty, Visit Turkistan) form an integrated infrastructure for data collection, tourist flow
analysis, online promotion, and consumer engagement. This ecosystem model
corresponds to international practices of Smart Tourism Destinations promoted by the
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World Tourism Organization ((UNWTO, 2024)]. In this context, Kazakhstan is
developing its own model of “smart tourism”, combining digital innovation with
sustainable territorial development.

The discussion of results allows us to identify four key strategic directions for the
future development of the industry:

Service Intelligence. In the near future, artificial intelligence (AI) will play an
increasingly important role in service operations, demand forecasting, and review
analytics. International experience (Lee & Han, 2023) demonstrates that Al-driven
personalization enhances service quality and customer loyalty (Lee & Han, 2023).

Digital Competence Formation. A key barrier to digital transformation remains the
insufficient qualification of personnel. According to the author’s survey, more than 60%
of regional hotel employees require additional training in the use of CRM systems, online
platforms, and digital communication tools. Therefore, the development of human capital
is a prerequisite for successful digitalization.

Data Integration and Analytics in Management. The collection, storage, and
analysis of big data on tourist behavior create the foundation for strategic planning and
increase the investment attractiveness of the sector. The integration of governmental and
corporate information systems will enable the transition from fragmented tools to a
unified digital architecture of hospitality.

Sustainability and “Green Digitalization.” In international practice, the
environmental component of digital innovations—such as energy-efficient technologies,
paperless operations, and smart energy management systems—plays an increasingly
important role. The implementation of such approaches in Kazakhstan aligns with the
goals of the Concept for the Development of the Tourism Industry of the Republic of
Kazakhstan until 2030 (Ministry of Tourism and Sports of the Republic of Kazakhstan,
2023).

Thus, the digital transformation of Kazakhstan’s hospitality industry demonstrates
a pronounced strategic potential capable of enhancing competitiveness and integrating
the country into the global tourism system. However, achieving this objective requires
the synchronization of efforts among the state, business, and educational institutions to
foster innovation and a digital culture within the sector.

Conclusion

The conducted study has shown that Kazakhstan’s hospitality industry is
undergoing an active phase of digital transformation encompassing both technological
and organizational-managerial dimensions of business operations. Digitalization is
becoming a systemic factor enhancing the competitiveness, resilience, and innovative
capacity of the sector.

The analysis revealed that between 2020 and 2024, the hotel industry of Kazakhstan
demonstrated stable growth across key indicators: the number of accommodation
facilities increased by 26%, the number of tourists grew by 71%, and the share of online
bookings exceeded 50%. These results confirm that digitalization and innovation serve
as primary drivers of post-crisis recovery and structural modernization in the hospitality
sector.
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However, the research also identified several barriers hindering accelerated digital
modernization: low digital literacy among personnel, regional disparities in internet
access, limited investment in IT solutions, and weak integration of domestic platforms
with international systems. These challenges require a coordinated response from both
governmental and institutional actors.

Based on the findings, the following practical recommendations are proposed for
different levels of hospitality management in Kazakhstan:

1. For government bodies and industry institutions

— Develop a National Program “Digital Hospitality — 2030 aimed at supporting
digitalization in small and medium-sized enterprises through subsidies for IT system
implementation, staff training, and certification of digital solutions.

— Ensure integration of national information systems (eQonaq, Visit Kazakhstan,
regional tourism platforms) into a unified data network with real-time analytical
processing capabilities.

— Strengthen partnerships with international organizations (UNWTO, OECD,
WTTC) to facilitate knowledge exchange and attract investment in digital tourism
innovations.

2. For businesses and hospitality enterprises

— Actively adopt CRM and RMS systems, as well as artificial intelligence
technologies for demand forecasting, dynamic pricing, and service personalization.

— Establish internal digital competence centers within major hotel chains and
tourism holdings to promote staff training and knowledge exchange.

— Integrate environmental principles (“green digitalization”) into hotel
management through the use of energy-efficient technologies, digital resource
monitoring systems, and paperless operations.

3. For research and educational institutions

— Include courses on digital technologies, data analytics, and cybersecurity in
hospitality, tourism and service education programs.

— Support applied research and startup initiatives in digital tourism, including the
development of domestic software and mobile applications.

— Create “Smart Hospitality Labs” within universities to pilot and test innovations
in collaboration with the private sector.

In the long term, the digital transformation of Kazakhstan’s hospitality industry
should serve not only as a tool for enhancing efficiency but also as a mechanism for
sustainable development, integration into global tourism value chains, and the promotion
of the country’s cultural attractiveness.The implementation of these measures will help
establish a digital hospitality ecosystem that ensures high service quality, transparency,
and innovation resilience, aligning with Kazakhstan’s strategic priorities of building a
competitive, technology-driven, and open economy.
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