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A LOGISTICS-DRIVEN APPROACH TO ENSURING
THE COMPETITIVENESS OF UKRAINIAN BUSINESS TOURISM

Olga Karpun, Valeria Yakovenko. “A logistics-driven approach to ensuring the competitiveness
of Ukrainian business tourism”. The article examines the essence of the process of organizing business trips
involving air transport, which is a key component of business tourism. It is noted that this process requires a
systematic logistics-driven approach to enhance the competitiveness of companies in this industry.

It was noted that, in our opinion, a logistics-driven approach to ensuring the competitiveness of business
tourism lies in the implementation of the supply chain management concept, which aims at effectively serving
demand and creating added value for consumers, as well as realizing a customer-centric approach in managing
the activities of companies in the tourism industry.

It was also emphasized that a logistics-driven approach to ensuring the competitiveness of business
tourism can be implemented at various stages of organizing business trips, thereby contributing to the
achievement of overall optimization of the customer service chain. Therefore, the process of organizing business
trips involving air transport was analyzed in detail, problem areas were identified at each considered stage, and
solutions were proposed.

Given the high level of competition and the rapid change in market conditions, companies need to apply
alogistics-driven approach to optimize business processes, enhance the efficiency of customer interaction, and
improve the transportation component.

The main directions for using a logistics-driven approach to enhance the competitiveness of companies
in the tourism industry were identified as the optimization of routine and time-consuming processes. It was
noted that the automation of these processes using CRM systems, robotic parsers, and atrtificial intelligence will
significantly reduce the time spent on processing requests, as well as increase the speed and accuracy of
decision-making. Furthermore, the implementation of IP telephony and integrated communication channels
will ensure continuous monitoring of customer interactions, which will improve the overall level of service.
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Thus, the use of a logistics-driven approach to ensuring the competitiveness of business tourism will
significantly increase the efficiency of resource management, reduce costs, improve the quality of customer
service, and ensure flexibility in responding to market changes.

Keywords: logistics-driven approach, competitiveness, business tourism, business travel, air
transport, business trips organization process, business trips optimization

nioxio 0o
Y cmammi po3engaHymo cymHicme

Onvea KapnyHo, Banepia fkoeenko. «Jlozicmu4yHuli 3a6e3neyeHHsA
KOHKYpeHmocnpoMoXHocmi yKpaiHcbKoz2o 6i3Hec-mypusmy».
npouecy opearizayii 6i3Hec-nodopoxel 3a yydcmio agiampaHcnopmy, AKUU € K/II04OB0I0 CK/IA0080I0
0inogo2o mypusmy. 3azHa4yeHo, w0 O0dHUl npoyec nompebye CUCMeMHO20 J102iCMUYHO20 nioxody 0nA
ni08UWEHHA KOHKYPEeHMOCNPOMOXHOCMI KOMNGAHIU y yiti 2asnysi.

byno 3a3Ha4yeHo, wWo HA Hawy OyMKy, Jo2icmuyHul  nioxi0 0o  3abe3nedeHHs
KOHKYpPeHMOoCNPOMOXHOCMI  Bi3HeCc-mypusMy nosifede y 8mineHHi KoHuenuii ynpassniHHA aaHyrzamu
NocmMasok, Wo MAe Ha memi echekmusHe 06C/Ty208y8aHHA nonumy i cmaopeHHA 000aMKO80I YyiHHoCMi 0nA
cnoXxueadis, a MAakoX peasnizye KaiEHMoopieHMogaHul nioxid 8 ynpasniHHi OifabHICMI0O KOMNAHIU
mypucmud4Hoi 2asnysi.

Takox 6yno HazonoweHo, Wo ao2icmuyHUll nioxio 0o 3abe3nedyeHHA KOHKYpeHMOCnPOMOXHOCMI
6i3HeC-mypu3my MOXHA 8NpOBAOXKY8AMU HA Pi3HUX emanax opaaHisayjii 6i3Hec-nodopoxeli, cnpusoyu mum
Camum 0O0CA2HeHHIO 3d2a/IbHOI onmumisayii naHytoea ob6cyeosy8aHHA KnieHmis. Came momy, 6yso
0emasnbHO NPOAHAni308aHO npouec op2aHizauii 6izHec-nodopoxxeli 3a y4acmio asiampaHcnopmy, 8U3HaA4eHi
npobrieMHi Micya Ha KOXXHOMY pO32/1IAHYMOoMY emani ma 3anponNoHOB8AHI piLUeHHS.

Bpaxosytouu 8ucoKull pigeHb KOHKYpeHUil ma weuoKy 3MiHy pUHKOBUX yMO8, KOMNAHIAM HeobXiOHO
3dacmocogysamu JioeicmuyHUl nioxio 0nd onmumizauil 6i3Hec-npouecis, nidsuWeHHs epekmusHOCMI
83a€MO0ii 3 KITIEHMamu ma 800CKOHAJIEHHA MPAHCNOPMHOI CK1a0080!.

OCHOBHUMU ~ HANPAMAMU  BUKOPUCMAHHA  J102iCMUYHO20 niosulweHHs
KOHKYpeHmMoCnpoOMOXHOCMI KOMNAHIU mypucmudyHoi 2anysi 6ysu 8usHadyeHi onmumisayia pymuHHUx ma

yacozampamsux npouecis. byno 3asHayeHo, wo asmomamusauia yux npouecig 3a donomozoro CRM-

nioxody  ona

cucmem, pobomu308aHUX Napcepie ma wWmMy4yHoO20 iHmesekmy 00380/1UMb 3HAYHO CKOpOMUMU 8umMpamu
yacy Ha o6pobKy 3anumis, a MAkoX nidsuwuUMU WBUOKICMb | MOYHICMb npulHAMMA piweHs. A
8nposaodxeHHs IP-menegoHiT ma iHmezposaHux KaHanie KomyHikauii 3abe3neyums 6e3nepepsHull
KOHMPOJIb 3a 83AEMOOIEIO 3 KITIEHMAmMU, W0 nidsuwuMs 3a2anabHul pigeHs cepsicy.

Takum YUHOM, BUKOPUCMAHHA J102iCMUYHO20 nidxo0y 00 3abe3neyeHHA KOHKYPeHMOoCnPOMOXHOCMI
6i3Hec-mypu3my 00380/IUMb Cymmego nidsuWUMU epeKmusHiCme ynpassliHHA pecypcamu, 3HU3Umu
sumpamu, nokpawumu skicme 06C/y208y8aHHA KiEHMis ma 3abe3nequmu 2Hy4YKicms y ped2ysaHHi Ha
3MIHU PUHKY.

Knrouoei cnoea: norictuyHmin nigxig, KOHKYPEHTOCNPOMOXHICTb, 6i3HEC-TYpur3M, Bi3HeC-NoJopPOXi,
aBiaTpaHCNopT, NpoLec opraHisauii 6i3Hec-NoJopoKel, onNTMMiI3aLis 6i3Hec-nogopoXxen

creation, and GDP growth. At the same time,
current challenges, particularly the closure of

Introduction. The development of
business tourism is acquiring particular

significance in the context of Ukraine's
economic transformation, its European
integration course, and post-crisis recovery.
Business tourism acts as a powerful driver for
the activation of international business
interaction, the stimulation of investment, job

Ukrainian airspace, the destabilization of
transport and logistics infrastructure, and the
reorientation towards international hubs,
have  significantly =~ complicated  the
organization of business trips.
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The situation is further complicated by
increasing competition in the tourism services
market, rising customer demands for the
quality, speed, and personalization of service.
In such circumstances, business tourism
enterprises require new approaches to ensure
their competitiveness. A logistics-driven
approach, based on systematic flow
management, process digitalization, and
customer focus, is considered an effective tool
for achieving this goal.

Problem statement (formulation of
research purposes). Based on the conducted
analysis of scientific literature, it was found
that many researchers consider logistics as a
tool for enhancing company competitiveness

[3, 5, 6]. They note that "the development
of logistics is primarily driven by the desire to
reduce time and monetary costs associated
with the movement of goods" [6].
Furthermore, "based on the logistics
approach to competitiveness management,
new sources of competitive advantages for
the enterprise are created, which are based on
low costs" [3].

It should also be noted that there is a
growing interest in the application of logistics
in the tourism industry [7, 12, 13, 14]. In
particular, work [13] states that "the logistics
approach contributes to the sustainable
development of the tourism industry through
the efficient use of resources, enables
governing bodies to monitor the market
situation, implement innovative
technologies, and utilize feedback from
customers." In another source, we find the
assertion that "currently, traditional logistics
prevails in the tourism sector of Ukraine,
where many operators have only begun to
form their first electronic logistics structures"
[7].

However, we «can argue that a
comprehensive model for applying the
logistics-driven approach specifically in the
field of business tourism under the conditions
of the transformation of Ukraine's transport
system and the growth of digital competition
has not yet been sufficiently developed.
Therefore, it is necessary to pay attention

7-19
v.30 (2025)
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specifically to the study of the general
principles of logistics management in
business tourism, the role of digital
technologies in customer service logistics,
and methods for improving the efficiency of
business travel logistics chains.

The purpose of the article is the
theoretical substantiation and development
of practical recommendations for enhancing
the competitiveness of business tourism
based on a logistics-driven approach.

To achieve this purpose, the following
tasks are set in the article:

— toinvestigate the specifics of logistical
business processes in the field of business
tourism;

— to analyze current trends influencing
the competitiveness of tourism enterprises;

—to identify logistical tools that
contribute to improving the efficiency of
customer service;

—to propose logistical solutions for
optimizing the activities of tourism
companies in new market conditions.

The main material and results of the
research. The organization of business trips
involving air transport is a key component of
business tourism, requiring a systematic
logistics-driven approach to enhance the
competitiveness of companies in this
industry.

We note that, in our opinion, a logistics-
driven  approach to ensuring the
competitiveness of business tourism lies in
the implementation of the supply chain
management concept, which aims at
effectively serving demand and creating
added value for consumers, as well as
realizing a customer-centric approach in
managing the activities of companies in the
tourism industry [based on 4]. The logistics-
driven approach, as an innovative model of
development and management, can be
considered an important condition for
achieving the sustainable competitiveness of
Ukrainian business tourism.

A logistics-driven approach to ensuring
the competitiveness of business tourism can
be implemented at various stages of
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organizing business  trips,  thereby
contributing to the achievement of overall
optimization of the customer service chain.
The process of organizing business trips
involving air transport includes several
important stages, the main ones of which are
presented in Fig. 1. Initially, it is necessary to
analyze the client's needs, determine the
purpose of the trip, budget, and deadlines.
Next, the optimal route and carriers need to
be selected, followed by booking airline
tickets through global distribution systems
(GDS) or directly through airlines. The
subsequent step is the organization of related
services, such as hotels, transfers, and
conference rooms, as well as registration of
insurance policies and visa support. The final

7-19
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stage involves monitoring the trip and
promptly adjusting the itinerary in case of
changes.

We can assert that the competitiveness of
companies in the field of business tourism
largely depends on effective customer
acquisition channels. The main ways to find
clients currently include participation in
tender procurements through platforms such
as SmartTender, Prozorro, and Zakupivli.pro,
as well as direct contacts, both warm and cold.
Additionally, promotion through social
networks, particularly Facebook and Linkedin,
is actively used, allowing for faster
identification of potential clients and
maintaining communication with regular
partners.

i-*—'u.nalj.-'sii of dlient needs, covering the purpose of the trip, budget and
timeframe

Selecting the optimal route and carriers

B ooking flights through global reservation systems (GDS) or direcl:lj.?
through airlines

Organization of related services such as hotels, transfers and
conference rooms, as well as insurance policies and viza support

[ Trip monitoring and prompt route adjustments in case of changes l

Figure 1 - The process of organizing business trips involving air transport

During the full-scale invasion of Ukraine,
the structure and routes of air transportation
underwent significant changes. The main
departure points for Ukrainian business
tourists shifted to European hubs. Experts in
the business tourism industry note that
Warsaw has become the most popular
departure city, accounting for approximately

70% of flights, while 20% of flights originate
from Chisinau, and the remaining 10% from
other European cities such as Budapest and
Vienna. The majority of travel requests
(around 70%) concern European destinations,
which is  explained by convenient
connections and affordable ticket prices.
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At the same time, air travel within Europe
accounts for approximately 60% of the
industry's revenue due to the significantly
higher cost of flights to the USA and Asia.

To ensure high-quality service for
business tourists, travel companies actively
interact with airlines, transport companies,
hotels, transfer companies, and conference
centers. Cooperation with many tourism
service  providers  (airlines,  transport
companies, hotels, transfer companies,
conference centers, etc.) allows for finding the
optimal option that meets the client's
requirements and  capabilities, and
sometimes even exceeds their expectations.
Accreditation from IATA (International Air
Transport Association) is a significant
competitive advantage, as it allows for
making bookings through GDS, working with
a wide range of air carriers, receiving special
conditions from airlines, and increasing
customer trust.

The choice of airline for a business trip
depends on the route, budget, and level of
comfort. The most popular air carriers for
business tourists currently include Turkish
Airlines, Lufthansa, Air France KLM, and LOT
Polish Airlines [11]. The selection of a specific
carrier is often determined by the client's
needs, which may include the necessity of
connections, the level of comfort during the
flight, or other additional requirements.

A typical business process for organizing
air transportation (Fig. 2) begins with the
client placing an order, which can be done via
email, messengers, or phone. Next,
consultation on flight options takes place,
after which the client is offered several
alternatives with different connections,
airlines, and schedules. After selecting the

7-19
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optimal option, a booking is made in the
system, for example, through Amadeus or
another GDS. The next stage is determining
the payment method, which can be via
financial transfer or credit card. After this, an
electronic ticket is issued and sent to the
client, and at the final stage, an invoice for the
services provided is generated.

For the effective operation of companies
in the business tourism industry, various
information support systems are used. These
include booking systems such as Amadeus,
TravelPoint, and Galileo, which allow for
efficient handling of tickets and routing. In
addition, specialized databases for the visa
department are used, simplifying document
processing, as well as access to confidential
airline fares. The use of online booking,
Google services, and specialized modules for
hotel reservations enables the provision of
comprehensive service to clients.

In the field of business travel
organization, the BSP (Billing and Settlement
Plan) system plays an important role,
consolidating information and cash flows
between agents and airlines. BSP is a central
point through which data and funds flow
between travel agents and airlines [1]. Instead
of each agent having individual relationships
with each airline, all information is
consolidated through BSP. It allows for a
single payment covering sales for all airlines,
ensuring a high level of timely settlements. In
addition, BSP provides reporting and
settlement obligations (RHC) for making
payments, which increases the financial
efficiency of companies in the business
tourism sector.

The main advantages of BSP are
presented in Fig. 3.
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] [ Improved control
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Agents 135u¢e one sales

atnount to the central

Fewer resources are
report and transfer one | | < needed for billing and
collection

] rSI:rengthenjng financial |
control through
centralization and

office -

grouping

Airlines receive one
— settlement that covers
all agents

" Simplify and reduce

- Ty
Electronic distribution
of billing reports and
__{ creation of debit/credit
notes (ADM/ACM)
via BSPhnk

(Consolidated document

flow that allows to

accelerate quality
control

work through the use of | *
—{ electronic tickets on
behalf of all BSP

airhines

Agent sales are
reported electronically

General monitoring of )
the process by a neutral
body

Figure 3 - Benefits of using Billing and Settlement Plan (BSP)
Source: compiled by the authors based on [1]

In the process of organizing business trips
involving air transport, companies face both
opportunities and threats that affect the
competitiveness of the entire sector. A SWOT
analysis of the business tourism industry
allows for the assessment of these aspects
and the identification of strategic directions
for development.

The strengths of companies operating in
the field of business tourism include a
customer-oriented approach, which
encompasses 24/7 customer support, high
labor productivity, team cohesion, and a
developed corporate culture. Important
competitive advantages are participation in
international business associations and a
developed partnership system with key
players in the logistics chain, including
airlines, hotels, and transport carriers.

However, the industry also has
weaknesses, among which is complex multi-
channel communication with clients,
involving phone calls, messages in
messengers, and email. This complicates the
speed of processing requests and can lead to

the loss of some information during the
transfer of a client to another agent. Irregular
working hours, requiring availability on
weekends, as well as agent burnout, create
additional challenges for companies.

The development of technology opens
up significant opportunities for improving
business processes in the field of business
tourism. The use of cryptocurrencies in
settlements can simplify payments and
minimize  dependence  on banking
restrictions. The integration of NDC (New
Distribution Capability) content allows for
access to more favorable fares and special
offers from airlines [2].

Despite the prospects for development,
the business tourism industry faces serious
threats. The reluctance of some airlines to
work with Ukrainian agents limits the
possibilities for booking airline tickets and
obtaining exclusive fares. Strict banking
regulation of international operations creates
additional difficulties in conducting business,
especially when making payments abroad.
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The technological aspect remains
another bottleneck for the industry. Despite
the widespread use of booking systems and a
management system, the lack of full
integration  between them leads to
duplication of information, manual data
entry, and increased risks of errors. The
absence of an automated process for
generating personalized offers based on
customer interaction history limits the
possibilities for improving service and
operational efficiency. In addition, insufficient
integration between marketing and logistics
processes complicates effective demand and
resource management.

Given the high level of competition and
the rapid change in market conditions,
companies need to apply a logistics-driven
approach to optimize business processes,
enhance the efficiency of customer
interaction, and improve the transportation
component.

Recommendations for enhancing the
competitiveness of business tourism based
on a logistics-driven approach are based on a
comprehensive analysis of existing processes
and the search for ways to optimize them.

The main directions for using a logistics-
driven approach to enhance the
competitiveness of companies in the tourism
industry are the optimization of routine and
time-consuming processes.

The automation of these processes using
CRM systems, robotic parsers, and artificial
intelligence will significantly reduce the time
spent on processing requests, as well as
increase the speed and accuracy of decision-
making. The implementation of IP telephony
and integrated communication channels will
ensure continuous monitoring of customer
interactions, which will improve the level of
service.

Particular attention should be paid to the
transportation component of the industry.
The high volatility of airline, railway, and road
transportation can cause delays and
additional costs for business tourists. The
application of demand forecasting algorithms
and route optimization will allow companies

7-19
v.30 (2025)
https://smart-scm.org

to proactively book the most advantageous
transportation options, minimizing delays
and inefficient expenses. In addition, the
implementation of blockchain technologies
in the booking system will improve the
transparency of operations, speed up
payment confirmations, and reduce the
likelihood of fraudulent schemes.

Communication with customers involves
the use of all interaction channels. Therefore,
one way to increase competitiveness is the
implementation of a unified communication
system. Such systems allow for the
automation of the process of designing
various services for different clients, which not
only saves time and effort at the management
level but also increases the accuracy of data
collection on each client, their preferences,
and requirements [15].

An example of such a system is KeyCRM -
a Ukrainian CRM for built-in integration with
Instagram, Viber, Telegram, Facebook, and
Email. As a communication platform, KeyCRM:

— gathers all requests from all accounts
in a single window.

— allows for processing correspondence
without leaving the dashboard: conducting
dialogues, processing applications, creating
Customer cards, sending any files: photos and
images, videos, emojis, and communicating
via voice messages.

— displays overall statistics on chats:
their number per week, day, month; average
response speed. Detailed statistics are
available in the form of diagrams and tables
and can be filtered by periods.

—creates a  truly  user-friendly
interaction system thanks to its ability to
"recognize" a person and store important
notes: birthday, preferences, etc. [10].

The activities of employees when
booking in GDS involve providing several
options for the client. Information from the
global distribution system must be presented
to the client in an understandable form. To
optimize this process, the use of the
Aviato.me service, which is free, can be
proposed. The workflow with the proposed
service is shown in Fig. 4.
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A significant problem for the solution of
which alogistics-driven approach can be used
is the manual entry of information for some
bookings into management accounting
systems, which requires additional time. The
need for manual input exists for booking
tickets of low-cost airlines such as Wizz Air,
Ryanair, easylJet, etc. A low-cost airline is an
airine  that provides air passenger
transportation services at prices relatively
lower than traditional airlines, in exchange for
waiving most traditional passenger services.
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The solution to  minimize this
"bottleneck" is the implementation of RPA
(Robotic Process Automation). RPA is the
robotization of routine processes. The main
stages of the operation of such a parsing
robot are shown in Fig. 5.

Robotic systems will be used to automate
the processes of booking airline tickets. The
use of robotic systems will reduce the amount
of time and errors, which, in turn, increases
safety and reduces the risks of problems [4, 8].

Copying booking Adding more .
offer data from booking options (if Cﬁ}:‘f}iiﬂﬂfﬂ
GDS (PNR) necessary) Ll
Ty Ty
Inserting offer data - Sending text or ink
into the Aviato Cf: an;;% Etllgff?;ﬂ with offers to the
service g  OLIC client
Ty T

Entering the price

-

Choice: baggage
included/hand
luggage only

-

Figure 4 - Stages of optimizing the presentation of offers from GDS to the client

When the robot receives an email with an
airline ticket, with the help of correctly
configured algorithms, the main data from
the ticket is transferred to a fixed data
structure. After that, the integration of
structured information into the management
system will take place. The robot must be
configured for different airlines, as each of
them formats airline tickets differently.

For the development of companies in the
tourism industry, the wuse of artificial
intelligence (Al) is necessary. There are many
types and areas of Al application. The use of

artificial intelligence reduces the number of
human errors and increases the efficiency of
logistics processes, which ensures safety and
reduces the risks of problems [4].

The logistics-driven approach in this case
involves optimizing the search for airline
tickets using Al Copilot from DRCT. DRCT
strives to improve the distribution process for
airlines and customize ticket sales for
agencies. Al Copilot is designed to optimize
and customize the booking and post-booking
process.
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[ sending an atrline ficket to a spedal email address }

Receiving a letter by robot

Recognizing the basic data about the airline ticket

Structuring information into a template

Automatic transfer of booking data to the company's Back office

Figure 5 — Scheme of automating the entry of booking information into the management
system using RPA

Artificial intelligence uses large language
models, machine learning, and the
experience of developers in this field to
provide significant industry value. Fig. 6
shows an example of the Al Copilot's response
to a user's service request. Instead of the usual
interface, which includes dozens of filters for
complex queries, conversational search
reduces it to just a couple of lines of text. This
Al can be used both online and in the
application on any device. A feature of this
service is the submission of a request in free
form.

Al will reduce the time spent searching
for favorable offers for clients according to the
specifics of their requests [9].

The DRCT application allows you to
search for flights and create bookings via NDC
without leaving the GDS. NDC (New
Distribution Capability) is a data exchange

format based on offer and order management
processes for creating and distributing
relevant offers to customers regardless of the
distribution channel. The NDC standard
expands communication capabilities
between airlines and travel agents and is
open forimplementation and use by any third
party, intermediary, IT provider, or non-IATA
member [2]. NDC allows data to be
transmitted directly from air carriers to
agents, bypassing intermediaries such as
GDS. It provides access to the full content of
the airline - fares and additional services.
DRCT has also created an application that
enables the optimization of the activities of
companies in the tourism industry when
booking in the global distribution system.
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Hi, I'm your Copilot. Ask me anything to help
you find and arrange the best flight %

Find the cheapest and fastest morning flight
with luggage from Madrid to Lisbon in the
first week of November.

o
MAD > LIS

1h 20min, direct
02 Nov, 06:30 — 06:50

o
MAD + LIS

1h 20min, direct
04 Nov, 06:30 — 06:50

(-]
MAD + LIS

Th 20min, direct
01 Nov, 06:30 — 06:50

88€
=

a0

Economy

a0

Economy

Nice! Let's book first one

Figure 6 — Example of using Al Copilot from DRCT [4]

Currently, the following are available for
booking: Aegean Airlines, airBaltic, American
Airlines, British Airways, Brussels Airlines,
Emirates, flydubai, lberia, LOT, Lufthansa,
SWISS, TAP, United Airlines, and more than 30
other airlines.

The service provides full access to
booking: the booking itself, entering
additional data without leaving the GDS. The
agent is also provided with information on
flight delays. The service allows for the
exchange, refund, or issuance of tickets
independently or through 24/7 support.
Current agreements with airlines are used,
and payments are made through BSP.

Thus, the implementation of a logistics-
driven approach in the management of air
transport enterprises and business tourism
enterprises, as an innovative model of
development and management is a key
condition for achieving their sustainable

competitiveness in the market [4]. The use of
a logistics-driven approach significantly
increases the efficiency of resource
management, reduces costs, improves the
quality of customer service, and ensures
flexibility in responding to market changes.

Conclusions. The organization of
business trips involving air transport
constitutes one of the key components of the
business tourism system and requires
comprehensive logistical support to achieve
high competitiveness of enterprises in the
industry. In the context of the transformation
of the international transport environment
caused by hostilities in Ukraine, there is a
reorientation of routes to European air hubs,
which necessitates the adaptation of business
models of tourism companies to new spatial
and logistical conditions.

Promising  opportunities  for  the
development of the industry have been
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identified, including technological
integration with global distribution systems,
the introduction of new payment formats,
and the automation of operations.

A logistics-driven approach, focused on
the effective management of information,
material, and financial flows, creates
opportunities for optimizing the operational
activities of tourism companies. The use of
CRM  systems (in particular KeyCRM)
contributes to the centralization and
standardization of customer interaction, the
use of GDS-based tools (Aviato.me) allows for
improving the presentation of offers, and the
implementation of RPA solutions automates
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routine tasks of processing booking data. The
integration of intelligent systems such as Al
Copilot provides more flexible booking
management via NDC and significantly
expands access to airline content.

As a result of the formation of a logistics-
oriented business model, not only is the level
of service improved, but the competitive
positions of tour operators in a turbulent
environment are also strengthened. The
logistics-driven approach acts not only as a
tool forimproving internal business processes
but also as a factor of strategic adaptability
and long-term viability of companies in the
business tourism industry.
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