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Annotation

This article explores how digital technologies are transforming Kazakhstan’s tourism
industry, enhancing service quality, accessibility, and sustainability while positioning the country
as a competitive global destination. Contributing 3-5% to GDP with a projected rise to 6-8% by
2030, tourism drives economic diversification and job creation in Kazakhstan, supported by
government initiatives like Tourism 2025 and digital platforms such as e-Qonaq. The study details
the adoption of tools like online booking systems (e.g., Booking.com), electronic visas, Al-driven
chatbots, and virtual reality tours, which streamline travel planning, improve customer
experiences, and attract foreign visitors to sites like Charyn Canyon and Almaty. Big data and
smart tourism solutions regulate visitor flows, promoting eco-friendly travel and supporting local
communities. Despite these advances, challenges such as rural internet access and cybersecurity
risks remain, requiring further infrastructure investment and training. Drawing on sources like the
Ministry of Tourism and Sports and WTTC reports, the article underscores Kazakhstan’s digital
evolution as a model for balancing growth with conservation. It concludes that continued
innovation could redefine tourism in Central Asia, blending Kazakhstan’s rich heritage with
cutting-edge technology.

Keywords: Digital tourism, Kazakhstan tourism, Artificial intelligence, Online booking,
E-visas Smart tourism, Sustainable development, big data, Tourism services, Digital
transformation.

In the context of the digital transformation of the global economy, the tourism industry is
undergoing radical changes due to the widespread introduction of digital technologies.
Digitalization affects all stages of the travel experience, from information retrieval and booking to
impressions and feedback. According one of the leading theorists in the field of e-tourism, digital

5154


mailto:mihlibaev@gmail.com

tourism (smart tourism) is «the integration of information and communication technologies (ICT),
the Internet of Things (IoT), big data and artificial intelligence to create a more efficient,
sustainable and personalized travel experience». One of the central concepts of the modern
tourism industry has become a smart destination, according to research which, is a territory that
uses technology to collect and analyze information in order to improve the quality of tourist
services, sustainability and competitiveness [1, 2]. This direction is focused not only on the
digitalization of services, but also on the involvement of tourists in joint value creation, flow
management and the development of local communities.

In addition, researchers note that digital technologies are changing the management
paradigm of tourist destinations, contributing to the formation of a digital ecosystem involving
various stakeholders: tourists, operators, authorities and local communities [3]. Such an ecosystem
is based on the use of Big Data, mobile applications, online booking systems, electronic visas, as
well as virtual and augmented reality (VR/AR) technologies to enhance the convenience,
transparency and inclusivity of travel services.

International experience shows that the integration of digital solutions into the tourism

industry allows not only to optimize operational processes, but also to increase the sustainability
of the sector, ensure a better distribution of tourist flows and reduce the negative impact on the
environment [4]. The EU countries, South Korea, Japan, China and Singapore are already
demonstrating successful examples of implementing smart technologies in tourism infrastructure,
including service automation, personalized marketing, virtual tours and contactless payment
systems.
Given Kazakhstan's active participation in global integration processes and the implementation of
the Digital Kazakhstan strategy, the study of international experience and the conceptual
framework of digital tourism is becoming especially relevant for scientific analysis and the
development of practical recommendations for improving tourism services in the country.

As Kazakhstan emerges as a global tourism destination, digital technologies are
revolutionizing how visitors experience its vast steppes, modern cities, and ancient heritage.
Tourism is a cornerstone of the country’s economic diversification, contributing 3-5% to GDP -
according to the Committee on Statistics and the Ministry of Tourism and Sports - with ambitions
to reach 6-8% by 2030. Each year, millions of domestic and foreign tourists generate foreign
currency inflows, stimulate small businesses, and support hundreds of thousands of jobs in
hospitality, transportation, and sightseeing. Key hubs like Almaty, Nur-Sultan, Shymbulak ski
resort, Burabay, and the Caspian coast thrive alongside growing infrastructure, such as new
airports and roads. Government initiatives like Tourism 2025, visa simplification, and high-profile
events like EXPO-2017 and the World Nomad Games amplify Kazakhstan’s appeal. Yet,
sustainable growth hinges on enhancing services and embracing digital innovation a
transformation already reshaping the tourism landscape for the better [5].

In recent years, Kazakhstan has embraced digital solutions to modernize its tourism
industry, enhancing convenience, transparency, and efficiency. Online booking platforms like
Booking.com and Tickets.kz simplify trip planning, allowing tourists to secure accommodation,
flights, and excursions with ease. Mobile applications, such as 2GIS and Kazakh Tourism, provide
real-time navigation, destination details, and multilingual guides, while electronic visas via eVisa
Kazakhstan reduce bureaucratic hurdles for international visitors. Virtual and augmented reality
(VR/AR) technologies offer immersive previews of attractions like Charyn Canyon or the ancient
city of Turkistan, enticing travelers before they arrive.

Digital payment systems, including Kaspi Pay and contactless options, ensure secure,
cashless transactions, while blockchain technology is being explored for added transparency. The
government’s «Digital Kazakhstan» program and platforms like eQonaq - for guest tracking-
support these advancements, integrating cutting-edge tools across the sector. Local businesses
leverage data analytics to tailor offerings, boosting both visitor satisfaction and economic
opportunities for communities [5]. The examples are shown below in table 1.
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Table 1 - Examples of Digital Technologies in Kazakhstan’s Tourism

Ne | Technology Application Example/Platform
1 | Online Booking | Booking tours, accommodations Kazakh Tourism,
Systems Booking.com

2 | E-Visa Simplified entry process for foreign | eVisa Kazakhstan
visitors

3 | AR/VR Technologies | Virtual = excursions, interactive | AR tour apps in Almaty
experiences

4 | Mobile Applications | Navigation, local information, | 2GIS, Google Maps
translation

5 | Digital Payments Contactless and cashless transactions | Kaspi Pay, Apple Pay

Note — compiled on the basis of research

Modern travel companies in Kazakhstan are adopting automation and artificial intelligence
(AI) to elevate the tourism experience. Chatbots provide 24/7 customer support, instantly
addressing inquiries about bookings or travel restrictions. Al-powered recommendation systems
suggest personalized itineraries and services based on user preferences and trends, while data
analytics help businesses understand traveler needs, optimize marketing, and predict peak seasons.
These tools reduce costs, minimize wait times, and showcase attractions like the Altai steppes or
Almaty’s markets, fostering a tech-savvy, competitive tourism sector. Automation of booking,
payment, and information processes cuts waiting times and human error, enhancing reliability.
Travelers’s access instant answers via chatbots, manage itineraries through mobile apps, and
receive Al-driven suggestions for destinations like Baikonur Cosmodrome or Shymbulak. This
shift streamlines operations, builds trust, and allows companies to focus on delivering high-
quality, personalized experiences, setting a new standard for service excellence.

Digitalization makes tourism more inclusive. People with disabilities can pre-plan trips,
checking accessibility at sites like Lake Kolsai or the Khoja Ahmed Yasawi Mausoleum via online
platforms. Reviews and ratings on aggregators enhance transparency, helping tourists choose
services wisely - e.g., selecting the best route in Burabay National Park. E-visas and digital maps
simplify entry and navigation, making cities like Astana and Shymkent more accessible and
predictable for all.

Kazakhstan’s integration into the global digital ecosystem - via platforms like Airbnb,
social media campaigns, and multilingual websites - boosts its visibility. Promotions of Big
Almaty Lake or Taraz’s Silk Road heritage engage international audiences, while e-visas and
digital literacy training for tourism professionals streamline the visitor experience. These efforts
position Kazakhstan as a modern, welcoming destination, appealing to global travelers seeking its
unique blend of nature and culture. Digital tools promote sustainable tourism by preserving
resources. Big data regulates visitor flows, preventing overcrowding at Charyn Canyon or Katon-
Karagay National Park. “Green routes” and digital navigators guide tourists to eco-friendly paths,
like Tian Shan trails, while platforms connect them with local artisans, boosting community
livelihoods. This smart tourism model balances growth with conservation, enhancing
Kazakhstan’s reputation as a forward-thinking destination.

Despite progress, challenges remain. High-speed internet is limited in rural areas,
hindering digital adoption at remote sites like the Caspian coast. Cybersecurity risks, such as data
breaches on booking platforms, threaten trust, while many tourism workers lack advanced digital
skills. Addressing these requires investment in 5G infrastructure, robust cybersecurity measures,
and training programs. Looking ahead, Kazakhstan’s tourism sector is poised for growth. Al could
further personalize experiences, smart cities like Nur-Sultan could lead innovation, and Tourism
2030 goals aim to double the industry’s GDP share. Partnerships with global tech firms and
continued government support will be key to unlocking this potential.
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Kazakhstan stands at the crossroads of tradition and innovation, and digital technologies
are playing a pivotal role in shaping the future of its tourism industry. From Al-powered services
and mobile applications to e-visas and immersive virtual experiences, these advancements are not
only enhancing the quality and accessibility of tourist services but also redefining how travelers
engage with the country’s rich natural and cultural heritage. Digitalization is fostering more
inclusive, efficient, and sustainable tourism, enabling both international and domestic visitors to
explore Kazakhstan with greater ease and confidence.

Despite challenges such as rural connectivity gaps and the need for digital literacy among
industry professionals, Kazakhstan’s commitment to innovation - embodied in strategic initiatives
like Tourism 2025 and supported by public-private partnerships - demonstrates a clear vision for
progress. With continued investment in infrastructure, cybersecurity, and workforce development,
the country is well-positioned to lead the Central Asian region in smart, sustainable tourism.

In essence, digital transformation is not just improving tourist services in Kazakhstan - it is
unlocking the full potential of the nation's tourism sector, ensuring it remains resilient,
competitive, and globally relevant in the years to come.
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Abstract. The digital transformation of the hospitality industry is a key factor in enhancing
operational efficiency and service quality. This article examines the theoretical foundations of
digitalization, assesses the current state of digital adoption in Kazakhstan’s hotel sector. The
research methods include a survey of hotel employees, statistical data analysis, and a review of
digital trends. The study identifies major challenges, such as high implementation costs,
insufficient IT infrastructure, and a lack of digital skills among staff. The proposed
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