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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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recommendations focus on automation, Al-driven analytics, contactless services, and targeted
training programs. The main conclusion highlights the need for a structured approach to digital
transformation, emphasizing the adoption of advanced technologies, workforce upskilling, and
strategic industry engagement. Future research prospects involve evaluating the long-term impact
of digitalization on guest satisfaction and business performance.

Key words: digitalization, hospitality industry, automation, Al-driven analytics,
contactless services, digital skills.

Introduction. Digital transformation in the hospitality industry has become critical in
improving operational efficiency and enriching the guest experience. In the context of the
hospitality industry, digital adoption refers to the integration and utilization of digital technologies
and tools to enhance the overall guest experience, operational efficiency, and business processes.
Digital adoption in hospitality encompasses the implementation and utilization of various digital
solutions, such as mobile applications, self-service kiosks, online booking systems, digital menus,
contactless payments, and guest management platforms. In 2024, the travel and hospitality
industry is projected to contribute $11.1 trillion to the global GDP, accounting for 10% of the
world’s economy, driven by digital transformation and technology adoption [1]. Purpose of the
research article is to give practical recommendations to improve digital transformations in the
Republic of Kazakhstan. To achieve the above-mentioned purpose several objectives were set:

- to investigate theoretical framework of digitalization concept of hotel industry;

- to explore foreign experience of digitalization of hotel industry;

- to analyze the current state of digitalization of hotel industry in the Republic of
Kazakhstan;

- to propose recommendations to transform hotel business in digital aspects.

Literature Review. The digitalization of the hotel industry in Kazakhstan has made
significant progress through scientific contributions of Jingjie Zhu, Ying Wang, Mingming Cheng,
K. P. Mussina, D. G. Mamrayeva, and M. Lemanowicz, A. Omarova, Z. Borbasova, G. E.
Zhakupbekova, A. N. Turginbayeva, I. Dubina. These researchers have explored various aspects of
digital transformation, providing critical insights into the integration of emerging technologies in
the hospitality sector.

Jingjie Zhu et al., discusses the impact of emerging technologies such as artificial
intelligence, robotics, virtual reality, and the Internet of Things on the hospitality industry,
highlighting how these technologies have transformed business operations, marketing, and
customer experiences, particularly in response to the challenges posed by the COVID-19
pandemic [2]. K.P. Mussina focused special attention on the necessity of using Internet
technologies to enhance the tourism industry in Kazakhstan, emphasizing the benefits of digital
transformation such as providing detailed information to tourists and streamlining administrative
processes, also analyzed the current state of the tourism sector and the potential impact of
digitalization on its competitiveness [3]. A. Omarova et al., examine the impact of digitalization
on Kazakhstan’s hotel industry, highlighting its role in enhancing operational efficiency, fostering
economic growth, and contributing to the broader objectives of the country’s digital economy.
Their analysis underscores the strategic integration of digital technologies to improve customer
experiences, strengthen industry competitiveness, and align with national digital transformation
initiatives [4]. A. Turginbayeva et al., focused their development of digital projects in the hotel
industry, emphasizing the critical role of digital transformation in improving operational efficiency
and service quality. Their research provides a comprehensive analysis of digital project
management, highlighting the implementation of flexible methodologies and secure data storage
as key factors in driving the success of the hospitality sector [5].

Methods. The theoretical and methodological basis of this article were the reports, projects,
Internet resources, etc. ithin the framework of this study, general scientific methods were
employed, including analysis and synthesis, comparative analysis, ranking and grouping methods.
The information base comprised publications in high-ranking journals, reports by the World
Economic Forum (WEF), and official statistical data. Assessment methodology of digital
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transformation in hotel business in the Republic of Kazakhstan are based on a quantitative analysis
using survey.

Results and discussion. The digital transformation of the hotel business in Kazakhstan
plays an important role in improving operational efficiency and customer service quality. The use
of digital technologies, such as online booking systems, mobile apps, and contactless payment
solutions, has changed traditional business models and made the guest experience more
convenient. According to the Global Innovation Index 2024, Kazakhstan ranks 52nd, showing the
country's steady adoption of digital tools in various sectors, including hospitality.

Guest management platforms have become key in providing personalized services, which
enhances customer satisfaction. Digital menus and contactless ordering systems have gained
popularity, especially after the COVID-19 pandemic, due to their convenience and safety. These
technologies help hotels streamline internal operations and improve service delivery. Despite these
improvements, the speed of digitalization in Kazakhstan's hotel industry is slower compared to
leading countries. The gap in technological development highlights the need for more research on
how digital transformation affects customer experiences and business performance.

To better understand Kazakhstan’s position in the global hospitality landscape, it is
essential to compare key international rankings that assess tourism development, innovation, and
economic competitiveness. The following table presents the comparative rankings of countries in
three global indices: the Travel & Tourism Development Index (TTDI), the Global Innovation
Index (GII), and the IMD World Competitiveness Ranking (IMD). The selection of these indices is
based on their importance in providing a comprehensive analysis of a country’s economic
development. TTDI assesses the conditions for the development of the tourism sector and includes
119 countries [6]. GII reflects the level of innovation potential and the implementation of new
technologies across 132 countries [7]. IMD evaluates key factors influencing national economic
competitiveness based on data from 67 countries [8]. Comparing these indicators helps identify
the strengths and weaknesses of different countries in terms of tourism, innovation, and
competitiveness, as well as analyze the interconnections between these areas (Table 1).

Table 1. Comparative Rankings of Countries in Global Indices for 2024

Ne | TTDI - 2024 | Rank | GII - 2024 Ran | IMD - 2024 Rank
k
1 | USA 1 Switzerland 1 Singapore 1
2 | Spain 2 Sweden 2 Switzerland 2
3 | Japan 3 USA 3 Denmark 3
4 | France 4 Singapore 4 USA 4
5 | Australia 5 UK 5 Sweden 5
6 | Germany 6 Republic of Korea | 6 Republic of Korea | 6
7 | UK 7 Finland 7 Hong Kong 7
8 | China 8 Netherlands 8 Netherlands 8
9 | Italy 9 Germany 9 Taiwan 9
1 | Switzerland | 10 Denmank 10 Norway 10
0
11 | Kazakhstan | 52 Kazakhstan 78 Kazakhstan 34
Note - Compiled by the author based on [6-8].

The table demonstrates that the USA is the only country consistently present across all

three rankings, occupying leading positions with 1st place in TTDI 2024, 3rd in GII 2024, and 4th
in IMD 2024. This indicates that the USA maintains a strong position in both digital innovation
and tourism development. Conversely, Spain, Italy, and China appear only in the TTDI 2024
ranking, suggesting that these countries excel in tourism infrastructure but are not among the top
performers in innovation and digital competitiveness. Kazakhstan is included in all three rankings,
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with lower positions of 52nd in TTDI 2024, 78th in GII 2024, and 34th in IMD 2024, reflecting its
emerging status in both digital transformation and hospitality development. The presence of
Switzerland, Sweden, and Denmark in both GII and IMD rankings but not in TTDI highlights their
leadership in innovation and digital competitiveness, though their tourism industries might not be
as dominant.

While these rankings provide a macro-level perspective on digital competitiveness and
tourism development, they do not fully capture the practical challenges and opportunities faced by
individual businesses. To gain a deeper understanding of how the digital transformation is taking
place in the hotel sector in Kazakhstan, the author conducted a survey among 15 hotel employees.
The purpose of this survey is to assess the current level of digital technology adoption, their
impact on daily operations, and the challenges faced by hotel staff in adapting to new
technologies. Evaluating the survey results, this study provides valuable information about the
readiness of Kazakhstan's hospitality industry for digital technologies and offers recommendations
for overcoming existing problems. The results will contribute to a broader understanding of how
digital transformation can enhance competitiveness and the quality of services in the sector. In the
1st question of the survey we considered the technological solutions currently implemented in
hotels (Figure 1).

Online booking 9 (81,8 %)

CRM system 5 (45,5 %)

Automated guest check-infcheck-

Q,
i 5 (45,5 %)

Digital payments 9 (81,8 %)

Smart rooms (control via mobile
app)

Data analytics and demand
forecasting

3 (27,3 %)
3 (27,3 %)
0 2 4 6 8 10
Figure 1. Technologies that are already used in hotels
The data in Figure 1 indicates that the most commonly used digital solutions in hotels are
online booking systems and CRM platforms, while Al-driven analytics and automated service
management are less frequently implemented. This reflects a focus on basic operational efficiency

rather than advanced technological integration. Additionally, it is essential to analyze the key
barriers to the implementation of digital technologies (Figure 2).

High costs -9 (81,8 %)
Lack of qualified specialists 7 (63,6 %)
Employee resistance 3 (27,3 %)
Lack of understanding of tl.'le 1(9,1 %)
benefits
0 2 4 6 8 10

Figure 2. Key barriers in implementing digital technologies

The main challenges identified in the above-mentioned chart include high implementation
costs, insufficient IT infrastructure, and a lack of specialized training for hotel staff. These factors
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limit the adoption of digital solutions and slow down technological advancements in the industry.
However, in the context of implementing digital technologies it is significant to explore the most
promising technologies for the hospitality industry in Kazakhstan (Figure 3).

Building on these insights, the following analysis shifts focus to the current state of
digitalization and the steps needed for further development. Table 2 presents the GROW model,
outlining strategic steps for accelerating digitalization in the sector. By addressing challenges such
as high costs, limited infrastructure, and a shortage of skilled personnel, this framework offers a
structured approach to improving efficiency and service quality.

Table 2. GROW Model for Digital Transformation in Kazakhstan’s Hotel Industry

Factor Description

Goal Enhance efficiency, competitiveness, and service quality through digital
transformation, including automation, contactless services, and data-driven decision-

making.

Reality Kazakhstan's hospitality sector remains in the early stages of digitalization. Challenges

include high costs, limited infrastructure, and a lack of trained staff.

Options Implement PMS systems such as 1C:Hotel for automation. Introduce contactless

services and Al-driven analytics. Invest in staff training for digital literacy.

Way forward Develop training programs for hotel employees to ensure smooth adoption of digital
tools. Monitor and evaluate digital initiatives to assess their impact on operational
efficiency and guest satisfaction. Increase awareness among hoteliers about the long-

term benefits of digital transformation through industry forums and case studies.

Note - Compiled by the author based on [9-10].

This GROW model illustrated in Table 2 provides a structured approach to accelerating
digitalization in Kazakhstan’s hotel industry. It identifies the current challenges (high costs, lack
of infrastructure, and digital skills gap) while offering practical solutions such as automation, Al-
driven tools, and training programs. The way forward emphasizes continuous evaluation, training,
and industry engagement to ensure sustainable digital transformation. If effectively implemented,
these measures can significantly enhance operational efficiency, guest satisfaction, and industry
competitiveness.

Recommendations. Digital transformation is changing the hospitality industry, increasing
the quality of service, efficiency and competitiveness in the market. By implementing advanced
technologies, hotels optimize operations and improve economic performance. Marriott hotels in
Kazakhstan are leading this shift by innovating in line with global trends. The table below shows
the key indicators of digital transformation and their impact on the sector.

Table 3. Promoting digital transformation in the hospitality industry of Kazakhstan

Indicator Description Example Action
Staff Implementing digital | The Ritz-Carlton, Astana and | Encourage the adoption of
Management tools to optimize | Clockster have implemented | digital workforce
Innovation workforce the Clockster solution, | management tools across
management, developed in Kazakhstan, to | major hotels in Kazakhstan.
including attendance | optimize personnel
tracking, scheduling, | management, reduce costs and

and payroll processes.

improve the quality of service.

Operational The use of cloud- | Implemented an advanced | Promote digitalization
Efficiency based real estate | cloud PMS to automate | grants for local hotels to
through  Smart | management systems | inventory, housekeeping, and | adopt cloud-based
Systems (PMS) and artificial | booking processes, improving | operational systems and

intelligence-based
analytics to optimize
the operation of the

overall efficiency.

Al-driven analytics.
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| hotel and reduce costs. | |

Note - Compiled by the author.

These digital transformations will enhance Kazakhstan’s hospitality industry by optimizing
workforce management and streamlining hotel operations. Implementing tools like Clockster will
reduce cut costs and improve staff efficiency through automated scheduling and payroll systems.
Cloud-based PMS systems will ensure seamless coordination of inventory, housekeeping, and
bookings, reducing operational delays and improving overall service quality. Together, these
advancements will boost industry competitiveness, attract international visitors, and align
Kazakhstan’s hospitality sector with global standards.

Conclusion. Digital transformation is a key factor in improving operational efficiency and
guest experience in the hospitality industry. This study examined theoretical frameworks,
international best practices, and the current state of digitalization in Kazakhstan’s hotel sector. The
findings highlight both opportunities and challenges, emphasizing the need for strategic initiatives
to enhance digital adoption. Implementing practical recommendations will support the industry’s
long-term development, increasing its competitiveness and service quality.
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Introduction. The hospitality industry is viewed as entrepreneurial activity in the service
market for guests. The latter can include tourists, business travelers, business representatives,
clients, vacationers, and individuals addressing personal or family interests.

Today, the hotel business is a vivid example of dynamically developing commercial
organizations that are constantly striving to defend their position in the hotel services market. The
active development of the hospitality industry encompasses not only the number of modern tourist
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