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The article analyzes scientific sources, which found digital marketing the most relevant for
businesses in any industry nowadays and is used by different types of markets. It was identified that it
benefits due to a variety of tools and an interactive format that allows the end user to receive up-to-date
resource information, comment, and stakeholder engagement, which has a positive impact on the
stakeholder circle. The basic tools of digital marketing are presented, the scheme of graduation of
digital marketing using by type and breadth of possibilities is developed. It has been found that digital
marketing activities and tools cannot be effectively used in hotel business without further service,
especially in the hotel business.
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Statement of the problem in general form and it’s connection with important
scientific or practical tasks. Marketing is the basis for the development of any enterprise.
Every year, marketing technologies are changing along with production technologies and
current global trends. The globalization of the world economy and the informatization of
communications and logistics are catalysts for the rapid aging of technologies and products. In
such circumstances, the functioning of enterprises and business entities can not be slow, these
factors are pushing for intensive development, restructuring, active use of the latest
technologies. The development of marketing is rapid, the main areas are customer
personalization, use of Internet marketing channels, the focus of advertising on selected groups
of users, digital technologies in marketing. Digital awareness is an important feature for the
modern man, but in the hotel business of Ukraine, the use of digital marketing technologies is
quite low.
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Analysis of the latest research and publications, which initiated the solution of this
problem and on which the author relies. The development of digital technologies in Ukraine
was investigated in the works of Oklander M.A., Romanenko O.O. [1], Yatsyuka D.V. [2],
Lyulchak Z.S., Matviyev M.Y. [3], Danko T.P., Skorobogatyh I.1., Gerasimyak N.V., Datsenko
V.V. and other scientists. The role of digital marketing in the activity of modern enterprise is
considered in the works of Ruban V.V. [4], Marchuk O.O. [5], Savitskaya N.L. Features of use
of digital marketing and technologies at the enterprises of the hotel business were covered in
the works of Zubareva M.A. [6], Oklander T.O., Ossetian O.M., Khidirova S. [7], Khimich I.G.,
Humeniuk N.V., Palamarchuk A.O., Kononenko T.P., Timofeeva O.M., Usinoy A.l. and many
others.

Selection of previously unresolved parts of the general problem addressed by the article.
The diversity of researchers’ views and the vast number of scientific and practical advances in
digital marketing theory and practice underline not only the relevance of this topic in today's
economy, but also the many tools, methods and activities inherent in this particular area of
marketing. A separate debate is the identification of digital and internet marketing. Aspects of
the functioning of digital marketing and digital technologies in the hotel sphere are not
sufficiently considered, which, in turn, intensifies the need of an in-depth study of the features
of its use.

Formulation of the purpose of the article (statement of the problem). The purpose
of the article is to identify the main characteristics, methods and tools of digital marketing, as
well as to identify the main areas of use of digital marketing and technology in the hotel
business.

Statement of the main material of the research with full justification of the
scientific results obtained. The term "digital marketing" is quite broad and implies the use of
all possible forms of digital channels to promote a product or service. To clarify the meaning
of the term and to classify digital marketing forms and tools, scientists have worked out the
theories and found the concepts listed in Table 1.

Table 1 — Interpreting Digital Marketing

The authors Definition
Oklander M.A., A type of marketing activity that, through digital channels, by digital
Romanenko O.0. [1] methods, enables targeted targeting to engage with target market
segments in virtual and real environments.
Danko T.P., Digital marketing is a marketing that engages with customers and
Skorobogadyh 1.I. [8] business partners using digital information and communications

technologies and electronic devices, in a broader sense it is marketing
activities using digital information and communication technologies.
Marchuk O.0. [5] Digital marketing is a general term for the marketing of goods and
Zubareva M.A. [6] services that uses digital channels to attract and retain customers and
includes internet marketing.

Thus, it should be noted that digital marketing is an advanced concept of Internet
marketing and allows not only to use online technologies, but also to interact with offline
customers, personalize their needs.

They use this type of marketing in both individual and industrial markets. The variety
of tools and the interactive form allow the end user not only to get up-to-date information about
the necessary resource, but also to leave feedback, to widen the circle of interested persons.
Getting information is almost instantaneous, which has a positive impact on the consumer and
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stakeholder community. According to ZS It is in this context that the popularity of the use of
progressive interactive tools in marketing activities, which can carry out both effective
positioning of the company, brand and generate customer loyalty on the basis of digital
technologies, is increasing [9]. The most promising in the use of digital marketing in the hotel
business are social networks that offer vacations and temporary accommodation for different
price categories. These factors have, over the past years, led to the active development of Social
Media Marketing (SMM), ie marketing that is responsible for working with social resources,
creating content, securing user engagement, reviews that are targeted by other potential
consumers and other diverse marketing tools.

The main tools of digital marketing are the following:

— Mobile marketing — one of the most relevant areas of modern marketing, which
provides the possibility of a two-way channel of communication with the end consumer,
accessibility, personalization;

— E-mail marketing — on this basis the majority of sales funnels in Ukraine is built, but
the functions of spam filtering and setting up modern mail services do not allow to use this type
of marketing quite effectively;

— Online commerce is a very advanced way of selling goods and services, attracting
attention to production, but there are some groups of consumers who want to receive
information at a convenient time, and buy only after direct contact. To the same direction
include the active development of marketplaces — trading venues — online; use of social
networks; Ad sites;

— Influencer Marketing - presenting information to celebrities who have influence or
authority in a specific target audience. Advantages of this method can be considered wider
coverage of the target audience, additional attention to the brand, gaining some trust in the
product;

— Chatbots — a kind of virtual assistants that increase convenience for consumers,
automatically generate message sending, can be used around the clock both in communication
functions with consumers and in attracting new target audiences;

— SEO (Search Engine Optimization) — search engine optimization, that is, bringing the
information resource (site, etc.) to the ideal state in the technical and informational parts, which,
in turn, allows to increase the parameters of information output when the search engines work;

—PPC (Pay Per Click) — An online contextual ad associated with a specific search query
(keyword). Allows you to increase your target audience and increase consumer awareness of
products and services.

— Event Marketing is a separate synthetic marketing communications tool, which is a
multi-component complex that includes a huge list of marketing and advertising activities.
Event marketing stimulates the interest of the target group through special events aimed at
attracting a large number of participants not only as prospective consumers, but also as partners,
representatives of information channels.

The digital marketing application has several levels in terms of usage type and breadth
of opportunities (Fig. 1).

The development of digital marketing, both in general and in the field of hotel business,
depends directly on such factors as: customer loyalty in pricing; convenience (interaction time
24/7); mobility (modern devices allow you to receive information and pay for a product or
service anywhere); brand trust (a pre-requisite for regular use items purchased through online
ordering). Modern changes in the globalized environment are creating new demands on
marketing in general and its components, including marketing research, marketing in the
Internet environment and marketing communications. Thus, digital marketing is nowadays
widely used as a tool for influencing consumers [10].
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Entry Level: Online Presence, Mailbox, Social Media Page

Enhanced level: advanced features of Internet technology
capabilities (online ordering, interaction between
manufacturer of goods and services and end consumer)

High level of marketing automation: use of modern digital
technologies, which for the most part provide marketing
activities on the Internet

Figure 1. Levels of use of digital marketing

Consideration should also be given to addressing the main trends in information
technology that support the promotion of digital marketing. Yes, it is impossible to effectively
use digital marketing activities and tools in modern life without further service, especially in
the hotel business. An example would be the situation where the hotel has a page, has an email
address, has modern accounting systems and advertising activities on the Internet, but it is not
possible to make online orders at a convenient time. That is, every step in the development of
digital marketing must be supported by the development of related advanced technology
technologies.

The hospitality industry is currently one of the most promising in terms of efficiency
gains through the use of a variety of information technology systems, relying on a large number
of digital marketing tools. The fact that tourism is one of the top five (and according to some
according to some three) industries with the highest share of sales of goods and services via the
Internet speaks about the increase in the use of information technologies [11].

Thus, according to the State Statistics Committee of Ukraine [12], in 2018 there is an
increase in the number of collective placement facilities, which confirms the calculation of the
growth rate: in 2017-2018 the growth rate was 114.67%. It also draws attention to the increase
in the number of persons in collective accommodation facilities (CPD). In 2016, their number
was 6,544.8 thousand people; increased by 116.4 thousand in 2017, or 1.78%; in 2018, the
number of such persons increased by 345 thousand or 5.18% (Fig. 2).
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Fig. 2. Dynamics of the number of collective accommodation facilities and the number of
persons in them [12]
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A driving factor for the further development of such businesses is that the hospitality
industry is faced with a number of tasks, one of which is the desire to attract as many clients as
possible, ie to maximize the sale of services, and make it a regular customer. It is impossible to
achieve this goal without modern innovative solutions, which requires hotels to develop
significantly not only in the technologies used, but also in the perception of a new format of
service provision. The multitasking of modern business requires the implementation of e-
governance systems that will help to increase the cost-effectiveness of work and improve the
quality of services, namely: fast and continuous control over the work, a comprehensive
analysis of the hotel and its individual components, accessibility and speed of customer service,
etc.

The main channels for obtaining and disseminating information that are currently used
in digital marketing, including amongst the temporary accommodation companies, are [13]:

1. The Internet and the devices that give it access.

2. Local area networks.

3. Mobile devices.

4. Digital television.

5. Interactive screens, POS-terminals.

6. Touchscreens, readers, and more.

7. Digital gadgets.

Research on modern information technology used in the hospitality industry has
identified several major areas in which these technologies can be classified:

— global distribution systems - reservation and reservation systems;

— complex automated enterprise management systems;

— Use of the Internet and mobile communications.

Booking and reservation systems should provide hotels and their individual elements
with quick processing and transfer of information, and provide customers with complete and
accurate information regarding hotel location, availability, availability of services, etc. Global
Distribution System (GDS) play a paramount role in the automation of these processes. In this
regard, the process of GDS implementation in the activity of tourist enterprises of Ukraine is
an important task of the state at the present stage of development [14]. Amadeus Hotel and
Fidelio are the most commonly used reservation systems in Ukraine. These systems provide
complete information on hotel room availability, availability of rooms of different types and
their price level in different hotels and guarantee the up-to-date information provided at the
time of request and satisfaction of the entire range of customer orders. In addition, using the
specified system, it is possible to make a reservation of the selected number at flight rates and
to receive an automatic confirmation of the reservation, which reduces the time of customer
service and reduces the cost of services. Immediate confirmation and stabilization of request
processing helps to increase the interest of clients in using the services of such hotels. But the
installation of global distribution systems in small and medium-sized hotels is hampered by the
lack of financial resources to install such software, the low level of staff training to work with
such systems, the lack of uniform standards for the use of reservation and reservation systems.

Integrated Automated Hotel Management Systems (ACS) are a set of subsystems that
ensure the effectiveness of interaction between all counterparties - customers, travel agencies,
etc. The ACS is a rather expensive system, but its implementation is necessary if the hotel wants
to be successful in the conditions of use of modern technologies and lively competitive struggle.
In addition to gaining competitive advantage, it should be noted that the use of ACS will
improve the productivity and the most efficient use of all available hotel resources by changing
the methodological, technological and informational parts of the hotel management processes,
which will lead to an improvement in the quality of services provided. But it should also be
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noted that not all hotels meet the basic requirements necessary to implement such systems. First
and foremost, executives need to be aware of the need to improve employee skills today to
make greater use of computer technology in the future. This will lead to an increase in the
quality of customer service, will allow managers to quickly and more accurately structure the
tour, provide a diversified range of tourist services, improve the level of marketing planning
development, and increase the competitiveness of services in the market today [15].

The use of internet marketing in the hotel business is important enough to promote hotel
services in order to promote them in the market. This gives you more opportunities to advertise
hotel services outside your home country without increasing your advertising costs, even
reducing them. The use of Internet resources allows you to provide the same amount of
information at any geographical point, regardless of the number of visitors to this Internet
resource. In addition, information on the Website may be made larger, updated in a timely
manner, contain photos and videos, and provide an easy and accessible way to contact and book
rooms. However, it should be borne in mind that the creation of a website is not sufficient to
produce significant effect, as it will also require further promotion, which will require the
organization of targeted campaigns that use aggressive marketing push technology. Not only
the Internet but also mobile communication systems can be used to send messages to e-mail
and mobile numbers of consumers. The base of addresses and telephone numbers is formed by
processing information about past customer references, regardless of the fact that they have
used the services or just read them.

The implementation of these measures will improve the reputation, image of the hotel,
which in turn will increase the number of customers, make the time spent by customers in the
hotel more comfortable and enjoyable, will allow you to work more efficiently, increase their
income and level of customer service [16-18]. Moreover, the use of such technologies is
currently not so much a factor of competitive advantage as a necessary tool for survival in
today's competitive environment.

Conclusions from this research and prospects for further developments in this
area. The introduction of modern information technology in the hotel business is a must in the
development of the hotel business, as the promptness in processing and providing information
that will ensure a high speed of reservation and reservation of seats, the relevance of advertising
information, can become a decisive factor in competition. There is a need for continuous
improvement of customer service in all its components, which proves the urgent need for the
introduction of information technologies. With these technologies, hotels will be able to provide
a high level of service, expand the range of services provided, improve the management system,
and provide security guarantees for hotels. The use of e-governance systems in hotel complexes
will increase the competitiveness of these institutions and increase the level of revenue, and the
use of digital marketing tools will expand the customer base. Further development in this
direction is promising in Ukraine, as the number of information systems in the hotel market is
gradually increasing, and their effectiveness is increased due to the fact that new programs are
not adapted analogues of foreign programs, but are developed directly in Ukraine, taking into
account local conditions and specifics. Trends in the development of domestic software indicate
the possibility of increasing the quality of hotel services to an international level.
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Hugpoeuit mapxemunez ¢ comensax.

Y cmammi nposedeno ananiz naykogux ddicepein, AKULL 8UABUS, WO YUDPOBUTI MAPKEMUHS 3aPa3
€ Haubdinbw axmyaibHum 07 RIONPUEMCE 0Y0b-aK0i 2any3i i 8UKOPUCMOBYEMbCA PISHUX MUNAX
punkie. Busenieno, wo 1020 nepeeazoi € pisHOMAHIMHI IHCMPYMEHmMU | IHMEePaKmusHa @opma, wo
003607151€ KIHYEBOMY KOPUCHYBAYEE] OMPUMYBAMU AKMYATbHY IHopMayiio npo pecypc, 3amuuiamu
KOMeHmapi ma po3uwupiosamu KoIO 3aYiKAGIEHUX CMOPIH, WO NO3UMUGHO 6HAUBAE HA KOJO
cmetikxondepie. Hagsedeni ocHo6Hi incmpymenmu yu@poso2o MapkemuHey, po3podieHa cxema epaoayii
BUKOPUCTNANHA YUPPOBO2O MAPKEMUHZY 3a MUNOM 1 WUPOmMoio Modciusocmel. Bemanosneno, wo
HEeMOJICIUBD eDEeKMUBHO GUKOPUCIOBYEAMU YUPPOGI MAPKemuHeogi 3axo0u I IHCMpYMeHmU 8
OIAIbHOCIE NIONPUEMCTNG 20MENbHO20 Di3Hecy 6e3 nodanbuio2o 00Cay208y8anHs, 0codIUeo 6 cepi
20menbHo20 0i3Hec).

KitouoBi cnoBa: 1mudpoBuil MapKeTWHT;, IHTEPHET-MApKETHHT;, IHCTPYMEHTH IU(PPOBOTO
MapKeTHHTY; TOTEIbHAN 0i3HeC; U(POBI TEXHOJOTI].
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