
Ostfalia Hochschule für angewandte Wissenschaften
− Hochschule Braunschweig/Wolfenbüttel · Karl-Scharfenberg-Straße 55–57 · 38229 Salzgitter

2nd TRAVEL & TOURISM RADAR – First results
Dr. Franziska Thiele & Prof. Dr. Heinz-Dieter Quack, Ostfalia Hochschule
Frank Grafenstein, neusta Grafenstein

Bild: fairantwortung.org

Bild: factsverlag.de



Method

• Online Survey
• Period: 07.10. – 20.10.2024
• 20 Questions
• Topic: Digitalization & AI 
• Convenience Sampling: 

ITB Community (Newsletter and Social Media)
• Sample Size: 433 
• Fully Completed Surveys: 332; 59 Screenouts (Question 8)
• Tools: LamaPoll via Messe Berlin, SPSS Statistics
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Business Context - Segment
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Attention: Further 
Multiresponse Question

16,4%
14,3%

13,4%
11,3%

10,2%
6,0%

4,8%
3,9%

3,2%
3,0%

2,5%
2,1%
2,1%

1,6%
1,4%

1,2%
1,2%

0,9%
0,2%
0,2%

Travel Agencies
Tourism Organisations / Associations

Tour Operators
Accommodation

Travel Technology
Information and Consulting

Education and Training / Science and Research
Other

Media and Publishing
Business Travel / MICE

Transport Companies / Carriers
Adventure Travel
Cultural Tourism

Responsible Tourism
Luxury

Youth Travel
TTA Technology, Tours and Activities

Wellness
Gay & Lesbian Travel [LGBTQ+]

Medical and Health Tourism

0% 2% 4% 6% 8% 10% 12% 14% 16% 18%

Which market segment/s does your company belong to?

n=433

e.g. multiple segments



26,1%

20,3%

9,9%
8,1%

6,5%
5,3% 5,1% 4,2% 3,9% 3,5% 3,0% 2,1% 1,6% 0,5%

0%

5%

10%

15%

20%

25%

30%

CEO / COO /
Chairman

Director Business
Unit

Manager

Product
Manager /

Project
Manager

Other Student Travel Agent Consultant Advisor Professor /
Lecturer /
Teacher

Senior
Project

Manager

Journalist /
Blogger

Buyer Politician

What position do you hold in your company?

Business Context - Position
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44,3%

22,9%

20,1%

12,7%

What is your influence on purchasing/ procurement decisions? 

Decisive Co-decisive Advisory function Not involved



Business Context – Company Size
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20,1%

16,2%

23,8%

18,9%

7,9%

3,9%

9,2%

How many people does your company employ?

1 to 4 employees

5 to 9 employees

10 to 49 employees

50 to 199 employees

200 to 499 employees

500 to 999 employees

1.000+ employees



Business Context - Headquarter
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EU countries 52,7%

Other European 
countries

9,2%

South-East-Central Asia 15,0%

Middle East 6,5%

Africa 9,0%

North America 4,4%

Central and South 
America

1,8%

Australia / Oceania 1,4%

Germany: 27,9%



20,3% 21,5% 26,1% 17,6% 9,2%

3,2%

2,1%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

How advanced is your company in terms of digitalization?

1 = Highly advanced

2

3

4

5

6 = Not advanced at all

Don´t know / no answer

Digitalization in General - Advance 
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ᴓ 2,83



39%
33% 34% 32% 36%

62%

77%

38%

50%

33% 33%

11%

67%

14%
25%

20%

100%

59%

0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%

How advanced is your company in terms of digitalization? (TOP 2)

Digitalization in General – Advance & Segment

21.07.2025 Ostfalia Hochschule für angewandte Wissenschaften

Attention: Comparatively small sample size



33,3% 20,7% 18,3% 11,7% 7,5%

6,3%

2,1%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

How involved are you personally in the digital processes of your company?

1 = Highly involved

2

3

4

5

6 = Not involved at all

Don´t know / no answer

Digitalization in General - Involvement
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ᴓ 2,58



29,1%

30,6%

35,1%

39,0%

45,0%

42,9%

51,7%

44,1%

51,4%

56,8%

24,3%

24,3%

24,3%

24,3%

22,8%

25,5%

19,2%

26,7%

21,3%

20,1%

20,1%

18,6%

15,6%

18,3%

13,2%

15,9%

11,1%

11,1%

10,5%

9,6%

13,2%

12,0%

8,1%

6,6%

8,4%

5,1%

4,5%

4,5%

6,9%

3,9%

6,6%

5,1%

6,9%

3,6%

2,4%

4,8%

5,7%

5,1%

3,3%

2,4%

3,0%

4,8%

4,8%

4,5%

6,3%

3,9%

4,8%

6,0%

5,1%

6,6%

3,6%

4,5%

5,1%

3,6%

1,8%

1,8%

3,0%

2,4%

Human Resources

Facilities/ Infrastructure

Supply

Internal Marketing & Cooperations

Products/ Experiences

Controlling & Accounting

Sales & Distribution

Research & Development

Customer Service

Marketing & Communication

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

What is the importance of digitalization in the following areas of your business?

1=very important 2 3 4 5 6=very unimportant don’t know/ no answer

Digitalization in General - Areas 
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ᴓ 1,94

ᴓ 2,03

ᴓ 2,16

ᴓ 2,05

ᴓ 2,13

ᴓ 2,18

ᴓ 2,22

ᴓ 2,39

ᴓ 2,49

ᴓ 2,51



Digitalization in General – Areas & Segment
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Marketing & Communication Sales & Distribution

Attention: Comparatively small sample size



Digitalization in General - Projects 
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19,8%
18,7%

14,4%
13,2%

9,3%
8,6%

6,6%
5,4%

3,9%

0%

5%

10%

15%

20%

25%

AI & Automation Sales & Distribution Marketing &
Communication

Internal Operations IT Infrastructure Customer
Experience

Other Data Management &
Analytics

Product
Development

What is the most important digitalization project your company is currently working on? (multiple open answers, categorised)

257 mentions in total



Digitalization in General - Technologies 
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63,1%

49,8%

48,9%

45,7%

44,8%

43,8%

43,2%

41,6%

27,8%

27,8%

21,1%

21,1%

19,9%

10,7%

9,1%

5,7%

5,4%

5,0%

3,5%

3,2%

Digital Marketing/ Social Media Tools

Digital Payment Systems

Customer Relationship Management (CRM) Systems

Content Management Systems (CMS)

Communication and Collaboration Tools

E-commerce Platforms

Cloud Computing

Artificial Intelligence (AI)

Business Intelligence (BI)/ Data Mining Tools

Human Resources (HR) Technology

Internet of Things (IoT)/ Smart Technologies

Geographic Information Systems (GIS)/ Global Positioning System (GPS)/ Location-Based Services

Enterprise Resource Planning (ERP) Systems/ Business Process Management (BPM) Tools

Supply Chain Management (SCM) Systems

Virtual Reality (VR)

Augmented Reality (AR)

3D Printing

Blockchain Technology

 I don't know / I'm not sure

Other

0% 10% 20% 30% 40% 50% 60% 70%

Which technologies are currently in use in your company?

Multiresponse
ᴓ 5,4 mentions per person



Digitalization in General – Size & Using AI Technology
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15%

11%

29%

21%

7%

4%

14%

Using Artificial Intelligence (AI) - % Size

1 to 4 employees

5 to 9 employees

10 to 49 employees

50 to 199 employees

200 to 499 employees

500 to 999 employees

1.000+ employees

n=132

Attention: Comparatively small sample size



Digitalization in General - Expertise 

21.07.2025 Ostfalia Hochschule für angewandte Wissenschaften

8,4%

8,8%

10,1%

15,5%

14,8%

17,2%

18,2%

17,8%

19,9%

18,5%

20,2%

22,2%

21,9%

21,5%

19,2%

25,3%

32,7%

7,7%

9,8%

14,5%

14,5%

18,2%

17,8%

19,9%

21,5%

20,2%

22,9%

24,6%

22,9%

25,9%

26,3%

29,0%

29,6%

25,6%

17,2%

13,8%

16,2%

15,8%

21,2%

20,9%

18,9%

17,5%

21,5%

19,2%

20,5%

19,9%

21,2%

20,9%

22,2%

19,5%

15,2%

12,8%

15,2%

13,5%

16,8%

13,1%

13,5%

13,1%

11,4%

14,8%

11,8%

12,5%

10,8%

11,4%

11,4%

10,1%

10,1%

8,1%

13,5%

14,1%

14,5%

11,8%

13,1%

12,8%

12,1%

10,4%

9,8%

9,4%

9,4%

9,1%

7,7%

8,8%

7,4%

7,7%

8,1%

21,9%

16,8%

13,1%

10,8%

11,8%

8,4%

7,4%

8,8%

7,4%

9,8%

5,7%

6,7%

6,4%

5,1%

5,1%

3,4%

5,1%

18,5%

21,5%

18,2%

14,8%

7,7%

9,4%

10,4%

12,5%

6,4%

8,4%

7,1%

8,4%

5,4%

6,1%

7,1%

4,4%

5,4%

Virtual Reality (VR) and Augmented Reality (AR) Applications

Blockchain and Smart Contracts

Digital ID and Self-Sovereign Identities

Smart Tourism and IoT (Internet of Things)

Artificial Intelligence (AI) and Machine Learning

Data Analytics and Big Data

User Experience (UX) Design

Cloud Computing and SaaS Solutions

Mobile Technology and Applications

Digital Transformation Leadership/ Digital Strategy Development

Customer Relationship Management (CRM) Systems

Cybersecurity and Data Protection

Digital Payment Systems

Content Management Systems (CMS)

Search Engine Optimization (SEO) and Search Engine Marketing (SEM)

Digital Marketing and Social Media Management

E-Commerce and Online Booking Systems

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

How would you rate your company's expertise in...?

1 = Very good 2 3 4 5 6 = Very poor Don't know / no answer

ᴓ 2,46

ᴓ 2,54

ᴓ 2,71

ᴓ 2,73

ᴓ 2,75

ᴓ 2,80

ᴓ 2,82

ᴓ 3,00

ᴓ 2,96

ᴓ 3,02

ᴓ 3,04

ᴓ 3,13

ᴓ 3,29

ᴓ 3,32

ᴓ 3,58

ᴓ 3,85

ᴓ 3,99



Digitalization in General - Trainings 
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50,5%

37,4%

12,1%

Does your company have measures in place to promote or train 
employees in the field of digitalization?

Yes No I don't know / I'm not sure

46,8%

35,8%

17,4%

Yes, we are planning to implement
digital training measures soon

No, there are no plans to implement
digital training measures

I don't know / I'm not sure

If your company currently does not offer any digital training measures, are 
there plans to implement such measures in the future?



Digitalization in General -
Trainings 
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50,5%

37,4%

12,1%

Does your company have measures in place to promote or 
train employees in the field of digitalization?

Yes No I don't know / I'm not sure

54,4%

51,0%

49,7%

43,5%

30,6%

2,0%

We provide access to online courses and digital certifications

We offer regular workshops and seminars focused on digitalization

We offer occasional or ad-hoc training sessions as needed

 We have a comprehensive digital training program that covers
various aspects of digitalization

We have a mentorship program focused on developing digital skills

Other

0% 10% 20% 30% 40% 50% 60%

Which of the following digitalization training measures does your company offer?

Multiresponse
ᴓ 2,3 mentions per person



Digitalization in General – Trainings & Size
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33%

48%
61%

55% 50%
38%

70%

58%
40%

25% 38%
35%

46%

10%

9% 12% 14%
8%

15% 15% 20%

0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%

1 to 4 employees 5 to 9 employees 10 to 49 employees 50 to 199 employees 200 to 499 employees 500 to 999 employees 1.000+ employees

Does your company have measures in place to promote or train employees in the field of digitalization?

Yes No I don't know / I'm not sure

Attention: Comparatively small sample size



Digitalization in General - Improvement 
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40,6%

38,5%

37,4%

35,3%

34,3%

32,2%

31,1%

30,1%

29,7%

29,4%

29,4%

28,3%

27,3%

25,9%

22,4%

21,3%

17,5%

8,7%

7,3%

2,4%

1,4%

Automatization of processes/ workflows

Digitalization of customer contact

Building up know-how/ skills

Introduction of new digital marketing/ Sales concepts

Digitalization of products and services

Digital networking with partners

Implementation of digitalization strategy

Digital reporting/ Data Mining

Establishment of digital internal processes/ Reorganisation of workflows

Finding staff with digitalization expertise

Digital Payment

Development of digital business areas

Paper reduction

Renewal of IT structures/ Software

Optimization of data protection/ Data security

Digital accessibility

Structuring and provision of open data

Broadband/ Wi-Fi availability

I don't know / I'm not sure

No need for improvement at all

Other

0% 5% 10% 15% 20% 25% 30% 35% 40% 45%

Do you still see a need for improvement in your company? If so, where?

Multiresponse
ᴓ 5,3 mentions per person



Digitalization in General – Trends (Image generated by ChatGPT) 
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In your opinion, which tech trends and developments will have the greatest impact on your company in the next two years? 

Emerging Trends: 
- New Distribution Models 

with AI
- Digital Environments/ 

Immersive (AI) 
Experiences

- AI (Agent) Ecosystem



Digitalization in General – Trends (Analyzed by ChatGPT) 
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In your opinion, which tech trends and developments will have the greatest impact on your company in the next two years? 

Artificial Intelligence (AI): This is a dominant theme, with frequent mentions of AI applications in areas such as virtual 
assistants, chatbots, and customer service automation. AI is seen as a key driver for improving customer interactions and 
operational efficiency.

Mobile Apps and Digital Platforms: The adoption of mobile apps, new digital ecosystems, and the integration of AI in mobile 
platforms are frequently mentioned. This indicates a focus on enhancing the customer journey through mobile and digital 
solutions.

Big Data and Analytics: Alongside AI, there is a strong emphasis on the use of big data for personalized experiences, hyper-
personalization, and decision-making. Companies are looking to leverage data to better understand and serve their customers.

Augmented Reality (AR), Virtual Reality (VR), and the Metaverse: There is interest in immersive digital environments and 
how technologies like AR and VR can enhance customer experiences, particularly in tourism and customer engagement.

Hyper-Personalization: The ability to tailor services, products, and customer interactions on an individual level is a major goal 
for many organizations. This is often linked to AI and data analytics to offer bespoke solutions.

New Distribution Models: Companies are exploring new ways to distribute services and products, likely influenced by digital 
transformation, AI, and new technologies such as the IoT (Internet of Things).



AI - Use
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45,1%

34,3%

29,6%

26,7%

25,3%

19,1%

17,3%

11,2%

10,5%

9,7%

6,5%

3,2%

Marketing Automation (e.g., Content Creation, Personalization)

Customer Service (e.g., Chatbots, Virtual Assistants)

Product Development (e.g., Design, Quality Control)

Data Analysis and Insights (e.g., Big Data Processing, Predictive Analytics)

Sales Optimization (e.g. Lead Scoring, Sales Forecasting)

Nowhere/ Not using AI yet

Product Recommendations (e.g., E-commerce Personalization)

Operations and Supply Chain (e.g., Demand Forecasting, Inventory Management)

Fraud Detection and Security

Human Resources (e.g., Talent Acquisition, Employee Engagement)

I don't know / I'm not sure

Other

0% 5% 10% 15% 20% 25% 30% 35% 40% 45% 50%

Where do you already use AI in your company?

ᴓ 2,4 mentions per person



AI - Use
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45,1%

34,3%

29,6%

26,7%

25,3%

19,1%

17,3%

11,2%

10,5%

9,7%

6,5%

3,2%

Marketing Automation (e.g., Content Creation, Personalization)

Customer Service (e.g., Chatbots, Virtual Assistants)

Product Development (e.g., Design, Quality Control)

Data Analysis and Insights (e.g., Big Data Processing, Predictive Analytics)

Sales Optimization (e.g. Lead Scoring, Sales Forecasting)

Nowhere/ Not using AI yet

Product Recommendations (e.g., E-commerce Personalization)

Operations and Supply Chain (e.g., Demand Forecasting, Inventory Management)

Fraud Detection and Security

Human Resources (e.g., Talent Acquisition, Employee Engagement)

I don't know / I'm not sure

Other

0% 5% 10% 15% 20% 25% 30% 35% 40% 45% 50%

Where do you already use AI in your company?

ᴓ 2,4 mentions per person



AI - Non Use (n=53)
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41,5% 17,% 17,% 11,3% 5,7%

3,8%

3,8%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

How likely is the future usage in AI within the next two years?

1 = Very likely

2

3

4

5

6 = Not likely at all

Don't know / no answer

ᴓ 2,31



AI - Benefits
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47,3%

40,5%

38,7%

36,9%

30,2%

28,8%

27,5%

23,0%

21,6%

14,0%

9,5%

4,1%

2,7%

Increased Efficiency

Employee Productivity

Cost Savings

Faster Time-to-Market

Time for Innovation

Enhanced Customer Experience

Better Data Management

Improved Accuracy

Scalability

Improved Compliance

I don't know / I'm not sure

No Significant Benefits Yet

Other

0% 5% 10% 15% 20% 25% 30% 35% 40% 45% 50%

What benefits has your company experienced as a result of AI implementation?

ᴓ 3,2 mentions per person



AI - Challenges
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34,4%

25,9%

24,8%

24,4%

24,1%

23,7%

19,6%

16,7%

16,3%

16,3%

15,9%

15,6%

14,8%

13,3%

13,3%

13,3%

3,7%

1,5%

Lack of Skilled Personnel

Security and Privacy Concerns

Difficult Integration with existing Systems

Data Quality and Availability

Complexity of AI Systems

Difficulties in the Selection of Technologies

Difficulties in Identifying Use Cases

Resistance to Change in Tourism

Slow Adoption Rate

Lack of Clear ROI

Lack of Strategy/ (Risk-)Management

Inadequate Digital Infrastructure in the Company

Lack of Acceptance

Regulatory and Compliance Issues

Ethical Considerations

I don't know / I'm not sure

No Challenges at all

Other

0% 5% 10% 15% 20% 25% 30% 35% 40%

What challenges has your company faced in implementing AI?

ᴓ 3,2 mentions per person



AI – The Next Big Thing
• AI in Operations & Automation is shaping up to be a major area of focus in the tourism industry, with 

potential to streamline operations and reduce repetitive tasks.
• Hyper-personalization in travel arrangements is another trend with significant growth potential, allowing AI 

to create bespoke experiences for customers.
• AI-Driven Predictive Analytics will empower businesses to make proactive decisions and will be crucial in 

many industries.
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Emerging Trends: 
- Real-Time Interactive AI Agents
- Retrieval-Augmented Generation (RAG) AI
- Robotic Process Automation (RPA)  Intelligent Process Automation (IPA)
- Increasing Power of CPUs (Central Processing Units)/ GPUs (Graphics 

Processing Units) 



Transition Lab - Prize Draw 
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78,5%

21,5%

Would you like to take part in the free prize draw of 4 x 1 ticket to the ITB Transition Lab at ITB Berlin Convention 2025?

Yes, I want to participate in the
free prize draw

No, thank you



Executive Summary I

• The majority of respondents (67 %) were people with decision-making authority in the company. 46 % are 
either director or ceo/coo/ chairman. Compared to the last survey, the proportion of respondents in positions 
of responsibility has fallen slightly. 60 %, i.e. the vast majority work in small and micro-enterprises. The 
sample is slightly more international than the actual visitors to ITB 2024. 53 % operate in an EU country. 
Companies based in Germany make up 28 % of the sample.

• On average, companies rate the progress of digitalization with a mean value of 2.83 (on a scale from 1= 
highly advanced to 6= not advanced at all). Digitization is least advanced for cultural tourism companies. 
Not all interviewees are involved in the process. On average, at 2.58, more respondents feel involved than 
not involved.

• A comparison shows that digitalization affects all areas of the company equally, while it is most important in 
the areas of marketing/communication and least important in human resources. 

• The companies surveyed are currently working on various digitalization projects, primarily AI and automation 
projects (20 %) and sales/distribution projects (19 %).

• More than half of the companies (63 %) already use digital marketing/social media tools. Almost half also 
use digital payment and CRM systems. VR, AR, 3D and blockchain are used by less than 10 % of the 
companies. 42 % are using AI. One third of these companies using AI have 10 - 49 employees.
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Executive Summary II 
• When looking at the digitalization expertise available in the companies, it is noticeable that half of the 

companies do not feel well positioned when it comes to AI compared to other technologies. 
• Half also offer trainings in the field of digitalization within the company. There is a lot of catching up to do. 41 % 

see potential for improvement in the automation of processes and workflows; 39 % in the digitalization of 
customer contact and 37 % in the development of knowledge and skills. Wi-Fi availability and digital 
accessibility, on the other hand, is not a problem. At 22 %, comparatively few see a problem with data security.

• According to the respondents, AI will have the greatest impact in the next two years. Specifically, new 
distribution models with AI, digital environments/ immersive (AI) experiences and AI (Agent) Ecosystem are 
named as trend topics in digitalization, among others.

• The use of AI is widespread among 80 % of respondents. 45 % use it to automate marketing, 34 % in the area 
of customer service. It is least common in Human Resources, Fraud Detection and Security and Operations 
and Supply Chain (around 10 % each).

• Respondents see the greatest advantage of using AI in the increased efficiency (47 %) and the greatest 
challenge in the lack of skilled personnel (34 %). 

• AI in operations & automation, hyper-personalization and AI-driven predictive analytics can be identified as 
major AI trend topics in travel and tourism.
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Next Survey (January 2025)  

Idea: Connecting the themes of sustainability and digitalization 
• How can digital technologies be leveraged to promote sustainable practices in the tourism industry?
• Which innovations have the most significant potential to reduce environmental impact in tourism 

operations?
• How do tourism stakeholders perceive the role of digitalization in achieving sustainability goals?
• What are the measurable impacts of digital solutions on environmental and economic sustainability 

within tourism destinations?
• How can data-driven strategies support sustainable decision-making in tourism management?
• What role do emerging technologies (e.g., AI, IoT) play in facilitating sustainable tourism development?
• How can digitalization improve resource efficiency (e.g., energy, water, waste) in tourism 

establishments?
• How can sustainable marketing strategies be effectively implemented through digital platforms to 

promote eco-friendly tourism practices?
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Vielen Dank und bis bald!


	2nd TRAVEL & TOURISM RADAR – First results 
	Method
	Business Context - Segment
	Business Context - Position
	Business Context – Company Size
	Business Context - Headquarter
	Digitalization in General - Advance 
	Digitalization in General – Advance & Segment
	Digitalization in General - Involvement
	Digitalization in General - Areas 
	Digitalization in General – Areas & Segment
	Digitalization in General - Projects 
	Digitalization in General - Technologies 
	Digitalization in General – Size & Using AI Technology
	Digitalization in General - Expertise 
	Digitalization in General - Trainings 
	Digitalization in General -�Trainings 
	Digitalization in General – Trainings & Size
	Digitalization in General - Improvement 
	Digitalization in General – Trends (Image generated by ChatGPT) 
	Digitalization in General – Trends (Analyzed by ChatGPT) 
	AI - Use
	AI - Use
	AI - Non Use (n=53)
	AI - Benefits
	AI - Challenges
	AI – The Next Big Thing
	Transition Lab - Prize Draw 
	Executive Summary I
	Executive Summary II 
	Next Survey (January 2025)  
	Vielen Dank und bis bald!

