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CHAPTER 5

ICT and Caribbean Tourism

It is an open secret that we live in a technology-mediated world. Over the 
past decade, information and communication technology (ICT) has 
become an invaluable tool in most if not all facets of life. In addition to the 
overwhelming use for entertainment and leisure, these tools democratize 
access to goods and services, afford faster and more efficient communica-
tion and decision-making, and connect persons across the globe in an 
instant, all while cutting costs and waste in many organizations. Investment 
in ICT can spur gains in productivity in a number of ways: it contributes 
to overall capital deepening, helping to increase labour productivity; tech-
nological progress may contribute to faster multifactor productivity 
growth in the ICT-producing industry. In addition, greater use of ICT 
outside the ICT industry helps firms and public and private institutions to 
increase efficiency and develop new products and services.

These and other advantages of ICT are all critical for travel and tourism 
globally and Caribbean Small Island Developing States (SIDS) are increas-
ingly recognizing the importance of incorporating these tools into their 
tourism product development and policies. ICT tools used for or during 
travel have become much faster, smaller, more intelligent, and more 
embedded in the user’s environment. According to Vong (2012), the 
average traveller visits about 22 travel-related sites prior to booking a vaca-
tion. Social media is also taking the industry to new and ever-growing 
heights. According to Google Think Insights quoted in Scarborough 
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(2013), in 2010, 11% of leisure travellers used their mobile devices to 
access travel information. This figure grew to 38% in just two years. 
Similarly, for business travellers, 40% used mobile devices to book their 
travel in 2010 and this increased to 57% in 2012. The fast adoption of new 
mobile technologies generates a tremendous impact on travel and will 
very likely transform the behavioural patterns of tourism consumption and 
the tourism experience itself. It is becoming harder to ignore the fact that 
travellers, particularly from areas with high internet penetration in North 
America, Europe, and Asia, are equipped with today’s cutting-edge mobile 
technology and often have the expectation that technology will be part of 
every stage of their travel process. A new world is emerging as a smart 
world (smart cities, smart destinations), where individuals interact, com-
municate, collaborate, and share information in new ways. Increasingly, 
sustainable tourism models are moving beyond traditional considerations 
to include the level of ICT penetration as a marker of a robust and viable 
product. This chapter explores the importance of ICT to tourism product 
development and argues that to remain competitive, Caribbean destina-
tions need new ICT-related development principles, policies, processes, 
and objectives that will result in attractive tourism products. The progress 
that destinations have made in integrating ICT into process flows will also 
be assessed.

ICT and TourIsm: The new FronTIer

In the case of the Caribbean, the development and diffusion of ICT are 
crucial to competing effectively in the global world. The services industry 
is the main pillar of economic growth, and ICT plays a crucial role in a 
services-oriented economy. For example, destinations and attractions can 
be efficiently marketed in the tourism industry by using ICT. Caribbean 
tourist authorities have up-to-date and interactive websites which offer 
information on the destination, as well as travel advisories, and other 
important information for visitor safety and satisfaction. Increasingly as 
well, these countries have invested in social media handles on Twitter, 
Facebook, and Instagram in order to connect in real time with potential 
visitors and residents alike. These platforms make it easier to access market 
and management data, share information, and build trading partnerships. 
In the area of logistics, ICT can improve efficiency by reducing delivery 
times and coordinating stock levels through improved  monitoring of 
supply and demand, which in turn enhances customer service and guest 
satisfaction.
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As expressed by Spencer (2014), for developing countries interested in 
maintaining their tourism product, there is a critical need to explore their 
readiness, willingness, and ability to adopt new technology into their mar-
keting, sales, and general interaction with an ever-evolving tourism mar-
ket. Not only have ICTs made it easier for developing countries to market 
and distribute their products and increase their customer base, but they 
have also made it easier for investors to access market and management 
data, to share information, and to build trading partnerships. Moving into 
the e-business arena has provided opportunities for tourism stakeholders 
to offer fully developed web portals as comprehensive Destination 
Management Systems (DMS) that include booking and transaction 
facilities—thus promoting the opportunity to increase sales and to gener-
ate more revenue for the local economy. The Caribbean is competing with 
developed nations, which have largely integrated ICT in every aspect of 
the service industry. According to Chevers (2015), American and 
European hotels have adopted ICT and successfully integrated systems 
like computer reservation system (CRS), customer relation management 
(CRM), enterprise resource planning (ERP), supply chain management 
(SCM), project management system (PMS), knowledge management sys-
tem (KMS), and office automation system (OAS) and are able to realize 
the intended benefits.

ICTs have become one of the most effective tools for addressing the 
imbalance between competing destinations in the global market. For 
many tourism market sectors and tourism products, marketing and selling 
via the internet is becoming the accepted and preferred method. 
Technology used in tourism organizations can be classified into two main 
sections, namely, vertical (industry-specific) and horizontal (general busi-
ness) applications, aiming to cover both hardware and software specifica-
tions which are of relevance to tourism-related organizations, together 
with the connectivity requirements among departments, branches, and 
external partners.

Alzua suggests that destinations and their respective travel and tourism 
industries need to progress over three different stages of evolution on their 
way towards achieving economic development. The first stage in this theo-
rization is tourism activity based on factors while the second is based on 
investment. The third and most ideal stage is one based on innovation. As 
the sector and the destination evolve, they leave behind the first phase 
where endowments are the main asset and evolve into a tourism activity 
starting to produce quality standard services. At this stage, private and 
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public investment starts to occur for the modernization of tourism activity, 
and technology stops being a stranger or unattainable. Caribbean SIDS 
tend to straddle stages two and three, as there is still a heavy dependence 
on foreign investment and endowments to develop the local tourism econ-
omy. However, this is often being combined with more and more reliance 
on technological innovations.

ICT adoption is facilitating changes in tourism value chains and in the 
way tourism products are consumed. Trends facing the travel and tourism 
industries are focused primarily in the following factors: increasing compe-
tition, emerging countries and destinations, adoption of technology, and 
branding and identity building. Research indicates that specific to hotel 
operations, ICT should be viewed as an amplifier to a hotel’s operational 
structure and management. Thus, if implemented in a poorly managed 
hospitality establishment its ability to increase the hotel’s performance is 
significantly lessened. On the other hand, the implementation and use of 
ICTs in properly managed hotels will result in the increase of its perfor-
mance (Sigala et al. 2004). Guest satisfaction, while not being the only 
outcome, is the ultimate indicator of whether key objectives are being 
met. Tourists today are informed and connected, and participate actively 
in social networks. The proliferation of these media and new forms of 
communication have led to a better understanding of the products offered 
as well as of the experiences of other visitors. Technologies undoubtedly 
play an important role facilitating memorable experiences. Each traveller 
has his or her individual preferences, demands, and expectations. One of 
the great dangers is falling into traditional thinking to understand the 
fragmented tourism demand. Tourists are increasingly having a preference 
for destinations that provide a complete and personalized choice of all ele-
ments that allow them to create their own vacations prior to travel or while 
on location, through the use of ICT tools.

Marketing of Caribbean SIDS is already undergoing important trans-
formations. Fragmented and personalized marketing is being undertaken 
based on interests and the focus has shifted from television ads and is far 
more focused on personal devices: computer, tablet, or smartphone. 
Customer relationships are also being performed in new ways: destina-
tions are using virtual tourist offices across social networks, and hotels are 
using tablets and smart TV to interact with customers. Thus, multiscreen 
marketing is needed with travellers moving across devices to complete 
bookings. At the same time, the increasing proliferation and adoption of 
information systems together with other developing technologies (cloud 
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computing, internet of things, new interaction devices, mobile devices) is 
generating an unprecedented amount of data. These data are acquired 
from heterogeneous sources and are often unstructured. One of the major 
challenges remaining is how to use technology in order to make sense of 
the data, so that new tourism-related services and knowledge can be gen-
erated. This also requires new analytic capacities. This phenomenon is 
known as Big Data. The effective use of Big Data has the potential to 
transform the tourism sector, delivering a new wave of productivity growth 
and consumer surplus. Using Big Data will become a key basis of competi-
tion for existing companies, and will create new competitors who are able 
to attract employees that have the critical skills for a Big Data world.

In addition to the importance of e-business solutions, the importance 
of ICT in times of major natural disasters and acts of terrorism and crime 
has now become vital. In the context of disaster risk management (DRM), 
ICT-based KMSs can help to decide what developments to monitor, what 
decisions to focus on, and what processes to set in motion automatically, 
or in advance of an impending hazard. KMSs facilitate the collection, 
retrieval, dissemination, and storage of information, to ensure that it is 
available to those who need it, at the time and place it is needed. Access to 
adequate infrastructure is therefore a prerequisite for organizations and 
individuals to adopt and use ICTs. Modern technology has become an 
essential tool as a means of anticipatory warning and post-impact crisis 
management and in controlling their harmful effects on tourism. While 
natural disasters in the Caribbean are simply a fact of life as the region is 
among the world’s most vulnerable to hurricanes and other “acts of God”, 
these effects can also be mitigated through improvements in ICT infra-
structure and the need to put in place measures to reduce the vulnerability 
and impact of these hazards on tourism is most critical in this subregion.

Effective DRM relies heavily on information collection, storage, and 
dissemination in order to accurately determine patterns, which may indi-
cate the onset of an impending disaster, giving early warning information 
to vulnerable populations (inclusive of tourists). As Williams and Phillips 
indicate (2014), ICTs are important tools for lessening disaster risks 
through detection and analysis of dangers, propagation of early warning 
messages to populations in harm’s way, coordinating and tracking relief 
activities and resources recording, and dissemination of knowledge and 
experiences, raising awareness. Travellers may be more confident to visit 
certain destinations over others based on the destinations’ innate ICT 
capability. In the unfortunate circumstance that their stay coincides with a 
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disaster event, they are much more likely to survive and be in continuous 
communication with both family abroad and local officials in destinations 
where ICT infrastructure is present and resilient.

Caribbean disaster management offices have, for instance, used Twitter 
to propagate warning messages to a wide audience in a timely manner. In 
cases of earthquake, landslide, floods, and hurricanes, Twitter’s ability to 
spread messages quickly and widely can make it a powerful tool that saves 
lives. Specifically for tourists, it allows friends and family abroad to track 
the state of loved ones through their own postings rather than depending 
on traditional media which, though critical, does not facilitate such per-
sonalized information. Twitter can also be used in a post-disaster situa-
tion, to publicize the availability of relief services and to act as a gateway 
to receive requests for emergency assistance. Members of mainstream 
media are also frequently plugged in to Twitter, and this can be leveraged 
to amplify early warning messages by passing them along through a broad 
range of channels.

BrIdgIng The dIgITal dIvIde

The notion of the digital divide addresses the degree to which information 
technology access provides an advantage and disadvantage to some indi-
viduals and directly influences tourism distribution. While the digital 
divide may have been reduced, more recently, Minghetti and Buhalis 
(2010) still identified that there are multiple technological divides which 
exist between tourists and destinations within developed countries and 
between developed and developing countries. This, they claim, will lead to 
varying levels of digital exclusion. In particular it points to important mar-
keting and communication challenges between tourism generating coun-
tries and tourism destinations. Minghetti and Buhalis (2010: 278) 
articulate that “the study of the digital divide is critical for less technologi-
cally developed regions that need to expand their ICT usage to be able to 
promote their offerings, interact with consumers, and reduce their depen-
dency on intermediaries”. The future of tourism for tourism-dependent 
regions will be determined by competitive approaches and the ability to 
engage in cutting-edge practices. Technology adoption for sales and mar-
keting, to include interactive social media, is no longer a luxury but a 
necessity to capture and sustain the travelling market. The new  generations 
of visitors are demanding the use of technology in their daily activities. For 
example, accessibility to wireless internet is very important, which can 
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assist with various business processing and simplify the playing of games or 
sending messages. Effective adoption of ICT in the tourism industry can 
lead to improved service quality, reduced costs, and improved operational 
efficiencies (Law et al. 2014). The developing countries and the Caribbean 
in particular now need to critically assess the position in this virtual tour-
ism space, which is likely to become even more ubiquitous as technology 
dependence grows.

Since 2000 it has been argued that there are varying levels of internet 
readiness on the international landscape. Canadians and North Americans 
in general were keen users. According to Law and Leung (2000) North 
America and Europe were ahead of most countries in internet penetration. 
More recently, mega players in technology from Asia, such as South Korea 
and Japan, have dictated the pace. As Flamm (2013) indicates, the United 
States ranked outside the top ten countries with the use of smart phones, 
tablets, and internet protocol television in 2012. Although there is now a 
smaller disparity between countries, the developing world and in particu-
lar the Caribbean typically lags behind both as Table 5.1 indicates. Many 
Caribbean SIDS operate in a technological context that does not always 
facilitate full immersion into the ICT pool. The availability of state-of-the- 
art ICT infrastructure and adequate bandwidth with access to the interna-
tional information superhighway is crucial. As Table 5.2 indicates, there is 
no Caribbean country with 100% internet access, with most countries 
averaging 50–60%. In addition, Jamaica is also reasonably ranked at 83 out 
of 139 countries in the 2016 Global Network Readiness Index (Baller 
et al. 2016: 16). This index seeks to evaluate the degree of a society’s pre-
paredness and readiness to take advantage of their ICT infrastructure. This 
increases the ability of Jamaica to take advantage of ICT for the better-
ment of the tourism product (Chevers and Spencer 2017).

Many of these medium- and low-digital-access destinations still depend 
on analogue transactions and physical intermediaries to develop their 
planning processes for stimulating vacations in these destinations. This is 
very applicable to the Caribbean context which is a relatively low-digital- 
access destination catering to high-digital-access markets such as the 
United States and the United Kingdom. Tourism and technology dis-
course relies, in large part, on the views and attitudes of societies regarding 
general technology use. As evidenced in the literature more technologi-
cally savvy societies will intuitively be more welcoming to technology 
 infusion in the tourism space. Despite the diminishing disparity between 
nations, there is much to be desired if developing country destinations are 
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Table 5.2 Internet usage and population statistics for the Caribbean

Caribbean Population 
(2016 
estimate)

% 
population 
Caribbean

Internet 
usage, June 
30, 2016

% population 
(penetration)

Users 
% 

region

Facebook 
June 30, 
2016

Anguilla 16,752 0.0 11,557 69.0 0.1 9000
Antigua and 
Barbuda

93,581 0.2 81,545 87.1 0.4 50,000

Aruba 113,648 0.3 91,532 80.5 0.5 78,000
Bahamas 392,712 0.9 333,143 84.8 1.8 210,000
Barbados 291,495 0.7 228,717 78.5 1.2 160,000
Bonaire, St. 
Eustatius, Saba

22,303 0.1 20,956 94.0 0.1 20

British Virgin 
Islands

34,232 0.1 14,620 42.7 0.1 4600

Cayman Islands 57,268 0.1 47,003 82.1 0.3 45,000
Cuba 11,014,425 26.0 3,696,765 33.6 20.0 n/a
Curacao 149,035 0.4 138,774 93.1 0.7 80
Dominica 73,757 0.2 48,249 65.4 0.3 39,000
Dominican 
Republic

10,606,865 25.0 6,054,013 57.1 32.7 4,500,000

Grenada 111,219 0.3 56,000 50.4 0.3 56,000
Guadeloupe 470,716 1.1 220,000 46.7 1.2 220,000
Haiti 10,228,410 24.1 1,308,290 12.8 7.1 1,300,000
Jamaica 2,970,340 7.0 1,581,100 53.2 8.5 1100,000
Martinique 396,813 0.9 303,302 76.4 1.6 170,000
Montserrat 5267 0.0 2900 21.4 0.0 2900
Puerto Rico 3,578,056 8.4 3,047,311 85.2 16.4 2,100,000
St. Barthélemy (FR) 7209 0.0 1540 21.4 0.0 20
St. Kitts and Nevis 52,329 0.1 37,210 71.1 0.2 35,000
St. Lucia 164,464 0.4 109,370 66.5 0.6 88,000
St. Martin (FR) 31,949 0.1 1100 3.4 0.0 200
St. Vincent and 
Grenadines

102,350 0.2 65,984 64.5 0.4 59,000

St. Maarten (NL) 40,486 0.1 20 0.0 0.0 20
Trinidad and 
Tobago

1,220,479 2.9 942,713 77.2 5.1 700,000

Turks and Caicos 51,430 0.1 25,000 48.6 0.1 25,000
US Virgin Islands 102,951 0.2 57,485 55.8 0.3 21,000
Total Caribbean 42,402,541 100.0 18,526,199 43.7 100.0 10,972,840

Notes: (1) The Caribbean Statistics were updated for June 30, 2016. (2) Bermuda is included together 
with the North American countries according to the United Nations Statistical Division listings. (3) The 
most recent usage information comes mainly from the data published by Nielsen Online, ITU, Facebook, 
and other reliable sources. (4) Facebook subscriber data is for June 30, 2016
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to keep pace with developed tourist generating markets. Many Caribbean 
economies, many of which are developing states, have challenges consid-
ering the costs to invest in and maintain up-to-date technology. These 
include the costs of ICT equipment, telecommunication, or installing an 
e-commerce system. The availability and affordability of ICT services in 
the Caribbean can therefore be improved with increased competition in 
the telecommunication industry. Therefore, governments should ensure 
that a regulatory framework exists which facilitates equal access to the ICT 
infrastructure. Waller (2006) also warns against the dangers of ICT poli-
cies and intervention that are solely implemented by outside forces, which 
often deepen inequalities, social injustices, and local underdevelopment. 
Ideally, local players within the sector should be able to develop and offer 
services through the domestic and international backbone infrastructure. 
In cases where competition is limited or not possible, the regulator must 
ensure that conditions exist for users to obtain the bandwidth capacity 
they need under transparent conditions and at cost-based prices.

Advances in ICT are having major implications for the operations of 
organizations throughout the tourism value chain. The information stor-
age and data analysis functions are vital for the analysis of tourism statis-
tics, as well as for reservation systems. Moreover, the opportunities 
provided by the internet for the online sale and distribution of products 
enable traditional handicraft manufacturers to access new markets. 
Nevertheless, reliance on ICT raises issues with regard to data protection 
and safety from external exploitation. This raises another challenge in 
Caribbean SIDS’ ability to capitalize on the benefits of the ICT environ-
ment—that of the legal and regulatory framework. ICT opens the door to 
cyber crimes and external control of sensitive data. The legal enforcement 
of electronic documents, electronic transactions, and digital signature is 
essential because it reduces the risks of doing online business. Embarking 
on major ICT overhauls without the necessary mechanisms to protect 
users and entities alike can lead to epic breaches. Measures to fight inter-
net crime should be included in the legal and regulatory framework as 
these increase a country’s reputation as a safe environment for tourists in 
the online space. Currently, the legal and regulatory framework in the 
region can be characterized as fragmented, lacking sufficient anti-cyber- 
crime legislations. Several reports by international institutions, including 
the World Bank and the Caribbean Community (CARICOM), have 
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emphasized the importance of a regional approach for the development of 
a legal and regulatory framework for Caribbean countries. Importantly, a 
regional approach is necessary to ensure harmonization of e-legislation 
and e-regulation among the countries in the region if the region is to be 
taken seriously as a cutting-edge technological space for tourism and travel 
to thrive. The Caribbean framework should be in line with international 
best practices. Moreover, the framework should be flexible to adapt to 
new ICT developments.

Jamaica’s Ministry of Tourism, through its Linkages Network, is lead-
ing the way in encouraging the tourism sector to make greater use of 
technology to enhance guest experience. In June 2018 the Tourism 
Linkages Network partnered with Digicel Business to host “Smart 
Destination Jamaica: A Preview of the Latest Technology in Tourism”, a 
think tank and forum that discussed and demonstrated some of the latest 
technological trends globally being employed in the hospitality industry. 
Minister of Tourism Hon Edmund Bartlett supported the importance of 
technology as a driving force in knowledge and innovation, and noted that 
the initiative was intended “to look at how the technologies have been 
impacting tourism and what it is going to mean for the architecture that 
will emerge in the tourism space”.

For Jamaica, initiatives such as these exist within a policy framework; 
the Sector Plan for ICT is one of the strategic priority areas of the Vision 
2030 Jamaica—National Development Plan. It is one of 31 sector plans 
that form the foundation for Vision 2030 Jamaica—a 21-year plan based 
on a fundamental vision to make “Jamaica the place of choice to live, 
work, raise families, and do business” and on guiding principles which put 
the Jamaican people at the centre of the nation’s transformation. The ICT 
Sector Plan considers ICT under two main aspects, as a sector in its own 
right and as an enabler of all other sectors, including economic, social, envi-
ronmental, tourism, education, and governance sectors. This enabling role 
of ICT encompasses the concept of technology for development, reflecting 
the contribution that cutting-edge tools can make to national development 
in all sectors. The ICT Sector Plan in particular includes linkages with a num-
ber of other sectors including education, governance, science, technology 
and innovation, the cultural/creative industries, and, importantly, tourism 
and travel. According to the Vision 2030 mandate, the aims for ICT include 
the following:
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 1. The attainment of the Millennium Development Goals
 2. The integration of ICT at all levels and processes in the education 

system. This will include early childhood, primary, secondary, ter-
tiary, and lifelong learning institutions as well as teacher training 
colleges. The average Jamaican will be ICT literate.

 3. Attainment of affordable universal broadband access for all citizens, 
private sector, government, and civil society, thereby eliminating the 
digital divide. Universal access will extend beyond voice to include 
internet, computing devices, information literacy, and access to tele-
communications services.

 4. The establishment of internationally renowned technology parks 
and research centres to foster innovation in society.

 5. Attraction of international companies to establish software develop-
ment companies or manufacturing plants in Jamaica.

 6. Continued enhancement of the legal and regulatory framework to 
promote industry development, transparency, true competition, 
consumer protection, and quality standards, based on the dynamic 
nature of the sector. The enhanced support for competition will 
attract local and international investors.

 7. The establishment of a networked society and economy in which all 
citizens use ICT in all aspects of their lives, including school, work, 
home, and church.

In terms of the Eastern Caribbean, Bertin (n.d.) found that there are 
fairly wide levels of internet adoption and diffusion throughout the tour-
ism industry among those countries. The main area of deficiency, how-
ever, is with respect to the smaller accommodation providers, where there 
is a much lower level of internet presence in guest houses and apartments. 
While internet adoption is relatively high, most websites and web-based 
systems still have a limited focus on basic information provision and com-
munication, as opposed to distribution- and transaction-oriented activi-
ties. There is therefore much room to graduate from primary tools to 
secondary and tertiary level ICT engagement. The social and economic 
advancement in developing countries can undoubtedly be enhanced by 
the use of new ICTs in public sector organizations in the tourism sector. 
The first step, however, invariably requires the successful adoption, imple-
mentation, and diffusion of these technologies within the relevant organi-
zations. In order to achieve this, due attention must be given to bridging 
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key dimensions of the “conception-reality” gap or overcoming organiza-
tional context variables and inhibiting factors, in the information systems 
implementation process, of which technology is but one aspect. A broad 
and comprehensive approach is necessary to enable fundamental changes, 
at the individual, organizational, and national levels, which would 
undoubtedly lead to greater levels of social, economic, and cultural prog-
ress, as well as, in the process, narrow the digital divide.

Meaningful strides have been made to infuse technology solutions into 
the “Caribbean Brand” of tourism, however. A good example is the Small 
Tourism Enterprise Project (STEP), or STEP Caribbean Project, launched 
in 2008, which is aimed at business development training, promoting the 
adoption of technology, creating mechanisms for joint promotion of des-
tinations, and helping in the communication and exchange of best prac-
tices among small tourism companies and small Caribbean hotels. Driven 
by the Organization of American States (OAS), it aims at reducing the 
digital divide of hotels in the use of different technologies, including the 
use of internet as an instrument for marketing their accommodation and 
bookings, but also by improving their internal management and account-
ing processes.

STEP aims to provide business development training, promote the 
adoption of technology, create mechanisms for joint promotion of desti-
nations, and facilitate communication and the exchange of best practices 
among small tourism companies and small hotels with 75 rooms or less, 
in the Caribbean. Their main achievements have been providing, through 
web portals, tools to strengthen the management and operations of the 
hotels, and a plan to promote the 13 STEP Caribbean destinations, as 
well as the hotels affiliated with the programme. It also provides interna-
tionally recognized certification tools and programmes; more than 2000 
employees of 228 small hotels were certified by the American Hotel and 
Lodging Association Education Institute (AHLA-EI). It also provides 
training on environmental issues; staff from more than 140 companies 
have been trained, and immediate assistance centres have been set up. 
This supported the creation of the Central Federation of Small Hotels 
(FCAPH) with over 800 members. Its activities have focused on the use 
of digital technologies to strengthen regional integration. Their websites 
contain tools for training and capacity building and the project has been 
added to social networks such as Facebook and Twitter. The initiative has 
spread to other Small-Medium Enterprises (SMEs) through a joint effort 
with the Central American Secretariat of Tourism Integration (SITCA). 
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The South America STEP Project uses the same model. More than 300 
small and medium hotels participate in the project with websites and are 
on social networks, like the aforementioned one.

Similarly, the Small Tourism Enterprises Network (STEN) was designed 
as a unified network that integrates public, private, and community sector 
strategies to provide strategic support to micro, small, and medium enter-
prises in the tourism industry in the Caribbean. Chief among the tools to 
achieve this goal is the integration of ICT to bolster marketability and 
viability of small tourism enterprises in the Caribbean through tools that 
increased market access, provided more effective communication between 
the tourism Medium Small and Micro enterprises (MSMEs) and the target 
market, and facilitated the packaging of “tourism experiences”. In particu-
lar, ICT has been flagged to support and promote community tourism 
activities as part of the tourism visitors’ experience in a destination. 
Mechanisms that give community members tools to interact with travel-
lers all over the world are critical to fostering sustainable involvement of 
local persons in the tourism product. STEN also aims to enhance the com-
petitiveness of the small tourism enterprises in the Caribbean to meet new 
international standards and expectations of travellers in the digital age. 
STEN is an inclusive programme, which includes Antigua and Barbuda, 
the Bahamas, Belize, Barbados, Dominica, the Dominican Republic, 
Grenada, Guyana, Haiti, Jamaica, St. Kitts and Nevis, St. Lucia, St. Vincent 
and the Grenadines, Suriname, Trinidad and Tobago. Programmes like 
these have already contributed to enhanced marketability and viability of 
tourism MSMEs in the Caribbean, and an improvement in the use of ICT 
tools for marketing of MSMEs and to enhance promotion/communica-
tion. Importantly, sites, attractions, and community tourism activities are 
gaining added visibility and patronage on social media platforms.

Plans are also under way for a Single ICT Space for CARICOM to 
enhance the environment for investment and production by building the 
digital economy over the period 2014 to 2019. This process led to the 
articulation of a vision for the Space as “an ICT-enabled borderless space 
that fosters economic, social and cultural integration for the betterment of 
Caribbean citizens”. This is a valuable step in breaking unnecessary barri-
ers existing amongst CARICOM states in order to allow for the free 
movement of goods, people, services, and capital, as envisioned by the 
Caribbean Single Market and Economy (CSME).

This is a step in the right direction, as research has indicated that ICT 
components have a positive impact on the satisfaction experienced by hotel 
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guests in both Jamaica and the Bahamas. According to Chevers and Spencer 
(2017), in Jamaica wireless internet service, telephone service, dining table 
reservation, in-room television, and skyping facilities are critical due to a 
larger number of all-inclusive hotels being existent. The implication is that 
where guests spend a majority of the vacation on property, they expect that 
ICT systems will create greater ease. According to the same authors, in the 
case of the Bahamas, where there is a larger number of European Plan (EP) 
hotels—guests pay for room-only, there were two significant ICT compo-
nents. These are an automated wake-up system and in-room television. The 
implication is that guests expect less from a hotel since they spend less time on 
properties, while searching for food and entertainment options externally.

In the not so distant future, Caribbean SIDS will have to consider how 
to move to towards smart tourist destinations. These would embody an 
innovative consolidated space with cutting-edge technology infrastructure 
that combines the concepts of sustainability, leisure, and technological 
innovation. The added value provided by the smart tourist destination is 
the consideration of the visitor/tourist at its centre. Placing the visitor at 
the centre of developments will facilitate the generation of integrated 
intelligent systems, improving the integration and interaction with the 
destination (before, during, and after the travel), creating elements that 
facilitate the interpretation of the environment, streamline decision- 
making, and increase the quality of visitor experience and getting real time 
feedback on goods and services. Travel agents capable of differentiating 
their services in today’s globalized and digital market will be leaders in 
creating socialized brands in new technological environments.

Therefore, travel agencies have to be ready and willing to move towards 
the digital age despite what may be perceived as risks. Indeed, an impor-
tant factor in determining technology adoption is the extent of risk and 
uncertainty related to the implementation of ICT. For example, firms will 
be more inclined to do business online if the infrastructure for online pay-
ments, delivery, and guarantees is secure. Assets and resources are also 
prerequisites that influence the decision to adopt ICT.  In essence, the 
availability of financial and human resources can enable an organization 
to invest and implement the desired technology, embark on system inte-
gration, conduct employee training, and develop long-term ICT capabili-
ties for sustainability. It is believed that if administrators perceive ICT to 
be a strategic tool, then the associated resources will be allocated for its 
implementation. On the contrary, if administrators lack the vision and 
foresight regarding the benefits of ICT, then the technology might not 
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be implemented and if implemented, its implementation might not be 
effective enough to realize the potential benefits. Work on the leadership 
factors that determined whether Jamaican travel agents adopted ICT in 
their operations by Spencer (2013) facilitated a reconceptualization of 
the leadership element in the technology adoption discourse through an 
identification of leadership characteristics at each level of technology 
adoption. The key adoption being investigated was online selling prac-
tices and social media adoption was also included as an aspirational level 
of adoption. Spencer found that technology adoption behaviour in these 
organizations related to how decisions were made about what technolo-
gies to adopt and how to implement and sustain their use. The framework 
essentially posits that ownership as well as leadership, influenced by previ-
ous experiences, affects firm structure such as size, control, and division. 
Also, they influence creativity and risk taking as elements of entrepreneur-
ship and leadership issues such as motivation, stimulation, charisma, and 
strategic change. The trickle-down effect is that strategy formulation, 
implementation, and resource allocation are affected by these elements. 
Ultimately firm behaviour and activities in terms of input, processes, and 
output, are influenced and this affects innovation adoption.

Spencer’s work revealed that the perceptions of these owner-managers 
did not generally favour a greater use of internet technology in sales and 
marketing efforts. They typically felt that such technological investments 
were high-risk and yielded low returns on investments. Of particular 
 interest was the fact that they were able to identify some potential benefits 
of using the internet such as speed, convenience, and efficiency but this 
did not outweigh the perceived psychological risk of becoming too depen-
dent on the internet. This, they felt, would mean that they would lose the 
strength of their personal interaction with clients. A few exceptional 
respondents had differing perceptions which led to a greater openness and 
intention to increase adoption. Their views suggested that the use of mul-
tiple platforms was the best approach. In this way personal contact would 
be maintained for those clients who required this, while new platforms 
could be created for more technologically savvy customers. From a 
resource perspective owner-managers indicated that they face human and 
financial resource constraints. Many owner-managers implied, however, 
that they did not feel that there were other technologies which they 
needed but could not have because of limited resources. In simpler terms 
even if they had the resources they may not be inclined to adopt more 
technologies. The implication is that the decision of how to allocate 
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already limited resources is the sole purview of owner-managers. The ten-
dency to prioritize spending in areas other than technology adoption was 
a reflection of the individual leader’s preferences and comfort zone. Most 
respondents to the study saw that there were potential benefits of greater 
technology adoption for their firms; however, their own technology 
understanding and capability influenced adoption decisions.

In the final analysis firm strategy and resources did not sufficiently 
explain differences in adoption behaviour in the firms. These factors were 
especially insignificant in explaining why some firms were at different lev-
els of the technology adoption hierarchy as strategies and resource con-
straints were not heterogeneous enough to answer the question of why 
some firms were more technologically advanced than others. These inter-
nal factors emerged as a product of differences in the leadership of these 
small, owner-managed travel firms rather than as significant input factors 
into the decision to adopt newer technologies. Contextual issues such as 
culture and the digital divide may explain overall industry behaviour but 
they are inadequate in explaining differences in behaviour among firms 
within the same society. The constructs assessed were values, norms, tradi-
tions, and social interactions. The firms investigated are faced with similar 
external environments in which to operate and yet they make different 
choices operationally and strategically. The examination of culture as a fac-
tor revealed that firms were operating in a relationship-oriented society 
where friendships and familiarity influenced business relationships. In 
addition to a relationship orientation, the national culture had an impact 
in that it promoted traditionalism with strict adherence to norms within 
the society.

ConClusIon

In order to take advantage of today’s global economy and maintain the 
economic importance of tourism in the region, the Caribbean needs to 
remain and gain competitiveness. So far, most of the Caribbean coun-
tries have based the development of tourism on what their location can 
naturally provide: nice sceneries, beaches, and, more recently, natural, 
cultural, and medical resources. However, the region needs to work 
further on its unique characteristics to become a destination that is 
articulated intelligently, in a way that fosters productivity and efficiency 
based on innovation, while preserving its authenticity. Generally speak-
ing, the adoption of ICT changes radically the traditional functioning 
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and competitive landscape for most industries and sectors. Increased 
competition and globalization have provided the impetus for hotels to 
identify methods that will provide a competitive edge. The adoption of 
ICT has been the preferred method by most hotels to manage the trans-
formation of the hotel industry landscape. ICT facilitates instantaneous 
access to hotels’ products and services by the consumer irrespective of 
their geographical location. Furthermore, the capabilities which ICT 
applications possess have allowed hotel management to successfully tar-
get consumers worldwide; the rapid growth of mobile computers and 
web technologies has made this significantly easier. The use of ICT to 
tailor the tourism product produces an increasing level of guest satisfac-
tion. Therefore, improving customer satisfaction is viewed as imperative 
for prolonged success and survival.

ICT has changed and continues to change the nature of contemporary 
tourism. Its major adoption in all parts of the industry is transforming 
tourism into an information- and knowledge-intensive sector, valid in a 
globalized economy. Caribbean tourism authorities should recognize the 
capacity of ICTs to empower their local SMEs and their competitive 
capacities considering them when designing new policy policies. The ben-
efits of ICT policies to empower destinations include enhanced communi-
cation, access to information, increase productivity, acquisition of new 
skills and knowledge, which are critical for many of those businesses 
improving their marketing strategies, especially through e-commerce and 
direct interaction with tourists. Additional resources will be needed to 
support SMEs modernization and digitalization; launching ICT training 
programmes; training hospitality students in the area, and improving their 
online visibility and interaction with the digital traveller. Incorporating 
innovation and new technologies in the tourism sector must be facilitated 
by training and skills policies for human resources in the sector—investing 
in the creation and consolidation of own skills through training. Most 
Caribbean countries have a large skills gap in this area, to the extent that 
this know-how is not usually part of the training curriculum of most uni-
versities and vocational training in the region, and is much less specifically 
applied to the tourism sector. It is therefore essential to develop specific 
policies and programmes in the region to strengthen these skills. Without 
sufficient allocation of resources and IT training, Caribbean countries run 
the risk of being on the wrong side of the digital divide. National govern-
ments and their regional partners are invited to consider policy guidelines 
to ensure that ICTs contribute to the sustainability of the tourism sector. 
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E-tourism strategies should be integrated into the broader framework of 
national ICT policies and national tourism policies should address the 
need for a national enabling environment for the uptake of ICT in tour-
ism. Basic ICT skills within the tourism workforce should be encouraged 
through the teaching of ICT in pre-schools, primary and secondary 
schools, and adult education, and the uptake and use of ICT by tourism 
SMEs, including those in remote areas, should be facilitated by providing 
easy and low-cost access to ICT solutions.
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