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Analysis of the importance of marketing information system, its effectiveness within the hospitality and tourism industry as a tool for marketing information gathering and communication at Hilton

The managers of Hilton hotel chain, which is a tourism management, compared to other management domains, are confronting with a large field of complex objectives, that are requiring various plans of action. The special working demands of the services domain are a result of its business typicalities. Situations in strategic, and often operational planning, are described by their difficulty, often being interconnected, non-transparent, individually active and demanding the accomplishment of various targets. The large volume of information or difficult weighting of the different sectors can produce an overwhelming issue for human resources. As an outcome, there are great expectancies of decision-makers’ troubleshooting capabilities. Decision-makers must have a circumstantial knowledge of the tourism industry (demonstrative knowledge) and also of the procedures used (procedural knowledge), for clarifying any complicated situations, in case they emerge. The amount of informations that they should have, must come from one of these cases: one achieved from the “ deposited” experience of the latest jobs, and the other one by generating knowledge in this particular domain. Combining these two cases creates the perfect background in solving any ocurred situation.
The database supports the Hilton managers and employees while taking their decisions, and also the human resources from the hospitality industry. 
The objectives of the Transaction Processing Systems are to process informations about transactions, to keep  high degree of accuracy, to ensure the integrity of the information, to produce timely documents and reports and maximize efficiency in the workplace. This platform has a few advantages:
· Database is stable;
· Data is kept hidden;
· Recovery from errors and crashes of the servers.
It also has some disadvantages, such as security problems, too much consolidation.
At the moment, the other platform used at Hilton, which is TourMIS provides the next applications: 
· Industry intel exceeding 1,300 hotels and restaurants annually since 1991;
· diversified functions supporting key ratio analyses that occur in the hotel and restaurant industry;
· The opportunity for the hotel managers to take part online in the most significant hotel and restaurant panel survey taking place in the UK. Additional assessments for excellent profit-making enterprises (best practice enterprises) are disposable in the industry groups.
For the Hilton database, TourMIS users are being insured with the next query and analysing facilities: 
· Interpretation of a key ratio for all the industry groups which refer to a specific year. 
· Progress of a key ratio exposing the leading industry developments. 
· Comparison of all key ratios for a specific industry group. 
· Benchmarking analysis for a specific restaurant or hotel (that is offered only when managers are participating in the study). The value of the information which is established considering the results of the survey, is firmly determined by the total of participating businesses. Because of the chances of internet interaction, the initially results can be achieved immediately after entering business data. In this situation, the issue of how to prevent members from introducing incorrect data, take place. TourMIS provides several security checks during data entry and records data in a second, temporary database. Experts determine at periodic intervals if the records are going to be stored in the general database or not.
· As a result of the importance of the tourism in a lot of countries and arias of Europe, have been installed different programs to help promote tourism. The government and private tourism companies have been established for the purpose of strengthening a tourism destination. Their purpose is to try to increase the added value of the region. The most important assignments of these organizations  are: 
· to offer consumers all the information they need about the destination;
· to synchronize and administer sales advertising methods;
· tourism publicity;
· organizing and integrating market research projects.
· assistance in the process of sales and distribution;
These tourism publicity bodies establish productive methods for most of their assignments (not the case of organizing and integrating market research projects). The effective outcome of the last item specified has been missing in the past because of inadequate instruments that relates to the transmission and usage of declarative and procedural knowledge. These days, with the expantion of competitive hardware and software, a large number of  tourism businesses are rethinking their advertising policies. In additon to this, in almost all industries, systems are developed to encourage investment and marketing planning. The tourism industry has also developed decision support systems and the most significant applications are: systems that support marketing decisions in national tourism organizations, travel guiding systems for shipping clerks, simulation instruments to anticipate travel behavior in specific locations, systems that promote regional planning considering the most relevant selection of regions in order to invest systems providing tourism portfolio analyses.
The issue of communication is of an important matter during every day life of managers’ daily events. A frequent practice these days is to use different levels of change despite of observing the modification in market share and volume. Not all the entrepreneurs are familiar with the expressions market segmentation or market positioning and they do not consider them as important factors. They keep trying to look for ways to increase seasonal business but they do not have sufficient informations regarding the methods that will allow them to succeed. In order to have a corporate planning, external financing are in need and supporting documents must be given to the lender. Heuristic predicting techniques are barely even used, therefore quantitative methods are never in use. 
CRS is the program that allows the Hilton front-office staff to talk with the customer, look for availability, and book any reservation in just a few minutes.
The front-office staff is connected online to the CRS or the central host computer system.
The host computer is always the mainframe with a tremendous attached database.
This kind of system allows that airliners, car rental companies and hotels to talk to the travel agent and also, the travel agent can keep in touch with them.
This system contributes to increasing sales volume and providing correct intel regarding the availability and sale of products that are efficiently making extensive profit.
Global Distribution System or GDS is the system which assigns reservations and information services to points of sales globally. Regularly, modern GDS authorizes users to reserve hotel rooms and rental cars and also airline tickets.
As a comparison between CRS and GDS, the CRS system is entirely used by an airline or a hotel chain, while the GDS system can allocate more than one CRS to users, usually being hotels.
The world leading GDS (Galileo, Amadeus, Sabreand World Span) are just computers that are being connected to a large number of different supplier systems on the one side, and on the other side  they are connected to many end users.
The End-users are actually the hotels containing a single reservation system used in order to assist and help making the sale of rooms and associated travel items.
Destination Management System (DMS) has a fundamental part in the marketing of electronics products and the management of destinations.
Currently, the global market offers visitors local, national and international destination options, and also has increased the demand for venues in order to compete more efficiently to captivate and make the visitor want to come back. 
Information-technology has enabled the planned strategy for identifying, targeting, acquiring, and retaining the best combinations of clients.
CRM helps in developing a forecast, understanding the client’s requirements and establishing relationships with them, by delivering the most appropriate products and best quality of customer service.
CRM is introducing back office and front office systems in order to found a database of clients contacts, acquirements, intel requested, technical support and so on.
This database allows the company to display a unified front for its clients, and increase the quality of the relationship.
	Benefits of the information system:
· performance  and speed;
· the facility with which information of the tourism industry is operated, kept, restored, shared;
· minimize the costs of information administration;
· maximize speed of information transfer and restoration;
· expand client’s implication in the process of transactions;
· manageability of product characteristics;
· increase accuracy of information transferred.
Overall, tourism managers benefit from the access to the internet in two ways: the internet gives the clients the chance to correspond and also to act as a platform for new distribution channels. This essential subject has definitely been deliberated in lots of publications or articles and conferences. After all, TourMIS, the online usable decision support tool for tourism and hospitality management, has been favorably used by more than 1,000 users over the past three years, especially the Hilton hotel chain. In order to develop a marketing information system, the information needs to be both reachable and widely advertised, so that the managers can be receptive of the benefits it provides.
The main cause of the poor application of management science models and procedures in tourism management is the deficient education of practitioners and the inefficiency of problem solving features of standard software solutions. The development of a basic, economical programs, downloadable for every tourism manager, is the first step into a new era of communication between research and practice.
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