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Abstract: In today's increasingly competitive and digitalized tourism environment, companies
face complex challenges in managing resources, optimizing spending and keeping customers
satisfied. Process automation is a strategic response to these challenges, optimizing operational
efficiency and minimizing margins for error. In this context, management control, an essential
element of organizational performance, takes full advantage of automation, in particular by
optimizing data collection and analysis. However, although automation offers undeniable
opportunities, its impact on the performance of tourism companies has not yet been
systematically studied. The aim of this study is to analyse the impact of automation on
management control and the performance of tourism companies through a bibliometric analysis
of scientific research publication trends.
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1. INTRODUCTION

The tourism industry, known for its dynamic and rapidly changing environment (Brown
& al., 2020), is increasingly leveraging technological advancements to enhance operational
efficiency and business performance (Buckley, 2011). Among these advancements, (Asadullah
& Raza, 2016) process automation has emerged as a critical driver of transformation. Process
automation (Gasser & Westhoff, 2012) refers to the use of technology to streamline and perform
repetitive tasks (Tussyadiah, 2020), such as customer service, booking management, and data
processing, that were once handled manually. By automating these tasks, (lvanov, 2020)
tourism companies can reduce operational costs, improve accuracy, and enhance productivity.
However, the widespread adoption of automation in this sector raises important questions
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regarding its impact on management control systems and overall company performance
(SISSAH & Hmioui , 2025).

The effects of process automation extend beyond operational improvements (lvanov,
2020) to significantly influence management control systems. Traditional management control
methods (Fordyce & al., 1986), often reliant on manual reporting and oversight, are evolving
to accommodate real-time data processing and automated decision-making. This evolution
(Langfield, 1997) makes it possible to measure company performance, allocate resources
efficiently and, of course, stay abreast of market trends. As a result, (Sissah & Hmioui,
2025)managers are empowered with better tools to oversee performance, ensure quality control,
and make strategic decisions that drive business growth.

Moreover, the adoption of automation in tourism companies (Buhalis, 2019) enhances
customer satisfaction by improving the quality of services offered. Automated systems
(Ilvanov, 2020) can also offer personalized experiences. This, of course, can (Buhalis, 2019)
enhance the company's reputation and improve its competitive position in the market relative
to its competitors (Santos & al ., 2020).

However, while process automation offers numerous advantages, it also presents
challenges that need addressing. (Llale & al., 2020) The integration of automation requires
significant investments in technology, training, and system maintenance. Furthermore, (Ivanov
& Webster, 2019) tourism companies must carefully balance automation with the human touch,
ensuring that customer relationships and personalized services are not lost in the pursuit of
efficiency. With this in mind, it becomes essential to ask the following question: To what extent
does the integration of automation in management control processes help improve tourism
performance? In order to answer this question, we adopt a bibliometric analysis of the literature,
utilizing the SCOPUS database and focusing specifically on scientific articles related to the
subject.

2. LITERATURE REVIEW

The impact of process automation on management control and performance in tourism
companies is a growing area of interest (Siguencia & Halemba, 2019) ; especially as digital
technologies continue to evolve. Process automation significantly optimizes management
control systems, which are essential for guiding, supervising and assessing business operations.
Automation enables seamless monitoring of performance measurement (Lane & Stone , 2006)
indicators within tourism businesses, such as customer satisfaction rates. It also keeps all data
up-to-date, enabling managers to act and make decisions quickly. Furthermore, (Bright, 1958)
automation enables tasks to be carried out and completed rapidly, minimizing errors and
fluctuations in the service provided.

Another advantage of automation is its ability to simplify and streamline data collection
and review, saving time on one hand, and keeping reports up to date on the other. Therefore,
thanks to automation, (Mohamed & al., 2022) managers can deal with problems more
effectively, keeping staff costs under control and reducing the need for human intervention.

The performance of tourism companies (Corne & Peypoch, 2020), in terms of
profitability, customer satisfaction, and operational efficiency, is also positively impacted by
automation. Automated processes (Wu & al., 2023) reduce the time needed for routine tasks,
such as booking, payment processing, and customer communication, improving overall
operational efficiency. (Buhalis, 2019)This efficiency enables tourism businesses to be
effective and efficient, (Garavaglia, 2009)optimizing the use of resources and enhancing the
customer experience with personalized offers based on data collected using digitalized tools.
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Moreover, automation facilitates decision-making based on data collected with the help
of digitalized tools (Garces & al., 2023) that are capable of predicting changes in customer
behaviour, enabling tourism companies to modify their pricing strategies and adjust them in
response to demand.

(Siguencia & Halemba, 2019) examine how automated tools can effectively manage
tourism services, and they also stress the importance of communication between industry
stakeholders in order to benefit from the positive influence of this automation.

Another significant study by (Buhalis, 2019) explores the broader impact of technology
on the tourism industry, including how it affects management control and performance. The
paper discusses how technological innovations connect tourism stakeholders, enabling co-
created value for travelers across all travel stages. (Sinulingga & al., 2024) It predicts that
Ambient Intelligence (Aml) Tourism will drive future industry transformations, reshaping
structures, processes, and practices, which in turn influences service innovation, strategy,
management, marketing, and competitiveness.

Furthermore, (Ivanov & al., 2017) delve into the challenges faced by tourism and
hospitality companies when adopting service automation and robots. Their paper examines the
implications of automation across various sectors within the industry, providing insights into
how these technologies might affect management control and company performance.

These studies collectively suggest that process automation significantly impacts
management control and performance in tourism companies by necessitating new
communication strategies, enabling co-creation of value, and presenting challenges in adoption
and implementation.

However, the initial investment (Domowitz & Steil, 1999) required to implement
automated systems can be significant, both in terms of financial cost and time, especially for
small tourism businesses. Also, employees (Breton & Bossé, 2002) need training to adapt to
the new automated tools, which also requires high training-related costs. Another disadvantage
is the risk associated with cybersecurity issues. Indeed, if companies are interested in using
automated tools, they need to be aware of security systems to avoid data breaches or cyber-
attacks.

In brief, (Vochozka & al ., 2020) automation enhances the management control process
to improve the performance of tourism businesses by improving decision-making, increasing
customer satisfaction and reducing the time spent on tasks performed by managers. However,
implementing these automated tools requires massive investment, as do the costs of training
staff to keep up to date with the new system, and the risks associated with cybersecurity.

3. DATA AND METHODOLOGY

In this research paper, we analyze articles that discuss the impact of the automation of
management control on tourism performance. To collect the necessary data, we utilized the
Scopus database, searching for articles, abstracts, and keywords that include the three key terms
relevant to our study: management control, tourism performance, and automation. The initial
search yielded 25,075 documents related to this topic.

Following the data collection, we began filtering the results to focus exclusively on
research within the disciplines of Business, Management, and Accounting, as well as
Economics, Econometrics, and Finance, as these are the core areas of interest for our research.
Additionally, to account for temporal relevance, we excluded any articles published in 2025,
thus eliminating the potential bias of time. Furthermore, we restricted our search to open-access
documents to ensure accessibility and transparency. After applying these filters, the final dataset
consisted of 181 articles.
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The retrieval procedure used for this study was as follows: ( TITLE-ABS-KEY
( management AND control ) AND TITLE-ABS-KEY ( tourism AND performance ) OR
TITLE-ABS-KEY ( automation ) ) AND ( LIMIT-TO ( SUBJAREA , "BUSI" ) OR LIMIT-
TO (SUBJAREA ,"ECON") ) AND ( EXCLUDE (PUBYEAR, 2025) ) AND ( LIMIT-TO
(OA , "all"))

The selected articles will be analysed using VOSviewer, a software tool for visualizing
bibliometric networks.

4. RESULTS AND DISCUSSION

4.1. Evolving Research Trends in the Automation of Management Control and
Tourism Performance

The figure shows the trend in the publication of scientific articles on the subject of
automation, management control and tourism performance. The results show a fluctuating
curve, with ups and downs in the number of articles published. The year 2024 showed a
remarkable drop compared to previous years, which could indicate a temporary slowdown in
interest in the subject (Otley, 2003). Analysis of the curve also shows that the first article
published on this subject dates back to (Bailey Jr & al., 1982), marking the beginning of
research in this specific field.
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Figure 1. Publication trend

782



International May Conference on Strategic Management — IMCSM25
May 2025, Bor Lake, Republic of Serbia

4.2.  Most Influential Authors in the Field of Management Control Automation
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Figure 2. Most productive authors

The figure shows the most productive authors in terms of scientific publications on this
topic according to data collected from the Scopus database. The results reveal that the majority
of authors have published between one and two articles indexed in Scopus, indicating that the
number of highly productive authors in this field remains relatively low. This could suggest
(Asadullah & Raza, 2016) that research in this field is still emerging, or that researchers interest
in the subject remains relatively concentrated on a small group of authors.

4.3.  Country-Specific Contributions to the Automation of Management
Control in Tourism
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Figure 3. Most productive countries
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The figure shows the most productive countries in terms of scientific publications on
this theme. The results show that the USA is the leading country in this field, with 26 articles
published, followed by the UK with 23 articles. China is in joint third place with 21
publications, while the Netherlands is in fourth place with 11 articles. Other countries, such as
Italy and Russia, share fifth place with 10 articles each. Germany and India follow with 9
publications, and Ukraine has 8 articles. Finally, Japan is one of the most productive countries,
with 7 publications.

These results suggest that (Flowerdew, 2012) English-speaking countries, in particular
the USA and the UK, dominate research in this field, while other nations, notably China and
European countries such as the Netherlands, Italy and Russia, also contribute significantly. The
geographical diversity of publications shows a growing worldwide interest in management
control automation and tourism performance, with notable contributions from Asia, Europe and
North America.

4.4. Bibliographic Coupling of Countries
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Figure 4. Bibliographic Coupling of Countries

The figure shows the bibliographic links between countries, created using VOSviewer
software. The results show 9 different clusters, each represented by a different color. (Donthu
& al., 2021) These groups bring together countries that share similar scientific interests and
concerns in this field. For instance, countries belonging to the same group may collaborate
closely on research related to the impact of automation on tourism performance, or the
integration of specific technologies into management control. These bibliographic links
(Alsharif & al., 2020) highlight international collaboration networks and help identify regions
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of the world where researchers are focusing on similar issues, thus fostering the emergence of
scientific communities in particular fields.

4.5. Co-occurrence of Keywords
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Figure 5. Co-occurrence of Keywords

The figure illustrates the co-occurrence of keywords (Alsharif & al., 2020) , carried out
using VOSviewer software, on the basis of data collected in the Scopus database. The results
reveal 11 distinct clusters, each represented by a different color. These clusters identify the
keywords most frequently used in articles dealing with the theme of automation, management
control and tourism performance. Among the most frequently used words are those related to
critical issues such as risk management, cybersecurity, process control, intelligent buildings and
traffic management.

These topics, such as cybersecurity or intelligent building and traffic management,
could be areas of innovation and development (Moral & al. , 2020) for years to come,
particularly in the context of automation and performance optimization in the tourism industry.

5. CONCLUSION

This study of management control automation and its impact on tourism performance
highlights key trends in scientific research on this emerging subject. An analysis of scientific
publications based on the Scopus database reveals a continuous evolution of work on this theme
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since (Bailey Jr & al., 1982) , although fluctuations have been observed over the years, with a
notable drop in 2024. This dynamic (Asadullah & Raza, 2016) suggests that research is still
developing, with periods of high scientific activity and others marked by a slowdown.

The results concerning the most productive authors and countries show a concentration
of research in countries such as the USA, the UK and China, which are among the main
contributors to this field (Flowerdew, 2012). This geographical distribution demonstrates a
growing global interest in the challenges of automation in the tourism sector, but also the need
for international collaboration to tackle complex challenges on a global scale.

The bibliographic (Alsharif & al., 2020) matching of countries revealed by VOSviewer
makes it possible to identify clusters of countries that share common scientific interests, thus
fostering international collaborations. These clusters underline the dynamics of cooperation in
research on issues such as process automation, cybersecurity and risk management in the
tourism industry.

Analysis of keyword co-occurrence highlights dominant themes (Donthu & al., 2021) ,
such as risk management, cybersecurity, process control, intelligent buildings and traffic
management. These areas show that automation in the tourism sector is not limited to technical
aspects alone, but also encompasses issues relating to safety, operational efficiency and
resource optimization. What's more, these keyword clusters offer interesting prospects for the
future, by identifying emerging topics that could become hot topics for future research.

In conclusion, the study demonstrates the growing importance of automation in
management control and tourism performance (Bright, 1958), as well as the emergence of new
challenges and opportunities for researchers and professionals in the sector (Llale & al., 2020).
The results also underline the importance of a multi-dimensional approach (Sainaghi & al.,
2017), integrating advanced technologies, risk management and safety, to meet the complex
needs of modern tourism.
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