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September 30, 2025 Context and Purpose: In the dynamic and competitive space of the tourism industry, small and
medium-sized enterprises (SMEs) require marketing intelligence for survival and growth. This
Accepted: research was conducted with the aim of identifying and leveling the factors affecting marketing
January 20, 2025 intelligence in these businesses and explaining the structural relationships among them.
Design/methodology/approach: This study was of a mixed-methods (qualitative-quantitative)
Available online: type with a sequential exploratory approach. In the qualitative phase, factors were identified
September 23, 2026 through semi-structured interviews with 17 experts and thematic analysis. In the quantitative
phase, using Interpretive Structural Modeling (ISM) and MICMAC analysis, the relationships
and the influence and dependence power of the factors were measured in a sample consisting
of 23 tourism managers and specialists.

Findings: Based on thematic analysis, eight key factors were identified. The results of
interpretive structural modeling showed that these factors are placed in a three-level hierarchy:
macro-environmental and market factors at the foundational level, organizational,
technological factors and competitive pressure at the middle level (linking variables), and
customer information flow, customer-centricity, and employee capabilities at the final level
(dependent variables).

Conclusion: Marketing intelligence is a systemic and multi-level phenomenon. Managers, with
a systemic perspective, should start their actions from the independent variables at the
Keywords: foundational level (such as monitoring laws and market trends) and comprehensively cover
Tourism, Small and Medium- | other levels. It is suggested that investment in technological infrastructure and a data-driven
sized Enterprises (SMES), culture be prioritized.

Marketing Intelligence, Originality/value: The innovation of this research lies in presenting a hierarchical and localized
Interpretive Structural structural model to explain the cause-and-effect relationships among effective factors. The
Modeling (ISM). combination of qualitative and quantitative methods for modeling is considered a novel
approach in this field of study, which can form the basis for strategic planning for tourism
industry managers.
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Extended Abstract

1. Introduction
The tourism industry, characterized by intense
competition and rapidly shifting consumer
preferences, places significant pressure on small
and medium-sized enterprises (SMEs) to adopt
agile and informed marketing strategies.
Marketing  intelligence—the  process  of
gathering, analyzing, and utilizing market data—
enables these businesses to anticipate trends,
tailor services, and enhance decision-making.
However, SMEs in the tourism sector often
struggle with  resource constraints and
fragmented approaches to market analysis,
limiting their ability to systematically leverage
marketing intelligence. The absence of a
structured model that identifies and prioritizes
key factors influencing marketing intelligence
further exacerbates these challenges
Interpretive Structural Modeling (ISM) offers a
robust methodological framework to address this
gap. By facilitating the decomposition of
complex systems into hierarchically structured
relationships, ISM allows researchers and
practitioners to uncover interdependencies
among critical factors. This study leverages ISM
to model the factors affecting marketing
intelligence in tourism SMEs, providing a clear
roadmap for understanding which elements act as
drivers and which serve as outcomes. The
integration of MICMAC analysis further enriches
this understanding by classifying factors based on
their influence and dependence, highlighting
areas where strategic interventions can yield the
greatest impact.

2. Research Methodology

This study employed a sequential mixed-methods
exploratory design. The qualitative phase
involved semi-structured interviews with 15
industry experts, including managers of tourism
SMEs and marketing specialists. The data from
these interviews were analyzed using thematic
analysis to identify the primary factors
influencing marketing intelligence. In the
subsequent quantitative phase, the identified
factors were structured and modeled using
Interpretive  Structural  Modeling  (ISM).
Judgment from 23 tourism industry managers and

specialists in Mazandaran province was captured
to form the structural self-interaction matrix
(SSIM). Furthermore, MICMAC analysis was
applied to classify the factors based on their
driving power and dependence.

3. Research Findings

Thematic analysis revealed eight key factors
influencing marketing intelligence. The ISM
model structured these factors into a three-level
hierarchical framework. At the highest level
(Level I1I), macro-environmental factors and
market-related factors were identified as the most
fundamental, independent drivers. The middle
level (Level I1) consisted of linking variables—
competitive pressure, technological factors, and
organizational factors—which possess high
driving power and high dependence. The top
level (Level 1) comprised dependent variables,
namely customer information flow, customer-
centricity, and employee capabilities, which are
most directly influenced by the lower-level
factors. MICMAC analysis confirmed this
classification, reinforcing the role of macro-
environmental and market factors as autonomous
drivers within the system.

4. Conclusion

This study concludes that marketing intelligence
in tourism SMEs is not a standalone function but
a complex, multi-level systemic capability. The
developed ISM model demonstrates that effective
enhancement of marketing intelligence requires a
structured, hierarchical approach, beginning with
the  foundational, independent variables.
Managers  should  prioritize  continuous
monitoring of macro-environmental and market
trends. Concurrently, strategic investments in
technology and the fostering of a data-driven
organizational culture are essential to activate the
linking variables, which in turn enable the
development of customer information flow,
customer-centric  strategies, and  skilled
employees. The integration of ISM and
MICMAC provides a novel, actionable roadmap
for tourism SMEs to systematically build their
marketing intelligence, ultimately fostering
resilience and sustainable growth in a volatile
industry.
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