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In this article, it is proposed to create a new digital project in the field of purchasing tickets to cultural
institutions (museums, theaters, etc.), which will improve the comprehensive quality of the activities of
cultural institutions, including: improving the quality of services of cultural institutions, improving the
planning of tourist and sightseeing routes, managing the flow of visitors to cultural institutions, eliminating
the possibility of their overflow, preventing the actions of speculators of theater and museum tickets, obtaining
significant economic effects in the public sector. The unified information system can be used by state
authorities in the field of culture, cultural institutions (museums, theaters, etc.) and the population consuming
services in the field of culture. The system proposed by the author is unique, and its application will improve
the quality of services provided by cultural institutions, ensure transparency of the ticket sale process for all
interested parties, reduce the cost of tickets by eliminating intermediary commissions, increase the revenue

side of the state budget by eliminating the possibility of ticket fraud, etc.

1 INTRODUCTION

Cultural institutions are a public value. Their
activities are aimed at preserving historical and
cultural heritage, as well as cultural education of
citizens, ensuring the priority task of the state to form
a morally mature and healthy society. There are a
huge number of cultural objects in Russia,
replenished every year with newly identified
historical and architectural monuments. According to
open data for the period of 2021 in Russia there were
88650 cultural institutions of various levels (federal,
regional, municipal) [1]. Also, a network of private
museums is slowly but developing. In this area,
Russia lags significantly behind Western countries,
but over time, the trend of creating private museums
will increase, and they will also become part of the
quantitative composition of cultural institutions in the
country.
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The services of cultural institutions are primarily
related to tourist flows. In the modern world, tourism
is an integral part of the life of all citizens of the
world. The Russian Federation is one of the world
leaders in the number of cultural objects and
institutions. Over time, the number of tourists will
only increase, this is a global trend. At the same time,
it is not possible to use the quality standards for the
provision of services that were developed 30 years
ago, since even over the past 10 years there have been
many changes in the world that have affected all
spheres of life.

In the context of the development of the digital
economy, the cultural sphere must also undergo
digitalization in order to meet the modern realities of
service provision.

In the Russian Federation, digitalization is just
starting in all sectors of the economy and production.
Currently, research is being actively conducted in the
field of digitalization, the creation of software for
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various industries is proposed [2]. At the same time,
the cultural sphere (museums and theaters) is
extremely poorly equipped with modern software and
specialized digital products. The issue of creating
software for this direction is not considered
sufficiently and is not a priority, although increasing
the tourist flow is recognized as one of the important
tasks for increasing income to budgets of various
levels.

All these changes and transformations are steadily
associated with an increase in the tourist flow,
including through local tourism, which requires
improving the quality of services and their digital
modernization, based on the needs of consumers in
modern realities.

2 RESEARCH METHODOLOGY

This study was based on an integrated approach, as
well as on general scientific (concretization,
abstraction, deduction, induction, analogy) and
special methods of cognition in relation to the subject
of research: synthesis, classification, systematization,
formalization, abstraction, modeling; qualimetric
methods (expert assessments), neural network
programming, economic and statistical methods
(ranking, statistical processing of the information
array); sociological methods (questionnaire, expert
survey, semantic differential, cross-sectional studies);
tabular and graphical methods of data interpretation.

3 RESEARCH RESULTS

The main documents on the digitalization of the
economy of the Russian Federation are Decrees of the
President of the Russian Federation dated 07.05.2018
No. 204 "On national goals and strategic objectives of
the development of the Russian Federation for the
period up to 2024" and dated 21.07.2020 No. 474 "On
National development goals of the Russian
Federation for the period up to 2030" [3, 4]. In order
to solve the problem of ensuring the accelerated
introduction of digital technologies in the economy
and social sphere, the Government of the Russian
Federation has formed the national program "Digital
Economy of the Russian Federation”, which was
approved by the minutes of the meeting of the
Presidium of the Council under the President of the
Russian Federation on Strategic Development and
National Projects dated 04.06.2019 No. 7 [5].

The list of federal projects included in the national
program "Digital Economy of the Russian
Federation™ includes the following:

- Personnel for the digital economy;

- Information security;

- Digital technologies;

- Digital public administration;

- Regulatory regulation of the
environment;

- Artificial intelligence;

- Providing Internet access through the
development of satellite communications;

- Development of human resources in the IT
industry;

- Information infrastructure.

In accordance with the regulatory documents, it is
necessary to implement the tasks of accelerated
digitalization of the economy and social sphere. In
particular, this also concerns the issue of ensuring the
activities of cultural institutions. The attendance of
cultural institutions is a profitable sphere of the
economy (tourism), as well as an important social
sphere (education of the population, education of an
educated and patriotic society of all ages and
generations). Cultural institutions perform two
important functions at once, combining economic
interests and social responsibility.

Thus, speaking about the digitalization of the
cultural sphere, it is necessary to note its relationship
with federal projects on the creation of information
infrastructure, digital technologies and regulatory
regulation of the digital environment. Next, let's look
at these terms in more detail.

Information infrastructure is a system of
organizational structures, subsystems that ensure the
development and functioning of the entire
information space of a state or a particular industry. It
includes all information means of communication,
channels, technologies  that  ensure the
interconnection of objects and facilitate consumer
access to services. It consists of a data bank, various
communication systems, digital technologies for
collecting, storing and providing information to the
consumer.

Digital technologies are technologies for
collecting, searching, storing and providing
information to the consumer in an accelerated mode
for use. They provide high speed of solving tasks and
effective interaction of consumers.

The regulatory regulation of the digital
environment is reflected in one of the federal projects,
which provides for the phased development and
implementation of legislative initiatives aimed at
removing barriers to the development of the digital
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economy and creating a favorable legal framework
for the implementation of digitalization projects in the
Russian jurisdiction.

As part of the implementation of the federal
project "Regulatory regulation of the digital
environment", it is planned to create a flexible system
of legal regulation of the digital economy, which will
remove barriers to the development of modern
technologies and the introduction of the digital
economy in various spheres of life, as well as
accelerate the development and widespread
introduction of artificial intelligence, which
determines the ability of a computer to learn, make
decisions and perform actions characteristic of human
intelligence.

The basis of digitalization for the activities of
cultural institutions may be the creation of a Unified
state information System for the purchase of tickets
to cultural institutions of the Russian Federation
(hereinafter referred to as the Unified System),
presented to users in the form of a state website and
an application for mobile devices, allowing them to
purchase tickets by authorization in the federal state
information system "Unified Portal of State and
Municipal Services (Functions)” (more - State
Services of the Russian Federation) for Russian
citizens or the introduction of identity card data for
foreign citizens. There is no such information portal
at the moment. There is an opportunity to purchase
tickets on the websites of some cultural institutions,
but this is a specific site of a museum or theater, not
every institution has such an information resource.

The creation of such a system will improve the
quality of the activities of cultural institutions,
reflecting the degree to which the characteristics of
their activities meet the requirements of consumers
and society [6, 7, 8]. In the complex, the quality of the
activities of cultural institutions can cover not only
their services directly, but also the accompanying
qualitative effects associated with the activities of
institutions.

We will highlight six components of improving
the integrated quality of the activities of cultural
institutions through the implementation of the
proposed digital project, which are as follows:

1. Improving the quality of services for the
purchase of tickets in the field of tourism, in terms of
speed and convenience. A traveler from anywhere in
the world has the opportunity to purchase tickets to
any cultural institution in Russia in a single
information resource. There is no need to search for
individual sites, to understand their reliability and
non-standard design.

2. Simplification of the process of independent
travel preparation, including drawing up a plan,
schedule of visits and movements between route
points. The system independently analyzes requests
and offers ticket purchase times for several combined
excursions or trips to cultural institutions for a day.
Independently calculates the time of visiting a
particular object and offers time-separated tickets,
taking into account the time of the excursion, the time
spent on rest and travel. The system also offers
priority options, the most closely located objects on
the day of the visit. That is, the system performs
logistics analytics. Thus, not only the process of
buying tickets is simplified, but also the most optimal
interesting route is automatically formed.

3. Exclusion of fraudulent actions of speculators
when selling tickets. For a long time, cultural
institutions and investigative agencies have been
fighting with clones of the original sites of theaters
and museums, which are created by scammers to sell
non-existent tickets or tickets at inflated prices. This
topic has caused a wide resonance in society, and so
far there has been no solution to this problem. Having
a small staff of IT specialists, the institution itself
often has no ways and opportunities to combat such
unscrupulous resources. Whereas the creation of a
centralized system with a relatively small number of
IT specialists serving all institutions at the same time
will make fraud impossible. Without a centralized
system, 88650 sites will need to be maintained and
guarded (assuming that each cultural institution has
its own website), of which more than 2800 sites are
only museums, not including theaters. And with a
single centralized state website, it is quite difficult to
create a stand-in, since it is in plain sight, and law
enforcement agencies do not need to look for the
owners of thousands of fake sites, but it will be
enough to respond to one case. Thus, fraudulent
actions are excluded, which reduces the burden on
law enforcement agencies, prevents damage to
consumers of services and cultural institutions.

Another component of fraudulent actions is the
purchase of an unlimited number of tickets for front
persons in order to create a shortage and further resell
them to citizens at an inflated cost. This problem is
also difficult to cope with in particularly popular
cultural institutions. When purchasing tickets through
a single portal, using the system of State Services of
the Russian Federation for authorization, a citizen
will be able to purchase a ticket for himself or his
family members using his passport data, specifying
their surnames, first names and patronymics. This
measure will limit the number of tickets purchased for
one surname. When visiting a cultural institution at



the entrance, the identification data of a citizen on an
electronic ticket must be verified with his identity
card. Thus, we can talk about the elimination of such
methods of fraudulent actions with tickets of cultural
institutions, which has gained quite high momentum
and causes serious damage to the economy every
year.

For example, you can take the story of the fake
website of the Mariinsky Theater [9]. In 2020, law
enforcement agencies stopped the activities of a large
network of ticket sales through twin sites. Tickets
were resold to leading theaters with high demand, to
football matches at inflated prices. It was possible to
reach a group of scammers during the investigation of
a criminal case on the sale of tickets to performances
of the Mariinsky Theater through the website. Tickets
were sold in the domain name of the Mariinsky
Theatre without the permission of the copyright
holder with the illegal use of the trademark of the
Mariinsky Theatre. The criminal case was initiated
under Part 4 of Article 180 of the Criminal Code of
the Russian Federation "lllegal use of a trademark
committed by an organized group." According to the
investigation, from 2018 to 2020, the participants of
the criminal group created more than 300 sites-
doubles of the leading cultural institutions of the
Russian Federation, as well as sports organizations.
Among them are the websites of the Bolshoi and
Mariinsky Theaters, the Chekhov Moscow Art
Theater, FC Spartak Moscow, JSC Luzhniki and
others. During this time, tickets for more than 1
billion rubles were speculatively sold through the
lookalike sites. The exact figure of the damage to the
economy has not yet been established.

This is only one of the episodes related only to the
activities of this criminal group of persons, which
caused an estimated damage to the economy of more
than 1 billion rubles. If we talk about the creation of
more than 300 sites, then for the investigation, law
enforcement agencies will need to separately consider
and open a case for each created "double" using a
domain name. This is a huge and difficult job for the
state apparatus, which will spend time and state
resources to investigate such cases.

Thus, in order to prevent fraud, it is necessary to
create a unified system that will eliminate the
possibility of buying them on any third-party sites.
Therefore, any attempt to create a double of the
system will be eliminated as soon as possible and will
create the possibility of a prompt response to such an
offense by law enforcement agencies, which was
impossible when creating a huge number of illegal
doubles, which delayed the solution of the issue, and
at this time the economic damage caused by them was

growing every day. The creation of such a system
protects the financial interests of citizens, tourists and
the state itself.

4. Reducing the number of staff required by IT
specialists. Due to the large outflow of IT specialists
from the Russian Federation, there is an acute
shortage of specialists in this field in Russia. To
ensure the high-quality functioning of websites,
cultural institutions need to spend state (budget) funds
on salaries for IT specialists or conclude a contract on
subcontracting work with an IT company.

If we are talking about 88650 institutions, then for
system administration and minimal functioning of
their website with ticket sales, everyone needs to have
at least one specialist on staff with a salary of 40,000
rubles per month and above. In this case, 88650 *
40000 = 3546000000 rubles is the minimum wage per
month, and per year — 42552000000 rubles, if each
cultural institution has its own IT specialist. An
impressive figure within the state budget. The
creation of a Unified system will make it possible to
minimize these costs and redistribute the necessary
personnel to other more needy industries, since the
functioning of such a system requires a certain
permanent and not very large staff of IT specialists
who will work in a centralized office and maintain
this system. Presumably, the maintenance of such a
system will require about 30 people working in shifts
every day, providing access to the system around the
clock, including weekends and holidays. With an
average salary of 40000 rubles per month, the amount
to be paid will be 1200000 rubles per month or
14400000 rubles per year. The figures indicate
significant budget savings, as well as the absence of
the need to look for highly qualified scarce specialists
in the field. It is enough for cultural institutions
themselves to create separate  exclusively
informational sites, which, as a rule, are not updated
so often and do not require high qualification skills,
therefore, other specialists working in cultural
institutions themselves can perform the function of
entering information data.

5. Reduction of the number of ticket offices and
cashiers. Even if we accept the minimum number of
cashiers per institution, a minimum of 21276000000
rubles can be saved per year for payment, excluding
bonuses, allowances, and the thirteenth salary. In
conditions of a shortage of personnel and a difficult
situation in the economy, this will not only
significantly save budget funds and human resources,
but by releasing them, redistribute them to other
industries in need, where there is a need for workers.

6. Organization of access to cultural institutions
for pensioners and privileged categories of citizens



who do not use the Internet by assigning a unique QR
code. Thus, it will be possible to authorize through
turnstiles in the absence of cash registers at the
entrance. Information about such visitors will be
recorded automatically and taken into account in the
statistics of visits to the Unified System, as well as in
the reports of cultural institutions. Based on the
possibility of unplanned visits by such citizens to
institutions, it is necessary to take it into account
when developing a unified system to provide for the
allocation of quotas for people to visit cultural
institutions without prior appointment, or the
allocation of separate time for them.

Thus, in order to obtain the above positive effects,
it is necessary to develop a Unified system.

Next, we will consider this project to create a
unified information  system, proposed for
implementation in the form of a state website and an
application for mobile devices, from the point of view
of such areas as the creation of information
infrastructure, the creation of digital technologies and
regulatory regulation of the digital environment,
which are included in the list of federal projects of the
national program "Digital Economy of the Russian
Federation™ [5].

1. Creation of information infrastructure during
system development:

- provide information interaction between all
institutions of a particular branch of culture, museums
and theaters;

- itwill allow analyzing the availability or absence
of tickets for a certain time in institutions, offering
tickets to the user based on the availability of seats,
the workload of the institution of interest with
scheduled visitors and logistical remoteness;

- it will simplify the planning of the route of an
independent tourist, as the time for searching for hotel
sites is reduced, an automatic analysis of the
availability or absence of vacant seats is performed,
the most optimal route from the point of view of
logistics is proposed, thereby providing tourist access
to information in the least time-consuming way,
preventing time and financial losses.

This approach will not only reduce the preparation
time for the trip, but also avoid the influx and
overflow of museums and theaters, since tourists will
be offered different options for visits and routes,
which will allow functionally and as evenly as
possible to divide the tourist flow. It will also ensure
attendance control in accordance with identity
documents, which is also the security policy of the
state in the current turbulent foreign policy
conditions. Each visitor will be identified and
recorded in the database.

2. Creation of digital technologies. The
appearance of a new application for mobile devices,
which will significantly simplify the purchase of
tickets, is part of a program to create digital
technologies that are designed to make life easier for
citizens, as well as improve the quality of service
provision. The new platform should be available for
free download on the Internet so that both Russian
citizens and foreign citizens can use it without
restrictions to purchase tickets from anywhere in the
world.

Considering the creation of such an application
from the point of view of the quality of services, it is
necessary to use artificial intelligence when finalizing
and improving it. No computer program in the world
(except artificial intelligence) is capable of providing
the highest quality services for a huge number of
people. Only artificial intelligence can quickly and
individually select programs for a specific user,
taking into account his cultural preferences, place of
residence, priorities, traffic jams in the city and other
factors.

Based on the data entered by the user, the
application evaluates the preferences of the consumer
and offers him a list of institutions that are most
suitable for him to visit. Artificial intelligence
conducts a full check of the database, which includes
the availability of free tickets and time on certain
days, the distance of the route, calculates logistics to
destinations and gets the result of the maximum visit
by the number of objects based on all of the above
factors. It actively interacts with all city electronic
systems, works out and suggests routes in advance,
purchases tickets for a certain day and time to a
cultural institution, selects objects to visit based on
consumer requests, selects a logistics route with
public transport numbers or helps him book a taxi.
The application also selects places of leisure and
recreation and offers a choice.

Such an intelligent Application is extremely
relevant, due to the increasing trend of
individualization of preferences, which consists in the
fact that a tourist wants to be an individual unit and
receive, first of all, the highest quality service, which
is impossible without taking into account the
individual needs of the consumer. Today, people
prefer to travel independently, because only in this
way, each consumer can satisfy their individual needs
as much as possible, which consist of accommodation
(comfort, remoteness), personal interests (visiting
certain cultural objects of a certain orientation), a
comfortable visiting regime and time for rest. And in
group tours it is impossible to achieve a high level of
tourism due to the uniformity of the program and the



lack of an individual approach, as well as the
independent formation of an individual tour has a
high cost and takes a lot of time, which makes this
method irrelevant for most tourists.

Also, such an Application with Al is interesting
because it can be used in any country in the world.

The future of the tourist flow is associated with an
increase in the number of individual tourists,
therefore, the creation of such an Application using
artificial intelligence will actively contribute to the
development of this trend in modern digital
conditions.

Such a digital platform does not exist in any
country in the world today, its creation will bring our
country to the forefront of digitalization of the
cultural industry in the world.

3. Normative regulation of the digital
environment. When creating a Unified system, it will
be necessary to make changes to the regulatory
framework governing the activities of cultural
institutions. That is, amendments are required to the
"Fundamentals of the Legislation of the Russian
Federation on Culture" (approved by the Supreme
Court of the Russian Federation on 09.10.1992 No.
3612-1) (ed. from 12/28/2022) [10].

The authorized federal executive authority will
have to approve, in accordance with the procedure
established by law, the form of an electronic ticket,
subscription to entertainment events held by
performing arts organizations and museums as strict
reporting forms containing the details of the ticket,
subscription. Changes should be made to the
procedure for reporting on the purchase of electronic
tickets through a Unified system.

To change the legal basis, to allow the sale of
tickets only through a Unified system, state website
or application, canceling the powers of museums and
theaters to sell tickets.

Prohibit the sale of tickets by ticket offices that
charge a percentage of the cost for customer service.
Ticket offices charge from 5 to 10% of the ticket price
as a commission from the consumer. The application
will reduce all intermediaries who do not contribute
to the development of the industry, but only constitute
an additional burden on consumers. When selling
tickets through the application, it is proposed to
charge a fee of no more than 1% of the ticket price in
order to make a completely imperceptible increase in
the ticket price for the consumer. This will allow not
only to achieve self-sufficiency in the shortest
possible time, but also to cover the costs of
maintaining a staff of IT specialists to maintain the
system, maintain it in working condition, upgrade and
upgrade, as well as save the consumer money and

allow them to work in the complete absence of budget
funding.

The integration of a Unified system will make the
cultural sphere more accessible to the population
from a financial point of view, reducing consumer
spending, which also affects people's planning of
their leisure and leisure time.

It is also necessary to develop and amend the
budget legislation of the Russian Federation, since it
is necessary to provide for a system of distribution of
funds received after sale to certain museums. The
procedure for transferring them to settlement
accounts in the treasuries of the institutions
themselves or other authorized bodies. Currently,
funds from ticket sales go directly to the account of
the museum or theater itself. After the introduction of
the Unified System, it is necessary to develop a new
procedure for the movement and distribution of
proceeds. The receipt of excess profits by one
institution for several years will allow for analysis
and, possibly, redistribute some of the excess funds to
maintain unpopular or hard-to-reach cultural
institutions whose incomes are low relative to popular
institutions.

Amendments to the legislation on identification
through the Public Services Application when buying
tickets is an important security measure and a
measure to curb illegal ticket speculation.

To introduce into the Budget Code of the Russian
Federation an article on the financing of the creation
and annual allocation of funds to pay salaries to
specialists who support the work of the Unified
System.

The system should be managed by Ministries at
the federal level.

4 DISCUSSION OF THE
RESULTS

Many works of foreign and domestic scientists are
devoted to certain issues of public administration,
digital transformation of various spheres of the
economy and quality management. However,
insufficient attention is paid to the issue of
comprehensive improvement of the quality of
services of cultural institutions based on
digitalization.

In this article, the author examines the concept of
"quality of services of cultural institutions" and ways
to improve it, including the proposal to create an
Application for the purchase of tickets to cultural
institutions of the Russian Federation. Such a system



meets the main directions of the national project on
digitalization of the economy in terms of creating
information  infrastructure,  creating  digital
technologies and regulatory regulation of the digital
environment and the main objectives of cultural
policy to increase attendance at cultural institutions of
the Russian Federation.

The application can be used by state authorities in
the field of culture, cultural institutions (museums,
theaters, etc.) and the population consuming services
in the field of culture. The Unified System proposed
by the author is unique, and its application will
improve the quality of services provided by cultural
institutions, ensure transparency of the ticket sales
process for all interested parties, reduce ticket prices
by eliminating intermediary commissions, increase
the revenue side of the state budget by eliminating the
possibility of ticket fraud, etc.

5 CONCLUSIONS

One of the directions of digitalization in the field of
culture may be the creation of a Unified state
information system of the purchase a tickets to
cultural institutions of the Russian Federation,
presented to users in the form of a state website and
an application for mobile devices, necessary to satisfy
the growing needs of society and the state, aimed at
improving the quality of the operation cultural
institutions.

Comprehensive improvement of the quality of the
activities of cultural institutions based on
digitalization, in particular, the introduction of a
Unified system, is due to the positive effects of the
creation of this system, which consist in improving
the quality of services provided by cultural
institutions, as well as the growth of concomitant
effects for tourists and society, which will affect the
increase in tourist flow and income to the budget. The
digital platform will reduce budget expenditures by
billions of rubles annually, not only for paying IT
specialists and employees (cashiers) in cultural
institutions, but also for additional expenses of law
enforcement agencies preventing the commission of
offenses in this area. It will also bring positive
dynamics in the development of other areas of the
digital economy, as it will allow reorienting the forces
of scarce IT personnel to other popular sectors of the
economy.

There is no such system in the world. Its creation
will lead Russia to a leading position in the
digitalization of the cultural industry, in terms of the
sale and sale of tickets to cultural institutions, which

will ensure the implementation of the Decrees of the
President of the Russian Federation about the
digitalization of the Russian economy, as well as
improve the quality of the operations of cultural
institutions.
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