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“Creativity is just 
connecting things.”

Steve Jobs
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Where it all began ….1987!
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SMART TOURISM:
Artificial Intelligence 
Ambient Intelligence

Metaverse 
Robots and Autonomous
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Ambient Intelligence (AmI) 

introduces smart systems to everyday environments 
propelling interconnectivity and interoperability 

of all systems, vehicles and devises 
through the Internet of Everything 

technical developments, including:
artificial intelligence (AI), Machine Learning (ML), 

ambient connectivity through wide area wifi and 5G, 
autonomous vehicles and robotics 

AmI pushes markets and activities towards smart, 
interconnected environments and marketplaces.

Buhalis, 2020, Technology in tourism- From Information Communication 
Technologies to eTourism and Smart Tourism towards Ambient Intelligence 
Tourism: A perspective article, , Tourism Review, Vol. 75(1) 
https://doi.org/10.1108/TR-06-2019-0258. 
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Generative Pre-training Transformer (GPT) 
• architecture is a language model that attempts to 

predict the likelihood of a sequence of words a typical 
human interaction is likely to create

• through generative and discriminative algorithms, 
typically through the application of deep learning and 
transformer architectures of neural networks

• ChatGPT uses a combination of unsupervised pre-
training and supervised fine-tuning 

• to generate human-like responses to queries and 
provide responses to topics that resemble that of a 
human expert.

D w iv e d i, Y.K .,  K s h e tr i,  N ., H u g h e s , L .,  S la d e , 
E .L .,  Je ya ra j,  A .,  K a r, A .K .,  B a a b d u lla h , A .M ., 
K o o h a n g , A ., R a g h a va n , V., A h u ja , M ., 

A lb a n n a , H ., A lb a s h ra w i, M .A ., A l-B u s a id i,  
A .S .,  B a la k r is h n a n , J .,  B a r le tte , Y.,  B a s u , S .,  

B o s e , I . ,  B ro o k s , L .,  B u h a lis , D ., C a rte r, L .,  
C h o w d h u ry, S .,  C r ic k , T.,  C u n n in g h a m , S .W., 

D a v ie s , G .H ., D a v is o n , R .M ., D é , R .,  D e n n e h y, 
D ., D u a n , Y.,  D u b e y, R .,  D w iv e d i, R .,  E d w a rd s , 
J . ,  F la v iá n , C .,  G a u ld , R .,  G ro v e r, V.,  H u , M C ., 

Ja n s s e n , M ., Jo n e s , P.,  Ju n g la s , I . ,  K h o ra n a , S .,  
K ra u s , S .,  L a rs e n , K .,  L a tre il le , P.,  L a u m e r, S .,  
M a lik , T.,  M a rd a n i, A .,  M a r ia n i, M ., M ith a s , S .,  
M o ga ji,  E .,  N o rd , J .,  O ’C o n n o r, S .,  O ku m u s , F.,  
P a ga n i, M ., P a n d e y, N , P a p a g ia n n id is , S .,  

P a p p a s , I . ,  P a th a k , N ., P r ie s -H e je , J .,  R a m a n , 
R .,  R a n a , N ., R e h m , S V., R ib e iro -N a va rre te , S .,  

R ic h te r, A .,  R o w e , F.,  S a rke r, S .,  S ta h l, B .,  
T iw a r i,  M ., va n  d e r  A a lst , W., Ve n ka te s h , V.,  
V ig lia , G ., W a d e , W., W a lto n , P.,  W ir tz , J . ,  

W r ig h t , R .,  ,  

2023, “So what if ChatGPT wrote 
it?” Multidisciplinary perspectives 
on opportunities, challenges and 
implications of generative 
conversational AI for research, 
practice and policy, I
nternational Journal of 
Information Management, 
Vol. 71, 102642, 
https://doi.org/10.1016/j.ijinfomg
t.2023.102642

17
CONFIDENTIAL▮▮ دّ-قم

Bulchand-Gidumal, 
J., William, E., 
O’Connor, P., 
Buhalis, D., 2023, 

Artificial 
Intelligence’s 
impact on 
Hospitality and 
Tourism Marketing: 
Exploring key 
themes and 
addressing 
challenges, 

Current Issues in 
Tourism, 
https://doi.org/10.
1080/13683500.20
23.2229480.
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ARTIFICIAL INTELLIGENCE = 
MACHINE THAT THINKS AND ACTS 
• AI reengineers processes and procedures by enabling data analytics 
• AI empowers the augmented worker 
• AI performs mass personalization and customization. 

• AI impacts relationships with stakeholders by determining :
• return on investment; 
• improving sustainability; 
• governing legal aspects and
• ethics regarding data use. 

• AI supports networks to which the organizations belong by concentrating and 
integrating organizations 

• AI alters value chains and transforms distribution models. 

• AI transforms customer processes and services by engaging smart and 
predictive customer care 

• AI employs predictive and augmented product and service design.
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Generative 
Design  AI

5 - 10 years
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Artificial 
Intelligence 

Yogesh K . Dw ived i, N ir K she tri, Laurie Hughes, Emm a Lou ise S lade , Anand Jeya ra j, A rpan Kum ar Kar, Abdu llah M . Baabdu llah , A lex Koohang , V ishnup riya Raghavan ,
M an ju Ahu ja , H anaa A lbanna , M ousa Ahm ad A lbashraw i, Ad il S . A l-Busa id i, Jana rthanan Ba lakrishnan , Yves Barle tte , S ripa rna Basu , Ind ran il B ose , Laurence B rooks,
D im itrios Buha lis , Lem uria Carte r, Soum yadeb Chowdhury, Tom C rick , Sco tt W. Cunn ingham , G are th H . D av ies , Robert M . D av ison , Rahu l D é , D en is D ennehy, Yanq ing
Duan, Ram eshwar Dubey, Roh ita Dw ived i, John S . Edwards, Carlos F lav ián , Rob in G au ld , Va run G rove r, M e i-Ch ih Hu, M arijn Janssen , Pau l Jones, Iris Jung las , Sangee ta
Khorana , Sascha K raus, Ka i R . La rsen , Pau l La tre ille , Sven Laum er, F. Tegwen M a lik , Abbas M ardan i, M arce llo M arian i, Sun il M ithas, Emm anue l M oga ji, Je re tta Horn
Nord , S iobhan O ’Connor, Fevz i O kum us, M argherita Pagan i, N eera j Pandey, Savvas Papag iann id is , Ilias O . Pappas, N ish ith Pa thak , Jan P ries-He je , R am akrishnan
Ram an, N ripend ra P. Rana , Sven-Vo lke r Rehm , Sam ue l R ibe iro -Nava rre te , A lexander R ichte r, F rantz Rowe, Sup ra teek Sarke r, B e rnd Carsten S tah l, M ano j Kum ar T iw ari,
W il van der Aa ls t, V isw ana th Venka tesh , G iam pao lo V ig lia , M ichae l Wade , Pau l Wa lton , Jochen W irtz , R yan W right, 2023 ,

“So what if ChatGPT wrote it?” Multidisciplinary perspectives on opportunities, challenges and
implications of generative conversational AI for research, practice and policy, International Journal of
Information Management, Vol. 71, 102642, https://doi.org/10.1016/j.ijinfomgt.2023.102642
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Demand side: TOURISTS

https://unsplash.com/photos/0dk3OAsdnHk

• Traveller information is critical for their satisfaction. 
• plan their trips and make the most of their travel 

experiences.
• search for information, construct itineraries 
• search for specialised services, 
• eliminate choice 

• select suitable timetables
• evaluate alternative products and services. 

• Context dependent dynamic Itineraries
• extensive information provided by several 

organisations 
• Search engines, such as google, since early 2000 
• lists of websites in order to then co-create their 

experience 

• ChatGPT offers the opportunity to combine a range 
of different resources 

• provides a comprehensive text answer enquiries 
• quick and accurate information 
• in natural and native language 

24

Supply side: INDUSTRY

• ChatGPT can assist Tourism, Travel, Transport and Hospitality 
organisations with customer phasing and back-office functions.

• answer traveller enquiries by generating information and answers 
about destinations, and attractions. 

• Providing travel recommendations for events, and activities, 
hotels, 

• assist with booking and reservation inquiries 
• provide guests with information about availability and pricing 
• assist with the booking and reservation process. 

• ChatGPT can personalise recommendations for guests based on 
their interests, abilities, disabilities and preferences. 

• create alternative itineraries, routes and transportation options
• evaluate alternatives for travel planners, corporate travel 

companies and agencies and tour operators

• communicate with travellers in multiple languages
• generate marketing content and detailed descriptions for 

attractions, hotel rooms, facilities, and services
• develop destination content for use on websites and social 

media. 
• Menu engineering and recipe development improve service 
• enhance the travel experience, streamline operations and !""#$%&&'($#)*$!+,-. &#!-"-$&/012)345678
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Dynamic Pricing Models
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Predictive Maintenance for Airlines
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AI Customer Support Chatbots
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ORDERING PIZZA 
CHANGES WITH AI 

https://youtu.be/j3xwNBEWDhY 
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Artificial Intelligence 
Human VS Machine  
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Artificial Intelligence 
Machine VS Machine  
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