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Digital Transformation 



Digital Transformation 

Innovation

Efficiency

Tourist Experiences

Productivity 

Access and Inclusion 



Key Technology Enablers

AI Blockchain IoT AR/VR 



Artificial Intelligence

Natural Language Processing

Knowledge Representation

Automated Reasoning

Machine Learning

Computer Vision

Robotics

Russell & Norvig, 2003 



Artificial Intelligence

Huang & Rust, 2018 



Intelligent Robots
Sensory, Mobility, & Thinking

• Sensor
• Contact and non-contact sensors

• Interactive 
• Human–robot interaction

• Autonomous 
• Correct thinking and judgment 

Lau, Lin, & Wu, 2018



AI & Robotic Applications

Self-Driving Vehicles 

Chatbots

Service Robots

Recognition Tech 

Automated Everything 







Self-Service



Implications 

Service Quality

Service Personnel

Human – Computer Interaction (HCI)

User Experience (UX)



Implications 

Quality of Experiences

Control, Liabilities 

Disuse, Misuse, Abuse 

Inclusion?



Tourism Encounter



Tourism Encounter



Tourism Encounter



Implications 

Roles of Employees

Substitution vs Augmentation 

Provision of Decent Work



Seamless Journey 

A I B O R D E R C O N T R O L



Personalization 



Implications

Personal data 

Privacy 

Ethics 



Tomorrow’s Tourism 

A sustainable future: a possibility?



Tomorrow’s Tourism 

Letters from the Future: Travel in 2039



Tomorrow’s Tourism 

Mars Destination

RobotService

Hover-
Walk

Transportation



Tomorrow’s Tourism 

Restaurants in 2039



Tomorrow’s Tourism 

Eliminate friction points

Carry out mundane tasks

Upskill employees

Create agile service organisations



AI: Key Priorities

Economic and social impacts of AI

Ethical and legal issues around AI

Verification and validation 

Control (human-in-the-loop)

Russell, Dewey, & Tegmark, 2015 
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