
HOW IS TOURISM USING 
AI?

RETHINK TOURISM 2024



Who 
am I?
AI, Data-Driven Innovation and Tourism

Data Skills Lead for Scotland

BBC Horizon

Bosnia & Herzegovina

Civil Servant - London Olympics







Europe's Leading
Traveltech Hub

Scotland is one of Europe’s leading traveltech hubs, alongside Amsterdam, Berlin 

and Barcelona.

Over 200 Traveltech businesses...



A M A R A’ S  L AW

“We tend to overestimate the effect of 

a technology in the short run and 

underestimate the effect in the long 

run”



Text: Insights and Code: 

  

Images and Video: Music:

What can be generated?
The ‘outputs’



Data, Code and 

SoftwareText
Images, Audio and 

Video

Web Content

(RAG)

What can be interpreted?
‘The ‘inputs’



DATA AND 
SOFTWARE

TEXT IMAGES, AUDIO AND 
VIDEO

WEB CONTENT

MULTI-MODAL AI



Lego Companion

https://brickit.app

https://brickit.app


Using GenAI in Tourism

Marketing

Copy and Images

Customer

Service

Review and Complaint 

Handling

Itineraries

'Things to do'



Using the ‘Tools’ Buyer & Builder

AI ADOPTION

Like Google Gemini, Claude, ChatGPT ‘Productionise - often using open source

 models or enterprise AI



Traveltech
Investing
Patterns
 
Source: Luthansa



Customer Service /
Engagement
Handling customer enquiries



Automated Enquiry Handling

Receive 100's of

bespoke, non-standard 

emails

Used AI to 'read', 

'understand' and identify 

the next action

Initiates the next 

action for 80% of 

enquiries

Trialled using automated 

voice messages

In just two days work (April 2023)...



Whatsapp dialogue



Replacing the guest book!



Text to voice, in conversational, natural language

Contact Centre as a Service

PolyAI - Used in Hotel customer service



Accurate Translation
In so many languages...



3D Models and Content
Much faster to create interactive VR and AR experiences...

Bezi3D AI Studio

https://ltx.studio


Play the part
Characters produce better ideas?



Winter Bre-AI-k
Even AI needs a break...



Avatars and Holograms..?

Accurate complex

dialogue (with character)

Multi-lingual, real-time 

translation

Creating detailed avatars 

and 

3D models

Avatar / embodied

Assistants?

(In your own likeness!)

AI capable of....



Dial Dali
Ask Dali anything you want...



Hello Vincent, my old friend...



Promotion, marketing & 
discoverability
Encouraging and influencing responsible tourism



When all of the 
colours get mixed
together...
You get a generic brown sludge and everything looks the same



“fosters...”



AI Itineraries and planning
1000s of startups...not so much traction



AI Itineraries and planning
Business to Business

Trip Boutique



For Travel Agents 
Productivity tooling for established agents...

Vacay



The Niche path
Plan my roadtrip, my bike trip...



Google Gemini
The world’s most powerful travel app(s)?



Google Maps
The world’s most powerful travel app(s)?



Travel Assistants
Backed by the biggest names in Traveltech



Not so 
Ordinary 
People?



Curated influencer experiences



Obvlo
Curation is having a comeback....





Stretching Risk Appetite?
The importance of serendipity and surprise 



Stretching Risk Appetite?
The importance of serendipity and surprise 



Do we have the data?
Opening hours, reliability, no longer operating?



IKEA Effect
People place higher value on things they helped to build or create.



AUTOMATION AGENCY

DIAL IT UP OR DOWN



Finding the right thing, not just those that paid the most

Improved Search?

Perplexity.ai



AI Agents
The importance of serendipity and surprise 



Direct Booking
Will AI Agents defeat the Online Travel Agents?



Helping visitors find their specific niche and needs

Get detailed and specific...

Free form chat enables 

more nuanced

questions...

Actively work

to rank highly in

the most popular

models

Gather specific and 

detailed local knowledge

Refresh the data 

and use the latest models!



How is AI practically
helping SMEs?
The organisational models to innovate with AI





Back to Front

Source: An accurate diagram of an independent hotel tech stack



RPA + AI

Collecting financial 

data from various 

systems

Compiles data into a 

standard

format

Automatically 

generating a financial 

report

Rapid insights, trends, 

and forecasts

Business

Decision-

Making



Process Automation (RPA) + AI



Procurement



A truly unique gift?



Be My Eyes
Making the inaccessible, accessible

Build in detailed info for accessibility

Faster descriptions and labeling

Multi-modal AI for multi-sensory communication



Custom GPTs
Activating Turin Castle’s internal knowledge bank



Holiday Extras
AI embedded across the organisation...

Anything (Conversational)

 

360 feedback summary

 

HX tone of voice

 

Help to give feedback

 

Objective writer

 

Write me an email

 

Merchandising

 

Contract or T&Cs review

 

Report writer

 

German/English translator

  

Jargon buster

 

Query chat scoring

 

Booking opportunity scoring

 

Email scoring

 

Growth Strategy

 

Image Creator

 



General Purpose Technology



AI Adoption Journey
How should businesses do this?

Consider staff 

100% dedicated 

to AI 

(prompt engineer?)

Where can you automate 

/ add the most value / 

save the most time

It’s (still) all 

about the data

Practical

Prototyping



Being responsible  
Considering the ethical and environmental dimensions
when using AI...



The Ethical Questions
How can we use this ethically?

False or
Misinformation

Data
Privacy

Biased
Responses

Black Box
Problem

Legal and
Copywright

Climate
Impact



Hallucinations
Failure to implement sufficient AI guardrails



“We generally trust others until given a reason to do 

otherwise. However, as the output from large language 

models and generative AI becomes increasingly 

indistinguishable from that produced by humans, it’s time 

to consider a new paradigm: 

“default to distrust”

S H E L LY  PA L M E R



Test, Test, Test
Mitigating the Air Canada mishap!

Dial down model 

autonomy

Only using 

your data

Quality

Assurance AI

AI Agents checking 

AI  Agents

Red Team - 

test and refine



The Ethical Questions
How can we use this ethically?



Source: Nesta ‘Future Signals’ - Illustration by Chen Wu



Consent needed

Source: Nesta ‘Future Signals’ - Illustration by Chen Wu

Only trained on images where consent is explicitly granted



In my style...
AI image generation in the style of unique creators



Scraping the barrel?
New economics of AI?



HUGE Climate Impact



The Ethical Questions
How can we use this ethically?

False or
Misinformation

Data
Privacy

Biased
Responses

Black Box
Problem

Legal and
Copywright

Climate
Impact



False or
Misinformation

Black Box
Problem

Legal and
Copywright

Data
Privacy

Biased
Responses

Climate
Impact

Collective Intelligence
Working with AI



Edinburgh Futures Institute



CURATIONCONVENIENT

AI DESIGN

CHALLENGE



joshua.ryan-saha@ei.ed.ac.uk

www.traveltech.scot


	Slide 1
	Slide 2
	Slide 3
	Slide 4
	Slide 5
	Slide 6
	Slide 7
	Slide 8
	Slide 9
	Slide 10
	Slide 11
	Slide 12
	Slide 13
	Slide 14
	Slide 15
	Slide 16
	Slide 17
	Slide 18
	Slide 19
	Slide 20
	Slide 21
	Slide 22
	Slide 23
	Slide 24
	Slide 25
	Slide 26
	Slide 27
	Slide 28
	Slide 29
	Slide 30
	Slide 31
	Slide 32
	Slide 33
	Slide 34
	Slide 35
	Slide 36
	Slide 37
	Slide 38
	Slide 39
	Slide 40
	Slide 41
	Slide 42
	Slide 43
	Slide 44
	Slide 45
	Slide 46
	Slide 47
	Slide 48
	Slide 49
	Slide 50
	Slide 51
	Slide 52
	Slide 53
	Slide 54
	Slide 55
	Slide 56
	Slide 57
	Slide 58
	Slide 59
	Slide 60
	Slide 61
	Slide 62
	Slide 63
	Slide 64
	Slide 65
	Slide 66
	Slide 67
	Slide 68
	Slide 69
	Slide 70
	Slide 71
	Slide 72
	Slide 73
	Slide 74
	Slide 75
	Slide 76

