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© Buhalis, D., 2022, 
Tourism Management and 
Marketing in 
Transformation:

Introduction and 
Editor’s Statement, in 
Buhalis, D., (ed)

Encyclopedia of 
Tourism Management 
and Marketing 
EDWARD ELGAR 
PUBLISHING

https://www.elgaronline.com/pa
ge/Encyclopedia/encyclopedia-
of-tourism-management-and-
marketing

https://www.academia.edu/44983865

https://doi.org/10.4337/9781800377486
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SMART 
TOURISM
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“Creativity is just 
connecting things.”

Steve Jobs

8

https://tinyurl.com/ScholarBuhalis
https://orcid.org/0000-0001-9148-6090
https://www.linkedin.com/in/dimitriosbuhalis/
https://www.facebook.com/ProfessorDimitriosBuhalis
http://www.twitter.com/buhalis
https://www.youtube.com/ProfessorDimitriosBuhalis
https://www.elgaronline.com/page/Encyclopedia/encyclopedia-of-tourism-management-and-marketing
https://www.elgaronline.com/page/Encyclopedia/encyclopedia-of-tourism-management-and-marketing
https://www.elgaronline.com/page/Encyclopedia/encyclopedia-of-tourism-management-and-marketing
https://www.elgaronline.com/page/Encyclopedia/encyclopedia-of-tourism-management-and-marketing
https://www.academia.edu/44983865


BUSINESS TRANSFORMATION 
SMART TOURISM
in the AI ROBOTS and 
METAVERSE ERA

6/15/23© Professor Dimitrios Buhalis          www.Buhalis.com 
Google SCHOLAR https://tinyurl.com/ScholarBuhalis ORCHID https://orcid.org/0000-0001-9148-6090

LINKEDIN https://www.linkedin.com/in/dimitriosbuhalis/ Facebook https://www.facebook.com/ProfessorDimitriosBuhalis
@buhalis Twitter http://www.twitter.com/buhalis YouTube: https://www.youtube.com/ProfessorDimitriosBuhalis

3

Where it all began ….1987!
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VISION 2030:  AGILITY 
Smart & Agile Cocreation 
of knowledge and value 
for all stakeholders 

Anthropocentric and Value focused
Empathy and community engaged
Stakeholder dialogue and progress
Innovation & Inspiration driven 
Technology empowered
Connected and Agile in Real time 
Entrepreneurial and holistic 
Globally aware and focused
Always evolving, forever innovating
Everything in Beta constantly improving
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SMART NESS
Smartness takes advantage of interconnectivity and 
interoperability of integrated technologies to reengineer 
processes and data in order to produce innovative services, 
products and procedures towards maximising value for all 
stakeholders.

This reengineering enables shaping products, actions, 
processes and services in real-time, by engaging different 
stakeholders simultaneously to optimise the collective 
performance and competitiveness and generate agile 
solutions and value for all involved in the value system.

Smartness is the glue of interoperable, interconnected and 
mutually beneficial systems and stakeholders and provides 
the infostructure for the value creation for all.

Buhalis, D. (2020), "Technology in tourism-from information communication 
technologies to eTourism and smart tourism towards ambient intelligence 
tourism: a perspective article", Tourism Review 75(1), 267-272
https://doi.org/10.1108/TR-06-2019-0258https://unsplash.com/photos/zFYUsLk_50Y
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smartness and agility 
towards value co-creation and competitivess building at 
the destination level as a network

• Networks: Interoperability and interconnectivity
• Internet of Things and Internet of Everything
• Sensors and Beacons
• Big Data and Data Analytics
• Social Media, Web 2.0 and User Generated Content
• Technological enablers for tourism, travel and hospitality 
• Customer and Service Dominant Logic 
• Value co-creation of experience
• The concepts of co-creation and co-opetition

Buhalis, D. 
(2020), 
"Technology in 
tourism-from 
information 
communication 
technologies to 
eTourism and 
smart tourism 
towards ambient 
intelligence 
tourism: a 
perspective 
article", Tourism 
Review 75(1), 
267-272
https://doi.org/1
0.1108/TR-06-
2019-0258
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Photo by Robynne Hu on Unsplash

FUTURE 
PROOFING

TOURISM 

Ambient Intelligence
Smart Cities and Smart Tourism

Artificial Intelligence and ChatGPT 
Robots-Bots-Autonomous-Drones

Hybrid living & traveling: Metaverse

13
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Buhalis, D., 
Leung, D., 
Lin, M., 2023,

Metaverse as a 
Disruptive Technology 
Revolutionising 
Tourism Management 
and Marketing, 

Tourism Management, 

Vol.97, 104724, 

https://doi.org/10.1016/j
.tourman.2023.104724

-14
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EMPOWERING 

ARTIFICIAL INTELLIGENCE
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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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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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EMPOWERING 

ARTIFICIAL INTELLIGENCE
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Dwivedi, Y., et al , 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  .

19
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Artificial 
Intelligence 

Yogesh K. Dwivedi, Nir Kshetri, Laurie Hughes, Emma Louise Slade, Anand Jeyaraj, Arpan Kumar Kar, Abdullah M. Baabdullah, Alex Koohang, Vishnupriya Raghavan, Manju Ahuja,
Hanaa Albanna, Mousa Ahmad Albashrawi, Adil S. Al-Busaidi, Janarthanan Balakrishnan, Yves Barlette, Sriparna Basu, Indranil Bose, Laurence Brooks, Dimitrios Buhalis, Lemuria
Carter, SoumyadebChowdhury, TomCrick, Scott W. Cunningham, Gareth H. Davies, Robert M. Davison, Rahul Dé, Denis Dennehy, Yanqing Duan, Rameshwar Dubey, Rohita Dwivedi,
John S. Edwards, Carlos Flavián, Robin Gauld, Varun Grover, Mei-Chih Hu, Marijn Janssen, Paul Jones, Iris Junglas, Sangeeta Khorana, Sascha Kraus, Kai R. Larsen, Paul Latreille,
Sven Laumer, F. Tegwen Malik, Abbas Mardani, Marcello Mariani, Sunil Mithas, Emmanuel Mogaji, Jeretta Horn Nord, Siobhan O’Connor, Fevzi Okumus, Margherita Pagani, Neeraj
Pandey, Savvas Papagiannidis, Ilias O. Pappas, Nishith Pathak, Jan Pries-Heje, Ramakrishnan Raman, Nripendra P. Rana, Sven-Volker Rehm, Samuel Ribeiro-Navarrete, Alexander
Richter, Frantz Rowe, Suprateek Sarker, BerndCarsten Stahl, Manoj Kumar Tiwari, Wil van der Aalst, Viswanath Venkatesh, Giampaolo Viglia, Michael Wade, Paul Walton, JochenWirtz,
RyanWright, 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 

23

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 

https://unsplash.com/photos/q140lHKzXZY

24

https://tinyurl.com/ScholarBuhalis
https://orcid.org/0000-0001-9148-6090
https://www.linkedin.com/in/dimitriosbuhalis/
https://www.facebook.com/ProfessorDimitriosBuhalis
http://www.twitter.com/buhalis
https://www.youtube.com/ProfessorDimitriosBuhalis
https://doi.org/10.1016/j.ijinfomgt.2023.102642


BUSINESS TRANSFORMATION 
SMART TOURISM
in the AI ROBOTS and 
METAVERSE ERA

6/15/23© Professor Dimitrios Buhalis          www.Buhalis.com 
Google SCHOLAR https://tinyurl.com/ScholarBuhalis ORCHID https://orcid.org/0000-0001-9148-6090

LINKEDIN https://www.linkedin.com/in/dimitriosbuhalis/ Facebook https://www.facebook.com/ProfessorDimitriosBuhalis
@buhalis Twitter http://www.twitter.com/buhalis YouTube: https://www.youtube.com/ProfessorDimitriosBuhalis

7

CONFIDENTIAL▮▮ دّ-قم
25

KALAMATA 
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KALAMATA 
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KALAMATA 
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3. Next Steps
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Lee Mallon designs the MRLEE hotel collection.

Christos Ditoras
creation
Parga Greece in outer space
Microsoft Bing "Image Creator”
 

Christos Ditoras
creation
Parga Greece
neoclassical buildings
Microsoft Bing "Image Creator”
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AI FAKE IMAGES 
Observer uses AI to imagine what it might 
look like if police do take Trump down

SOURCE https://mol.im/a/11886195 
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39https://www.linkedin.com/pulse/following-your-passion-what-you-had-skills-do-thing-love-lee-mallon

Lee Mallon designs the MRLEE hotel collection.
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Stay in touch with Dimitrios

Bournemouth University 
Business School 

International Centre of Tourism and 
Hospitality Research

Professor Buhalis Dimitrios     WWW.BUHALIS.COM

Dimitrios Web: http://www.buhalis.com 

WeChat: ProfBuhalis 

Twitter: @Buhalis

Facebook: https://www.facebook.com/ProfessorDimitriosBuhalis

Linkedin https://www.linkedin.com/in/dimitriosbuhalis/
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