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Abstract
Artificial intelligence (AI) has now penetrated all aspects of human life and various industries. Technology has always 
played a key role in tourism and hospitality (T&H). Although various aspects of AI application in the tourism industry 
have been studied so far, its impact on human resources (HR) and the workforce has not been well explored. The 
purpose of this research is to investigate the feasibility of using AI in tourism and travel agencies and its effects on HR 
performance. At first, interviews were conducted with people working in three tourism agencies located in two tourist-
friendly provinces of Iran. Twelve semi-structured interviews were conducted with directors, managers, and employees. 
The findings were then qualitatively analyzed and categorized. The results showed that all employees had embraced 
the digitalization of tourism and were aware of its benefits, including 24/7 service and data analysis. There were many 
different opinions and sometimes concerns about job security and organizational roles. Despite the serious challenges of 
implementing AI in agencies, such as cost, infrastructure, and workforce training; most people welcomed it. We suggest 
an AI-human combined system to improve the performance of HR in tourism agencies.
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1. Introduction 
Back in the early 19th century, as railways began to take off, the 
system of post-coaches was already playing a vital role in sharing 
news, transporting people, and moving goods. The revolution in 
communications is still unfolding [1]. With the introduction of 
technologies like telephones and fax machines, travel agencies 
were able to connect with their clients and suppliers much more 
efficiently, marking a significant leap in industrial operational 
efficiency [2]. In the late 1990s, the advent of the Internet and 
the World Wide Web transformed communication, enabling 
organizations to present their products and services on a global 
scale through multimedia interfaces [3]. As the internet evolved 
swiftly, along with advancements in mobile technology, cloud 
computing, and artificial intelligence, the service models and 
operational procedures within the tourism sector underwent 
significant transformations. 

The tourism industry and consumer behavior changed a lot at the 
start of the 21st century with the arrival of Booking.com, Expedia, 
and Airbnb [4]. Websites with higher quality travel content make 
users feel more satisfied and useful, so more satisfied customers 
[5]. Information and communication technologies have quickly 

entered consumers’ daily life, making both positive and negative 
spillover impacts [6]. Innovations diminished reaction times, 
encouraged reservations, and fortified universal communication, 
in this manner moving forward operational productivity and 
benefit conveyance within the T&H industry [7].  The 2010s was 
the decade of smartphones and social media, where travelers could 
plan and share their trips instantly [8]. With technology advancing 
virtual communication, many people found out that online was 
not only more effective but also more comfortable than meeting 
in person [9]. 

In travel and tourism, solution-based or platform-based 
apparatuses such as recommender frameworks and chatbots have 
been created to supply personalized, location-based, contextaware 
data administrations and client back administrations. AI and 
mechanical autonomy are quickly changing the way businesses 
work and lock in with their clients, whereas they too show 
numerous openings and challenges in esteem creation, industry 
structure, and operations [10]. We're diving into the fascinating 
world of AI, big data, and the incredible applications they bring to 
the table. Lately, there's been a lot of buzz in the media about these 
advancements, especially when it comes to privacy and ethical 
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concerns [11]. It's important to recognize that there’s a significant 
group of “technophobes” out there—people who are uneasy about 
robots, AI, and technology they don’t fully understand. These 
individuals often report higher levels of anxiety and worry about 
job security and financial instability. As we see advancements in 
robotics and AI, the fear of job loss due to automation is becoming 
a serious topic of discussion [12,13].

Technological advancements have profoundly altered the dynamics 
of the workforce and the nature of job roles [14]. Numerous routine 
functions within human resources have been automated through 
artificial intelligence, resulting in possible reductions in workforce 
size [15]. A study examining employees' views on robots in the 
hospitality sector revealed that the integration of service robots 
(such as chatbots and automated systems) has notably influenced 
employees' feelings regarding job security and has led to changes 
in job responsibilities, suggesting a transformation in required 
skills and job frameworks [16]. Since, realizing innovations 
require human oversight the sort of abilities required has changed, 
requiring persistent upskilling and computerized adjustment 
[17,18]. HR is required to supply a combination of advanced 
promoting aptitudes, social media responsiveness, and client 
benefit at a much higher level [19].

HR management systems have to be more computerized, and 
forms such as enlistment, preparing, and execution assessment 
have to be more data- and software-based [20]. AI applications 
have taken off in research since 2015, but they’re still pretty new 
in the world of tourism and hospitality research [21]. There are 
some big hurdles to overcome, like needing better tech support, 
addressing privacy issues, and managing high costs, all of which 
are crucial for advancing smart tourism [22]. As we move through 
the 2020s, AI is making a huge impact on the tourism industry, 
changing the way businesses operate, market themselves, and 
connect with customers [23]. This research was designed to study 
the feasibility of using AI systems or AI-based platforms in travel 
and tourism agencies. It also investigated the probable effects of 
AI on the performance of HR; and the tendency of managers and 
staff to use AI in their work. 
 
2. Methodology  
This research was done practically with a qualitative approach. 
The research community included specialists and employees 
working in three different tourism agencies in Isfahan and 
Mazandaran provinces. These two provinces are among the most 
tourist-friendly provinces in Iran. The Sampling was targeted and 
conducted among people with relevant experience and knowledge 
in T&H. In total, 12 in-depth interviews were conducted through a 
semi-structured method. The interview questions were formulated 
in alignment with the research objectives, and their validity was 
corroborated by multiple experts in the domains of tourism and 
information technology. Thematic analysis was employed to 
identify key concepts and organize the findings. To enhance the 
accuracy and validity of the findings, the participant reviewed 
method (member check) and simultaneous data review were done 
by two researchers. 

At all stages of the research, the principles of research ethics were 
observed, counting the informed consent of the participants, the 
secrecy of data, and the plausibility of withdrawal at each stage. 
Question generation could be an idea one might investigate within 
the theory of inquiry and effective inquiry produces new knowledge 
[24]. AI applications have not been adequately inspected in all 
subjects such as tourism. In designing the following questions for 
the interview, we were influenced by articles on topics related to 
AI, tourism, and HR [25-27]. 
Questions of interviews: 
i.	 What are the main activities currently being carried out in your 

agency? (Such as ticket booking, travel planning, customer 
support, etc.) 

ii.	 Are you familiar with the concept of AI and its applications in 
tourism? Please explain. 

iii.	 What problems or challenges do you have in your work 
processes that you think AI can be useful for? 

iv.	 Do you use certain digital tools or software in your daily 
work? If the answer is yes, what role do these tools play in 
improving your performance? 

v.	 Have you ever used AI-based tools such as chatbots, travel 
suggestion systems, or data analysis tools? If so, how has your 
experience of using them been? 

vi.	 How do you think the use of AI will affect the roles and 
responsibilities of agency employees? 

vii.	 How do you think AI can help employees perform their duties? 
(Such as reducing workload, increasing accuracy, improving 
customer experience, etc.) 

viii.	Do you believe that employees need to learn new skills to 
work with AI? What skills do you think are most important? 

ix.	 Do you think AI can do some human tasks? If the answer is 
yes, which tasks are included? 

x.	 Do you have concerns about the impact of AI on employee job 
security? 

xi.	 What challenges may be on the path of implementing AI in 
your agency? 

xii.	 What are the most important benefits of using AI in tourism 
agencies? (Such as increased speed, reduction in costs, 
improved customer experience, etc.) 

xiii.	What are the obstacles to implementing AI in tourism 
agencies? (Such as initial costs, employee resistance, staff 
training, etc.) 

xiv.	Do you think using AI can reduce human interaction with 
customers? 

xv.	 If AI is going to be implemented in your agency, what are your 
suggestions to improve the processes? 

xvi.	What changes AI will bring to the tourism industry soon? 
xvii.How do you predict the future of AI in tourism agencies? Do 

you think this technology can be considered as a competitive 
advantage? 

3. Findings  
There was a proximity in many of the interviewee’s responses. 
The data analysis revealed that AI is emerging as an inevitable 
transformation within the tourism industry. The different opinions 
and the repeated statements are presented in two separate parts, 
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respectively. 
 
3.1. The Specific Comments of Each Interviewee 
•	 Interviewee No.1 (employee): The role of manpower remains 

key and indelible, and AI is more likely to be an auxiliary tool. 
A positive attitude to this technology and readiness to learn 
new skills will be the key to success in this direction. 

•	 Interviewee No.2 (employee): Involving employees in the 
process of implementing AI according to the remedy of their 
needs will be the key to success in exploiting this technology. 
Agencies that employ AI earlier will gain a significant 
competitive advantage. 

•	 Interviewee No.3 (director): I believe that AI has not yet 
been introduced in the Iranian tourism industry practically. 
The future of this technology in Iran's tourism industry will 
depend on reducing costs, personalizing tools, and increasing 
employee skills. 

•	 Interviewee No.4 (tour sales manager): There are some 
operational challenges in updating information and 
responding to customers due to my role in the domestic tour 
sales counter. I see AI as an efficient tool for 24-hour response, 
increasing response speed, and managing feedback. There are 
many concerns about reducing the role of manpower and job 
security, but overall, AI has a positive perspective on T&H; 
considering it an opportunity to increase customer satisfaction. 

•	 Interviewee No.5 (director): AI implementation will be 
expensive for small and medium-sized agencies. The 
successful future of this technology will depend on cost 
reduction and the gradually targeted use of smart tools. Also, 
maintaining human contact with customers remains a priority 
and needs to be addressed alongside automation. 

•	 Interviewee No.6 (employee): I consider AI as a transformative 
tool for the tourism industry that can play an important role 
in customer data analysis and targeted tour design. AI can 
replace some human tasks, but at the same time create new 
opportunities for employee growth and promotion and even 
new job creation.  

•	 Interviewee No.7 (employee): The use of AI highlights a 
variety of applications, including travel package design, 
natural language processing, and customer behavior analysis. 
However, maintaining the role of manpower in decision-
making and counseling is considered an important challenge. 
My overall attitude towards the future of AI is optimistic, but 
entering into this field needs preparation and consciousness. 

•	 Interviewee No.8 (director): AI not only automates certain 
tasks but can also create new job opportunities and direct 
the role of employees to more valuable areas apart from 
communicating with customers and problem-solving. 
Therefore, a combination and gradual approach to the adoption 
and use of AI is recommended. 

•	 Interviewee No.9 (public relations officer): AI can improve 
content creation in tourism agencies. Success in implementing 
this technology depends on the management of organizational 
change, maintaining a balance between automation and human 
communication, and the development of integrated systems.  

•	 Interviewee No.10 (executive deputy): AI implementation 

depends on enhancing the combined skills of employees. It 
also needs management sustainability to resolve or remove 
technical and human barriers. AI can eliminate or simplify 
certain tasks, but the role of manpower in areas such as 
customer engagement and solid ethical management remains 
as before.  

•	 Interviewee No.11 (employee): AI has the ability for 24/7 
responsiveness and increase customer satisfaction in tourism 
agencies. 

•	 Interviewee No.12 (employee): AI is not a threat to job 
security, but provides opportunities to improve service quality 
and create competitive advantage. 

 
3.2. The common statements of the interviewees 
The common and repeated results of interviews were categorized 
into several key thematic areas. A similar result from other studies 
was mentioned for every category that validates the findings of 
this research.  
•	 Benefits of AI: Participants highlighted increased speed 

and precision in service delivery, reduced operational costs, 
tailored customer experiences, and enhanced decision-making 
through data analysis. AI empowers agencies to offer high-
quality services to their clients around the clock. 

•	 As has said; an AI agent may be able to decrease company 
expenses, increase financial turnover, and provide services 
24/7 [27]. It could also respond faster and handle larger data 
volumes than conventional customer services. 

•	 Challenges and implementation barriers: The most significant 
challenges identified included high initial investment costs, 
the necessity for workforce training and organizational culture 
change, resistance to innovation among staff, and a decrease 
in human interaction. Concerns regarding job security were 
also raised by some participants [28]. 

•	 An experience in Indonesia showed implementing virtual 
reality (VR) and augmented reality (AR) technologies 
assists travel agencies promote tourist destinations more. 
Nevertheless, several challenges persist, such as the high cost 
of developing VR and AR content, regular content updates, 
and the limited personnel skills needed to operate these 
technologies [29].   

•	 Changes in employee roles and responsibilities: AI has reduced 
the volume of monotonous assignments and expanded the 
request for unused ability procurement. In any case, workers 
proceed to play a crucial part in client meetings and bolster, 
recommending that the human figure remains basic within the 
tourism industry. 

•	 AI can make alluring buyer characteristics counting 
discernment, belief, and inspiration through human-AI 
intuitive. Additionally, compare choices through in-depth 
item data, increment post-purchase interaction, productive 
customer-brand connections, etc. These all offer assistance to 
the client to make superior choices [30]. 

•	 Shared and divergent patterns: A prevalent theme among the 
responses was the acknowledgment of AI as an inevitable 
transformation, alongside the recognition that training and 
sustaining human interaction is crucial. The differences in 
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viewpoints mainly arose from disparities in access to AI tools 
and concerns regarding job security. Participants with more 
extensive practical experience recognized a greater number 
of opportunities for AI integration, whereas those with limited 
financial or educational resources reported reduced exposure. 

•	 By possessing the capability to gather and analyze such real-
time feedback, HR departments can more effectively assess 
employee sentiment and morale. Nevertheless, organizations 
must ensure that these technologies do not supplant the 
essential human interactions necessary for fostering a strong 
organizational culture [31]. 

•	 Interpretation of results and possible explanations: The 
similitudes in reactions reflected a shared understanding of 
computerized change and the need to adjust to developing 
technologies. Varieties were to a great extent inferable to 

person, organizational, and natural components such as asset 
accessibility, individual encounter, and job position. 

•	 The integration of AI has driven expanded visitor encounters, 
less complex operations, and more compelling income 
administration procedures. Be that as it may, the challenges of 
appropriation remained, counting innovative obstructions and 
concerns approximately information protection [32]. 

 
3.3. Summary of the Analysis 
Various aspects of using AI in tourism agencies based on the 
analyzed findings are listed in Table I. The interviewees had some 
similar responses and some different opinions. The findings aligned 
with previous studies in the areas of tourism and management, 
which emphasize the significance of training, cultural readiness, 
and financial support for the fruitful implementation of AI systems. 

Aspect Similarities Differences 
Understanding of  AI 
application 

Most considered AI useful for rapid response, data analysis, 
and destination recommendation.

Some had precise scientific definitions, others had only heard 
about it.

Benefits for agencies All mentioned increased speed, accuracy, and customer 
satisfaction. 

Managers had a deeper understanding of the benefits.

Implementation 
challenges 

Cost, learning, and infrastructure were named as barriers in 
all responses. 

Some saw only cost as a barrier; others saw training and 
awarenessbuilding. 

The perspective of the 
future 

Everyone anticipated AI would change tourism’s future. Some consider it as a threat, others as an opportunity. 

Human 	 role 
alongside AI 

No one saw AI as a complete replacement for the human 
workforce. 

Differences in level of trust in technology and job position. 

Job security There were concerns about layoffs. Executive staff are more worried than managers. 
Familiarity with AI Most people had limited information about AI. Experienced managers were more familiar than junior 

employees.
Level of use of tools Only some individuals had practical experience with AI 

tools. 
Employees who have used ChatGPT and Copilot had a better 
experience. 

Attitude toward human 
interaction 

Reduction in human interaction was seen as concerning but 
manageable. 

Customer-facing individuals were more concerned. 

Job responsibility Both managers and employees would participate in work. Views were dependent on experience, expertise, and position. 

                  Table 1: Similarities and Differences in Attitude Towards Various Factors

4. Conclusion  
Research findings from tourism agencies in Isfahan and Mazandaran 
indicated that AI represents an unavoidable transformation, 
offering advantages such as enhanced speed, improved accuracy, 
cost reduction, and personalized service. Nevertheless, challenges 
were identified, including infrastructure costs, the necessity for 
training, and the resilience of employees. The findings revealed 
that AI alleviates the repetitive tasks faced by employees and 
managers; however, the human factor in counseling and support 
remains crucial. 
Common trends in the responses have accepted the digital 
transformation, highlighting the significance of education and 
maintaining human interaction. The variations in perspectives 
were primarily influenced by access to AI tools and concerns 
regarding job security. Our analysis showed that the best scenario 
is to implement a system consisting of humans and AI to create a 
good experience for customers. Overall, by addressing key issues 

such as infrastructure and staff training, implementing AI in T&H 
is feasible and efficient. 
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