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Komrraparusra meroaa .

* Kommaparnuja je cacTaBHU ACO MHUIII/EHA, T| IIPEACTABAA U MUCAOHU M AOTHYKH ITOCTYIIAK.

* bes nopehema, ka0 MECAOHO-AOTHYKOT ITOCTYIIKA, HE OU OMAO MOTryhe 0opOpMHUTH IIOjaM, CTaB HAH
CVA O HEYEMY.

e HOCTYHI_H/I 3aK/AoYVIMBakbha, AOKA3HBAbd 1 OIIOBPIraBarba TﬂKObC Ccc SaCHI/IBajy Ha KOMHﬂpaI_H/IjI/I

* Ilopebeme (kommapamnuja) je OCHOBHH HHCTPYMEHT aHAAU3E.

* Ilopeheme ce oOmYHO KOpHCTH 32 MPOBEPABALE (TECTHPAEE) XUIOTE3A, 4 MOKE 3HAYA|HO
AOIIPHHETH MHAYKTHBHOM OTKPHNY HOBUX XHUIIOTE32 U U3TpahuBamy Teopuje.

* Kommapartusan METOA, € 003MPOM Ha TO Aa CTPEMH YTBPHUBAISY V3SDOYHOIIOCACAUYHIX Besa Mehy
HCOUTUBAHUM IIOjaBaMa, oMoryhasa mpeABubhame, T€ ¥ TOM CMHCAY IIPEACTaB/va M_3aMEHY 32
€KCIIEPUMEHT.




KOMHapaTHBHa METOAAQ

Aa ou KOMITAPpATHUBHU METOA HCIITYHHNO ITOMCHYTE MM /CBC, MOPa CC UCIIYHUTH HU3 YCAOBA.

* Hajupe ce mopajy npuiipeMuTs BasaHe ACPHHUIIN]E, XUIIOTE3E 1 MOACAH KOJU CY TEOPUjCKU
3aCHOBAHU U OATOBAPA]y CIIOAAIIBIM MaHHU(PECTAITIjaMa I0jaBa § PEAAHOCTH.

® V npojekry uCTpauBarmba TpeOa IPEHU3HO A2 CC HABEAY U O0jaCHE KPUTCPUjyMH 32
ropeheme. OcuM HOMEHYTHX YCAOBA, HEOIIXOAHO je A2 Ce:

(1) ,,rexHUKE, HHCTPYMEHTH U IIOCTYIIIIN YCATAACE CA 3aXTEBUMA IIPEAMETA I OKOAHOCTHMA
HCTPAKUBAIHA;

(2) Aa ce U3rpaAu CTPOr CUCTEM TECTUPAbA IOAATAKA U 3aK/oyIaKa (IIOIITO KOMIIAPATHUBHU METOA
HeMa CBOje IIOCEOHE METOAE IIPUKYIIAAhA IIOAATAKA) 5 TE Ad CE, HA KPajy,

3) U3BEAE CTPOTA IPOIIEAYPA ,,AOKA3UBAHa U OIIOBPTaBarha CYIIITHHCKUX U (DOPMAAHIX

Y 2 3 Y D)
KBAAUTATUBHUX U KBAHTUTATUBHUX, |EAHOBPEMEHHUX U PA3HOBPEMEHUX, HCTOIIPOCTOPHUX U
PA3HOIIPOCTOPHUX CAUIHOCTH U PA3AHKA
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HacraBure Ad/dC HU3 HAAAKCHEA Y AI/ITGPZITYPI/I HpHMepa I/ICTPZDKI/IBZI‘IKI/IX
PaAOBa, TAE je KopuIirTheHa KOMIIAPATUBHA AHAAM3A KA0 METOAOAOTH]A PAAQ.

[Ipeanor cajrosa 3a nperpaxkusarbe — KobCoH, I'yra Axkasemuk, cajrosu
JACOITHCA, 300PHUKA PAAOBA U APYTE CTPYYIHE U HAYIHE AUTEPATYPE.

[Tpounrajre MUHIMYM CaKETAK PaAa (AIICTPAKT) U YOUUTE KOAUKO EAEMEHATA
VIECTBYJ€ Y KOMIIAPAIIH]H.

VjeAHO, BE:k0a|TE IIPABUAHO IIUTHPAIHE PAAOBA, AICEPTAIIH]A, KEbHATA UTA.
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Cryanja cayuaja

* https://www.youtube.com/watch?v=3Ua3 yF- 14&ab channel=Psihol.og

° https://scholar.google.com
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Abstract

As the most disruptive technologies, Artificial Intelligence (Al) has been considered as a reliable
tool in processing data to enhance business performance. Along with the increasing amount of
data generated through online activities by customers, various hospitality companies have
been investing in Al-powered solutions to be able to have better understanding about their
customers and provide the relevant service to them accordingly. Despite knowing the impact
on the customer service orientation, little is known about the impact of Al on the business
process of a hospitality company. This paper explores the impact of the adoption of the Al on
the business process of a hospitality company to have a better understanding of the extent of
particular part of the business process that would benefit from the adoption of Al It is
apparent that Revenue Management and Marketing are the parts of business process within
the hospitality industry that would have more positive impact on the adoption of Al. While Al-
based marketing would be able to identify and target effectively high-value consumers,

revenue management would be able to determine the right pricing strategy in real time due to
the vast amount of available data and subsequently would have positive impact on the financial
performance of the hospitality company.
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ABSTRACT

This article aims to overcome the empirical imitations of tourism
studies concerning customer experience, to focus on the transfor-
mations of work activity. From an ergonomics perspective focusing
on work activity in bwo hotels, the article proposes an analysis
about smart technologies based on a case study of a chatbot or con-
versational agent (CA) and proposes an alternative to implement
technology in work design. This study uses a systemic approach and
incorporates semi-structured interviews, UX curves with different
stakeholders (N=7) from touristic organisation: strategic, opera-
tional and design workers. Results show that the different stake-
holders do not share the same representation of chatbots, Designers
and strategy workers consider the technology as a way to improve
the customer experience and reduce work constraints by eliminat-
ing tasks and creating a new tasks redistribution. Furthermore, the
use of chatbot reveals greater flexibility for the operational staff.
We also note reconfigurations of work for both staff and designers
in arder to allow chatbot evolutivity and efficiency over imeln the
light of these statements, this research shows that the deployment
of technalogy cannot be successful without a comprehensive analy-
sis of the work activity context. This study also highlights the role
of human intelligence in the creation of evolving and contextually
adapted tourism systems. From a general point of view, the intro-
duction of technologies has led to a profound reorganisation of the
stage and backstage tasks. They can also be deleterious to work and
service relationship when the conditions of their implementation
are not thought out in advance. The article suggests to design these
work systems through a human-centred approach by contributing
to the development of Artificial Intelligence (Al) technology at the
service of humans and their work.

CCS CONCEPTS

« Al conversational agent: - Human centred approach; -
‘Work activity:
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1 INTRODUCTION

Over the last few decades, the tourism sector has become one of
the most important drivers of global economic growth and devel-
opment, as well as a major contributor to global employment. Like
other sectors, tourism and hotel organisations are massively en-
gaged in digital transformation [1]. Tourism sector is constantly
evolving and currently facing a new era, closely linked to the de-
velopment of digital data and the arrival of Artificial Intelligence
(AD) [2, 3]. From a customer experience point of view, emerging
and smart technologies have enabled the development of new ways
of interacting with customers and are offering new service expe-
riences [4-6]. Smart technologies have spread into the hospitality
and tourism industry, from underlying technologies such as the
Internet of Things (IoT), big data, speech and facial recognition,
virtual reality, augmented reality to intelligent service desks and
service robots [7, 8]. For instance, some hotels (like the Henn-Na
hotel in Japan) innovate with fully automated robotic staff at the
reception desk (Figure 1). Customers have no contact with a human
employee during the entire service experience. From a work point
of view, automated hotel experiences reveal that social capital is not
anymore considered as the main factor of differentiation, customer
personalisation, and competitive advantage [9], as hotels without
any human activity attest [10]. However, these experiences have
been criticised due to too many robots’ failures [11]. For example,
the Al assistant “Churi” woke up a sleeping guest several times in
one night because it mistook the guest’s snoring for a command
[11]. In fact, automation is still only a utopian vision for tourism,
as human workers play a predominant role in the activity of these
intelligent systems. Moreover, service activities have never been

50 demanding: immediacy, speed. flexability, sometimes obliging
acliae boact ndtbesd o o e
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Hacrasure Ad/rp€ HI3 HAAAKCHbA Y AUTEPATYPHU HPI/IMepa HCTPAKMBAYKHUX PAAOBa, TAC
]6 KopnmheHa CTVAPI]a CAV‘lala Ka0 MCTOAOAOT I/I]a paAa.

[Ipeanor cajroa 3a mperpaxuBambe — KobCoH, I'yra Axasemuk, cajToBH 9acommnca,
300pHIKA PaAOBA U APYTE CTPYYIHE U HAYIHE AUTEPATYPE.

[Ipounrajre MUHIMYM CaKETaK paAa (AICTPAKT) U YOUUTE 3AIITO je OAlll Taj CACMEHT
(mojaBa, BEIITHHA, XOTEA, IPaA, H AP.) H3a0PaH 32 CTYAH]Y CAYYaja.

VjeAHO, Be:KOAjTE IIPABUAHO IUTHPALE PAAOBA, AUCEPTAIIN]A, KEBUTA UTA.
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CTATUCTUYKA METOAA -

¢ HpI/IHaAa OCHOBHHUM HAayYHHNM METOAAMA

e KOPI/ICTI/I C€ 3a KBAHTHUTATUBHO UCTPAKHUBAHC MACOBHHX HOjaBa .

® KOPHCTH C€ KaKO y HPUPOAHUM U TEXHUYKUM TaKO U Y APYIITBCHUM
HAyKaMa, IT0CEOHO Y €EKOHOMH|H, MEHALIMEHTY, IICUXOAOTH]H, COITUOAOTH|I U
IIOAUTHYIKAM HayKama

N pBBHOBpCHOCT, KOMITACKCHOCT M IIPOMCH/A>HUBOCT




CTraTucruykKa METOAQ

KoA IpuMeHe CTATHCTHYKOT METOAA OA H3Y3ETHE BAXKHOCTH j€ OArOBapajyhu n3oop
HE3aBUCHUX BAPHJaOAU ¥ CMUCAY OApehersa oHIX Koje Mory o0jacHuTH HajBehm Aco
BapHjallja 3aBUCHE BapHjaOAeE.

[IpoOaeM HIje HIUMAAO AaK OYAYhH A2 TpeOa BOAUTH pavdyHA O YTHUIIAJUMa KOJHU
AEAY]y B Ha 3aBHCHY U Ha HE3aBHCHY BapHjaOAY, a TO, HAPAaBHO, OTEKaB2
M3HAAAKEIbE KOPEAAITHj€ U3Mehy NCIUTHUBAHUX I10jaBa

[Ipeapubharbe Ha 023 CTATUCTHYKAX ITOKA3aTe/Adba OAHOCH CE Ha OyAyhe ImoHarmarme
CKYIIA.

CTaTUCTUYKU METOA CE 3aCHUBA HA CTATUCTHUIIA U TCOPI/IjI/I BepOBaTHohe.




CTraTucruykKa METOAQ

° CTaTHCTHKaje HayKa Koja ce OaBU KBAHTUTATUBHUM HCTPAKABAEM HojaBa PaAH IBIIXOBE

,A,eCKpI/IHHI/I]C, AHAAM3C U FCHepaAI/ISaHI/I]C 3aK/oy4vaKa.

® Craructuka u BepoaTHOhA ce KOpHCTE KA0 MHCTPYMEHTH 32 OOPAAY €KCIIEPUMEHTAAHIX
ITOAQTAKA Y HayKaMa y KOJIMa AOMHHHpPA EKCIIEPUMEHTAAHH METOA. 300T TOTa ce, Y CTBapH,
Hajgerthe KOPUCTH KOMOMHOBAHH, OAHOCHO €KCIIEPUMEHTAAHO-CTATUCTIYKHA METOA.

® I3 oBora CAGAH A2 CBAKH HCTPAKUBAY TPEOA Ad IIOCEAY|€ OCHOBHA 3HAMA O CTATUCTHYIKOM
METOAY KaKO O MOTao ,,A2 IIPOyYaBa EKCIIEPUMEHTAAHE PE3YATATE, AAU U AA AaHAAU3HUPA U
nponemyje rpemrke”’ (Camuh, 2002). To je HapounTO 0OA 3HAYA)A Y ITIOJEAUHHM OOAACTIMA
MEHAIIMEHTA Ka0 IIITO j€, Ha IIPUMED, VIIpaBrambe kBaanTeToM mponssoaa ([Lloaaxk, 1996).




CTaTHCTHYKH METOA ODMYHO IIpaTe METOA CAyYaja H/HAW JIIOPEAHH
METOA Yy MHOIHMM HayKaMa KakO ©Om ce octBapuo Behm crerneH
reHEPAAN3AIN|E€ IIPETXOAHO CTEUEHOI Ca3HaIba M3BEACHOT M3 MaAOI Opoja
CAy4ajeBa (AO AECeT). Y HCTPaKUBAbHUMAa APYIITBEHUX IIOjaBa U IIPOIECA
CTATUCTUYKH METOA HAa HEKHM HAYHUH, U Y H3BECHO| MEPH, 3aMCHY]C
EKCIIEPUMEHTAAHN METOA.




Pdaze CraTUCTHUYKOT METOAAQ

Crarucruyku METOA O6YXB21T21 HHM3 ITIOCTYIIAKa; OA IIPHUKYII/>abba IIOAATAKa I1a AO I/ISBOBCH)ZI 3aK/y4daKa O
YTprCHI/IM CTATUCTHYKHM IIPAaBUAHOCTHMA.

/ABa IToceOHA CTATHCTUYKA ITOCTYIIKA

— MACHTH(UKOBAIGE OCHOBHOT CKyHa (MAW IIOIYAAITH|E) U U3PaAd Y30PKa — OOHMYHO IIPETXOAE EMITHPH]CKOM
HICTPAKUBAIDY.

Kao erame y mpuMeHn CTATHCTHYIKOT METOAQ Hajderrhe ce HaBOAe caeaehn koparm:
(1) mpukyname moaaTaka,

(2) xracupHKammja MoAaTaKa,

(3) obpaaa rmoaaraka,

(4) mpuKazmBaIbe ITOAATAKA,

(5) mspauynasame

CTATUCTHYKUX ITOKA3aTE€AA U

(6) aHaAM3a CTATUCTUYKHUX IIOAATAKA ¥ U3BODEHE 3aK/oydaKa




ITpukynsame moaaraka. (OCHOBHE aKTHBHOCTH Y IIPUKYIIAAGY IIOAATAKA CY IIOCMATparbe, Mepeme 1 Opojame. CTaTHCTHYIKIM
METOAOM IPHUKYI/oa]y C€ KBAHTUTATUBHU, KBAAUTATHBHU, XPOHOAOIIKH U T€OTPadCKU IOAALIN.

Kaacudmukammja. V toxky oBe dase yrBphyje ce cepmja CTATHCTHYKHX ITOAATAKA KOja MOMKE OMTH HMAHM CTATHYKA (HE3aBHCHA OA
BPEMEHA) HAH AMHAMHYKA (Y 3aBUCHOCTH OA BPEMEHA).

Cratudke cephje OIHCYJy CTalbe IIOjaBe KOja Ce HCTPaKyje, a 32 IbUX Ce KOPHUCTE KBAAHTATHBHO-KBAHTUTATUBHU W IIPOCTOPHH
(reorpadpckm) moaary. AMHAMHYKE CEpHje OIIHUCY]y KpETama II0jaBE TOKOM BpPEMEHA HA JEAHOM HAHM HEKOAHKO IIPOCTOpPA

AeOUHUCAHUX ITAAHOM HCTPAKUBAHA.

O6pasa moaaTaka. OOpasoM IToaaTaka yIBphyje ce CTpyKTypa, IPOHAaAa3€ OUTHE PEAAIIH]e U TEHACHIIU|e KpeTarba ojaBe. OCHOBHU
IIOCTYIIIA OOPAAE Cy CTATHYKA, AMHAMIYKA U KOPEAALIMOHA AHAAU3A.

Koa crarmduke aHaAmse OCHOBHO je€ VIBPAUTH PACIIOPEA YYECTAAOCTH, OAHOCHO AHCTPHUOyLH]y (PpEKBEHIIHje II0jaBa oApeheHmx
ocobnna. [lur AnHaMmUYKe aHAAW3E je Ca3HABAHE KPETAHa M BPEMEHCKHX CBOjCTaBa, OAPEAAOA M YMHUAAIIA UCTPAKUBAHE IIOjaBeE.
Hajuerthe ce uspadynaBajy TeHAEHIIH]e pa3sBUTKA II0jaBe (,,TPEHAOBH ), IEPHOAUYHE OCIIAAINjE (IIMKAUYHA U CE30HCKA KOAEOAHA)
UTA.

ITpukasuBame moaaraka. [Toaannm ce mpeaouasajy Tabeaapro U IpadHUUKH IITO OMOryhaBa mBUXOBY IperAeAHOCT. I'pacdmuku npukasm
Cy AHMjarpaMu, KApTOIPpaMH U CUMOOAHYKHI LPTEKU. AMjarpaMu Cy IIpeMa HAYWHY IIPUKASHBAA TAYKACTH, AMHU|CKH, ITOBPIIIMHCKI
(Ha IpUMep, XUCTOIPaM) U IIPOCTOPHHU, 2 KOHCTPYHUIIY CE y IIPAaBOYTAOM, ITOAAPHOM HAU yraoHoM cucreMmy. CBpxa TabeaapHOr U
IpadpUYIKOT IIPEACTABASAA CTATUCTUYKHAX CEPHja U MATEMATHYIKUX (DYHKIIHja HE OTACAA CE CAMO Y KAACH(DUKALIH|H

CTATUCTHYKUX IIOAATAKA BEh M y IIPEACTaBAAIY MATEMATHYKUX (DYHKIIH|A CTATHCTHYKOL IIPOPAYYHA.




TabeAupare yK/soydyje TP ITOCTYIIKA:

(1) xoHIIUIIIpawe cucremMa TabeAa

CBaKe TabeAe ITOCEOHO,

(2) u3paay Tabera u

(3) xopurtheme Ta0eAa y caszHajaoMm mporecy. [ IpBu kopak ce oarocu Ha oppeherme 00AMKa, caaprKkaja U yAOTE TaDE;
y HAY9HOM Ca3HAIY U OAHOCY IIPEMA APYTHUM TaOeAaMa ¥ HAYMHHUMA [IPUKA3HBAIHA

ITOAQTAKA.

3pasa Tabeaa ITIOAPa3yMeBa KOHCTPYHCAEbE OOAMKA Ta0eAd, ACDUHUCAIbE FUXOBUX OCHOBHUX CAEMEHATA, TC
IbIIXOBO IIOIyHbaBambe. BeAHKy casHajHY yAOIy MMajy TaOEAE Y KOJUMA je H3BPIIIEHO YKPIITAE OOEACIK]a IIOAATAKA
OyAyhm Aa oHe omoryhaBajy CTATHCTHYKY aHAAU3Y.

M3padynaBame CTATHCTUYKUX OKA32TE/oA.

Hajuaenthe ce oapebyjy peaatusan

OAHOCH, Mepe IIEHTPAAHE TEHACHIIH|Ee, OAHOCHO CPEAFbE BPEAHOCTH (APUTMETHYKA CPEAUHA, TEOMETPH|CKA CPEAHHA,
XapPMOHH|CKA CPEANHA, MOAYC, MEATjaHA, CTATUCTHYKE OIICHE), MEPE AUCIIEp3Hje (BAPHJAOHAHTETA) KOJ€ MOTY OUTH
aIICOAYTHE (Ha IIpUMeEP, CTAHAAPAHA ACBU|AITN]a, BAPHUJAHCA, CTAHAAPAHA I'PEIIKA UTA) U PEAATUBHE

(koedpurmjeHT KOpeAarnje, 3-BPEAHOCT, IIEPIICHTUAE, KBAPTHAN).




AHAAM3A CTATUCTUYKUX ITOAATAKA
1 n3Boheme 3aK/pyIaKa

[TapaaeAmnsam, TO jeCT ITOBE3AHOCT, OAHOCHO 3aBHCHOCT IT0jaBa, HCIIUTY|€ CE METOAAMA KOPEAAIIHje 1
perpecuje.
Kopeaarmmonom anaan3om yrephyje ce camo mpupoaa u jagmHa Bese u3Mehy Ase mojase, mro omoryhasa

Perpecuona aHaAm3a, c Apyre crpaHe, KOPUCTHU CE Y CHTaLmjaMa KaAa Ce HaCTojH VIBPAUTH A2 AU IIPOMEHA

CTUITAHE OCHOBHUX HHcl)opMaHHja Anj ATHOCTUYKOTI THUIIA.

jeAHE BapHjaOAe (IIpeAnKaTOpcKe) oMoryhasa mpeapubarbe Apyre BapujadAe (3aBUCHE HAH KPUTEPH]YMCKE).
Perpecnona aHaAmsa ykasyje Ha IIOCTOjabe Y3POUHO-TIOCACATIHUX OAHOCA.




Awnreparypa

HPGHOPY‘ICHEI AHTepaTypa 1 M3BOPH 34 AAaHAIITEHE ITPCAABAbC

* beawmh, b., ITuanosuh, M. (2020). Metoae rayanor pasa, Hosu Caa:
[Tomonpuspeanu oakyATeT

® Bykosuh, M., [lItp6ar, H. (2019). MeTroaoAOrmja HayIHIX UCTPAKUBADA,
bop: Texamakn dakyaTer
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