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Abstract

has attracted significant attention, leading to a i esearch. This
study analyzes existing literature using a bighi i to map the
scientific landscape, identify emerging trends, a future research
directions. After applying appropriate search strategie$and screening criteria,
499 articles were retrieved f
package in R. The findingsghig nt analysis and review of
tourists' online feedba‘ especia tural language processing
tools, are cruc“e ingy, customer needs and enhancing
satisfaction. Machi i

future i ntly improve tourist experiences.
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1. Introduction
Undoubtedly, the c t of tourist satisfaction has attracted significant
attention in recent decades (Contu et al., 2024). The application of artificial
intelligence technologies in the tourism industry holds tremendous potential
for enhancing tourist satisfaction. Leveraging the power of Al can lead to the
personalization of tourist experiences, improvement in travel processes and
resource allocation, enhancement of experience quality, and increased tourist
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satisfaction (Ma, 2024). Al innovation can also strengthen the competitive
advantage of tourism businesses. Therefore, these businesses must learn how
to use Al to transform tourist experiences into more valuable services (Ku &
Chen, 2024).

2. Literature Review

tourism industry, there has been a significant rise in scientific research related
to this topic. According to the researcher's review, no study has been
conducted so far on the application of artificial intelligence in customer
satisfaction studies within the tourism and hospitality, industry. Therefore, the
aim of this research is to provide an overview of theyapplication of Al in
customer satisfaction studies within the tourism and hospitality sector, analyze
and interpret existing research in this field to understand“the conceptual
framework and knowledge production status, @amine curfentresearch trends,
and offer an agenda for future research. This Study emplaysybibliometric
analysis, which is well-known for its ability*tessummarize knowledge and
document research in a specific area using quantitative\metric indicators.
Based on the objective, the fellowing researeh,questions are addressed

- What has been the temporalitrend in the,publication of scientific works
related to the application ofartifigial intelligénce in customer satisfaction
studies within the tourism and hospitality industry?

- Which are the mdst, influential scientific works, sources, and researchers
concerning the application_of artifigialvintelligence in customer satisfaction
studies within the tourism anchhospitelity industry?

- What are theymost frequently\sed keywords, the co-occurrence network,
and the temporaltevolutionfof'these in research related to the application of
artificial intelligencenip wstomer satisfaction studies within the tourism and
hospitality industry?

- What are the drivingjtopics, emerging concepts, and fundamental ideas
related to the applicatian of artificial intelligence in customer satisfaction
studies within the tourismand hospitality industry?

3. Methodology

In this study, bibliometric analysis was used to review the literature. This
study aims to examine the evolution of published studies in the Scopus
database related to the application of artificial intelligence in customer
satisfaction studies within the tourism and hospitality industry. In this
research, research articles, conference papers, and book chapters in English
were selected. After applying the inclusion criteria, the number of records was
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reduced from 536 extracted documents to 499. The Bibliometrix package in
R (version 4.4.2) was used for data analysis in this study. The bibliometric
package of R software provides a set of tools for quantitative research and
includes all the major methods for bibliometric analysis (Keme¢ & Altinay,
2023).

4. Results

The research findings show that scientific production in this field has
increased from one paper in 1999 to 114 papers_in 2024. Given the upward
trend in document publications, it can be anticipated that this trend will
continue in the coming years, with new concepts an nds emerging in the
near future.
The co-occurrence analysis of keywords lowing terms
were repeated more than 20 times: "customersati i Xt mining
(49), "big data" (43), "machine learning" i lysis" (38),

mining" (29), "service quality" (29), "hospitality" (2 atisfaction” (22).
Based on the keyword co-0 words were grouped
into five clusters.

The red cluster shows ncepts such as "big data,"

"online reviews," "se guest satisfaction," "social media,"
"topic modeling, " "text analysis,” and "hotel."
The purple cluster Ifaks conceptsNi stomer satisfaction," "text mining,"

networks,
obotic services."

nections between "data mining,
segmentation," and "prediction."
The yellow cluste rates relationships between "machine learning,"
"natural language processing,” "tourism and hospitality,” and "deep learning."”
The blue cluster connectsiconcepts like "artificial intelligence,” "hospitality,"”
"guest  expectations,” Jf"smart  tourism,"  "robotic  services,” and
"anthropomorphism.’
By constructing a strategic diagram, the study identified driving, core,
emerging, and singular themes.

In this research, the driving themes highlight the increase in customer
satisfaction through the improvement of service quality in hotels.

The core and fundamental themes were identified in three clusters:

The first cluster encompasses the main concepts of text mining, sentiment
analysis, and online reviews. This research stream focuses on using Al

lity, tourists' expectations,”

customer
relationship ma
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technical and analytical methods to understand and predict tourist sentiments
based on data shared by users through various social media platforms.

The second cluster refers to research centered on machine learning and its
contribution to the development of tourism. These studies include methods
and models for predicting tourism demand or tourist arrivals using machine
learning.

The third cluster includes big data, the hospitality industry, and satisfaction.
This category also addresses other concepts such as guest expectations,
customer reviews, social media, user-generated c?ﬂent, and robots.

The emerging themes explored in this study are tustomer experience, online
reviews, and electronic word-of-mouth advertising

5. Discussion & Conclusion
Customer experience is a key aspect of se

various customer responses to a market : he research
findings, three directions for future research c i

Focusing on sentiment analysis and online reviews st opinions using
text mining (first cluster of

Focusing on machine learning i urism studies (second cluster
of core themes).

Focusing on the use ofgbig data ospitality industry to enhance tourist
satisfaction (thir&‘er of ¢

Furthermore, based%n the stu ings, electronic word-of-mouth (e-
WOM) h pt. This concept can improve tourists'
experiences t s and lead to their satisfaction. Electronic
word-of-mouth | ective decision-making tool. In this type of

ce-to-face communication is transformed into
ion. e-WOM is a powerful tool for analyzing customer
periences from their perspectives (Moreno Brito et

advertising, ph
electronic communi
needs, perceptions, an
al., 2024).
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