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ABSTRACT

Tourism is one of the important economic sectors for many countries, including Indonesia. Along
with the development of technology and the internet, the way people seek information about
tourism has also changed. This research aims to conduct a review of ChatGPT technology and its
potential in improving tourism information services. The focus of this research is qualitative.
Methods for gathering information included paying close attention and taking detailed notes, with
subsequent analysis including data reduction, visualisation, and inference. The study arrived at the
conclusion that the use of Al technology specifically ChatGPT has great potential in improving
services and traveller experience in the tourism industry. ChatGPT can assist service providers in
providing solutions and answering tourists' questions quickly and efficiently, as well as
strengthening the position of the company or organisation amid increasingly fierce competition.

Kata Kunci: Technology, ChatGPT, Service, Information, Tourism

INTRODUCTION

Many nations' economies, like Indonesia’s, rely heavily on tourism as a primary source of
revenue. Over the course of the past few years, an ever-increasing number of tourists have made
their way to Indonesia. On the other hand, as technology and the internet have advanced throughout
time, people's methods of researching vacation destinations have also adapted to reflect these
developments.

The use of chatbot technology has increased in popularity over the past few years across a
variety of businesses, including the tourism industry (Calvaresi, lbrahim, Calbimonte, Schegg, et
al., 2021) and (Um et al., 2020). Chatbots make it possible for visitors to connect with tourism-
related websites or apps through the use of text or voice messages to obtain information about a
variety of topics, including tourist attractions, lodging options, food options, and more (Calvaresi,
Ibrahim, Calbimonte, Fragniere, et al., 2021).

The ChatGPT, also known as the Generative Pre-trained Transformer, is one variety of
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chatbot that is gaining in popularity (Sudirjo et al., 2023). The artificial intelligence system known
as ChatGPT is educated through the application of machine learning techniques in order to provide
automatic responses that are analogous to human answers (Kraugusteeliana et al., 2023) and (Ausat,
Azzaakiyyah, et al., 2023). ChatGPT has the ability to comprehend natural language, make
predictions about the context, and deliver responses that are pertinent to the user's inquiry or
demand (Subagja et al., 2023).

When applied to the tourism industry, ChatGPT can be utilized to enhance information
services by delivering answers to inquiries posed by tourists in a manner that is not only prompt
but also accurate and interactive. However, despite the enormous potential it possesses, the
application of ChatGPT in the travel and tourist business is still in its infancy and has not been the
subject of extensive research (Carvalho & Ivanov, 2023) and (Mich & Garigliano, 2023).

As a result, the purpose of this study is to undertake an analysis of ChatGPT technology
and its potential application in enhancing tourist information services. This study will analyze the
idea of ChatGPT, how it operates, as well as the benefits and drawbacks of using it in the context
of the tourism industry. In addition, the scope of this study will be expanded to include the
identification of possibilities and problems associated with the adoption of ChatGPT in the tourism
business. It is hoped that the findings of this research would be able to contribute to the growth of
the tourism industry not only in Indonesia but also in other nations.

LITERATURE REVIEW

ChatGPT

ChatGPT is a machine-based natural language model trained by OpenAl using the GPT-
3.5 (Generative Pre-trained Transformer 3.5) architecture. This model can be used to build chatbot
applications, which can communicate with users in human language, and provide relevant and
useful answers to given questions or statements. ChatGPT is trained using deep learning techniques
and large corpus data, giving it the ability to recognise and understand complex human language,
including vocabulary, grammar, and the context of a sentence or conversation. The model also has
the ability to predict the next words in a sentence and generate natural, human-like responses. With
its capabilities, ChatGPT can be used for various purposes such as customer service, medical
consultation, learning, and many more. In certain contexts, ChatGPT can help facilitate human-
machine interaction, thus speeding up and improving the efficiency of various processes that
require human-machine interaction.

Information Services

Information services are any type of service that provides access or provision of
information to users or customers, either directly or through information and communication
technology (Alotaibi & Federico, 2017). Information services can include various types of
information, such as general information, news, business information, academic information, health
information, and so on. Examples of common information services are libraries, government
information services, news portals, internet search engines, and online platforms that provide
information and data in various forms such as text, images, video, and audio. The purpose of
information services is to assist users in fulfilling their information needs and expanding their
knowledge on a particular topic (Bawden, 2001). Information services can also help users to make
better decisions, solve problems, and improve their overall quality of life (Harahap et al., 2023) and
(Kamar et al., 2022).

Tourism

Tourism is an activity that involves travelling, staying, and doing recreational activities
outside the usual environment of residence (Camilleri, 2018). Tourism includes all types of travel,
be it for business, education, culture, or just recreational purposes. Tourism can include various
forms, such as nature tourism, cultural tourism, historical tourism, culinary tourism, and so on.
Activities undertaken in tourism can include travelling, camping, hiking, swimming, visiting
historical places, shopping, tasting speciality foods, and so on. The main purpose of tourism is to
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provide an enjoyable and educational experience for tourists, as well as to make a positive economic
contribution to the tourist destinations visited (Manzoor et al., 2019). Tourism can also help
preserve and promote the natural, cultural, and historical wealth of a region or country, as well as
provide opportunities for people from different countries to interact with each other and expand
their knowledge of different cultures and customs (Jureniene, 2016).

RESEARCH METHOD

This research uses a methodology known as library research, where researchers do not
collect primary data by conducting direct research in the field. To ensure the smooth running of the
research, the researcher consulted various reference materials. Relevant materials for this research
were obtained from online media and scientific repositories by searching with keywords related to
the topics discussed in the report. These topics include a review of ChatGPT technology and its
potential in improving tourism information services. The research approach used by the authors is
adaptive, which paves the way for the selection of relevant reference materials without requiring
the authors to limit the search to specific journals or digital platforms. The rationale we present is
supported by a variety of sources, including journal sites Emerald Insight, ResearchGate, and
Elsevier. The main focus of this paper is to review ChatGPT technology and its potential in
improving tourism information services. The author's use of keyword emphasis aims to provide
discourse boundaries and support logical consistency. This is achieved through the use of limiting
phrases. Academic journals, essays, and publications that have been published between 2015 to
date were the main focus of this research. During the search, we used keywords to conduct searches
across different publishing platforms. It is important to note that the papers, journals, and
publications included are only those considered highly relevant to the subject matter of ChatGPT
technology and its potential in improving tourism information services. Other papers, journals and
publications were excluded as they were deemed unrelated to the subject matter. This scholarly
article includes a total of 27 different sources that discuss in depth.

The investigation that is now taking place was categorized as a type of qualitative study.
The process of collecting data included the application of a number of different approaches, such
as attentive listening and the detailed documentation of all pertinent information. The
aforementioned approaches were utilized as a means of facilitating the inspection of the data, which
was carried out by way of a process that involved the reduction of the data, the presentation of the
data, and the drawing of conclusions. The primary objective of this study was to achieve a more in-
depth comprehension of the literature review that was carried out as a component of this research
endeavor. During the phase known as "data reduction," the obtained information was methodically
organized, categorized, and culled in order to simplify the process of coming to meaningful
conclusions and make the development of significant results more manageable. Because the data
were so complex and varied, conducting an analysis of them was required even during the phase
where they were being reduced. The purpose of the reduction phase was to ascertain whether or not
the information was pertinent to the ultimate objective. At the outset, a total of 40 different sources
were collected. The initial method resulted in the value of the numerical variable being changed to
27. In addition to that, the data will be provided via graphical illustrations. The current stage is the
next step in the process of data reduction, and it is the stage in which the data set is carefully
organized in a structured manner in order to promote comprehension and simplify the process of
drawing conclusions. Written discourse, more especially in the form of field notes, is the kind of
data representation that is utilized in this particular setting. Utilizing this approach to the
presentation of data can result in increased productivity when it comes to organizing and arranging
data in relational patterns. The process is not complete until the final stage, which is the
development of conclusions based on the data acquired. This step marks the completion of the
technique that we applied to the analysis of qualitative data. During this stage, we checked the
outcomes of data reduction and data presentation to ensure that they were consistent with the
intended goal of the research. The objective of this stage is to derive meaning from the obtained
data by identifying correlations, similarities, or dissimilarities, in order to build solutions to pre-
existing problems that have been identified. The results that were drawn from the sources that were
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used are deemed to be reliable. The objective of this endeavor is to collect facts that are trustworthy
and accurate, with the goal of enhancing comprehension as a result.

RESULTS AND DISCUSSION

The ChatGPT system is a type of chatbot, which refers to a computer or system that is
designed to generate automatic responses in the form of text depending on input provided by users
(Ausat, Suherlan, et al., 2023). It makes use of technology that is based on artificial intelligence
(Al) to process the input provided by the user, comprehend the context and intent of the question
or request, and deliver a suitable answer or solution (Fauzi et al., 2023). Natural language
processing (NLP) is one of the things that distinguishes ChatGPT unique from other types of
chatbots. This capacity is one of the things that puts ChatGPT apart. When applied to the field of
tourism, this natural language processing (NLP) skill gives computers the ability to comprehend
the language that tourists employ when describing their wants, requirements, or issues.

There are a few steps involved in the operation of ChatGPT, the most important of which
are data collecting, training, and testing (Dwivedi et al., 2023). To begin, the computer will gather
data from a wide variety of sources, such as websites, periodicals, or other materials that are in
some way connected to the subject of tourism. Following then, the device will go through a training
phase, during which the information that has been gathered will be processed and utilized to
enhance the device's capacity to comprehend and react appropriately to input from the user.
Following the completion of the training phase, the engine will next be put through its paces in a
variety of various tests to ensure that it is of sufficient quality. This testing can involve modeling
numerous situations that may arise during a visitor's journey, such as requests for information about
tourist attractions, hotel reservations, or the handling of issues such as missing passports or illness.
In the context of tourism, this testing may require testing software or a physical prototype.

One of the benefits of using ChatGPT in the context of the tourism industry is that it is able
to deliver information and recommendations that are tailored to the interests and requirements of
individual travelers (Carvalho & Ivanov, 2023). The NLP technology enables the machine to
interpret the requests or inquiries posed by travelers in a language that is more natural to them and
to respond in a manner that is appropriate given the circumstances (Khurana et al., 2023). Travelers
will find it much simpler to plan and carry out their trips in a manner that is both more effective
and more on target as a result of this. Additionally, ChatGPT has the potential to boost both
production and efficiency in the travel and tourist business. In certain situations, it is possible for
technology to take the place of people in delivering information or making reservations for tickets
or hotels. This has the potential to lower operational expenses while simultaneously improving
service efficiency.

However, the application of ChatGPT within the context of tourism does come with a few
downsides or difficulties. In the first place, it might not be able to respond to inquiries or requests
that are overly complicated or ambiguous. For example, it might not be able to answer questions
about the upcoming weather or make highly detailed recommendations regarding activities. This is
due to the fact that the machine is only capable of generating responses based on data that it has
already learned, and it is unable to generate responses that are outside the scope of its knowledge.
Second, there is a possibility that adopting ChatGPT will remove the individual and human aspects
of communication. In the tourism sector, interactions between customers and service providers
frequently necessitate cordial and amicable exchanges between the parties involved. While
ChatGPT is able to provide accurate information and suggestions (Haleem et al., 2022), the
assistance of a real person in finding solutions to difficulties and answering questions can frequently
result in a more gratifying experience for travelers.

A further obstacle that must be overcome in order to successfully adopt ChatGPT is the
system's ongoing upkeep and improvement (Javaid et al., 2023). The engine needs to be regularly
updated and modified in order to stay up with the most recent trends and advances in the tourism
sector. This is necessary in order to keep the performance of the system at an acceptable level and
to provide appropriate responses to the inquiries and requests made by travelers. This calls for a
major investment of time and money, particularly on the part of businesses or organizations that
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make use of ChatGPT as a service solution.

In spite of this, the deployment of ChatGPT in the tourism industry opens up a wealth of
options for both the businesses that supply services and the customers who use them. The
implementation of Al technology in an increasingly digital era has the potential to accelerate and
simplify the service process, thereby cutting both operational costs and the amount of time needed
to provide services (Perifanis & Kitsios, 2023). In addition, ChatGPT can aid service providers in
gathering data and feedback from travelers, with the goal of enhancing and improving the quality
of the services that are offered.

To guarantee that the data gathered and utilized in the training of the engine is of high
quality and pertinent to the tourism industry, one of the things that has to be taken into consideration
in order to optimize the use of ChatGPT in the tourism sector is to ensure that the data collected
and utilized in the training of the engine is. In addition to this, it is required to carry out an adequate
number of tests in order to guarantee both the quality and functionality of the engine in a wide range
of diverse circumstances. In addition, businesses or organizations who use ChatGPT have a
responsibility to take into account the requirements and preferences of visitors while responding to
specific concerns or requests for services (Taecharungroj, 2023) and (Rivas & Zhao, 2023).
Travelers who are looking for an experience that is both more personalized and has more of a
human touch may, in some circumstances, ask the service provider for options that involve human
connection.

In its most basic form, ChatGPT is one of the artificial intelligence technology solutions
that may be applied to enhance customer service and operational effectiveness in the travel and
tourist industry. The usage of ChatGPT presents a significant opportunity for businesses that cater
to visitors and service providers to speed up the process of providing services and improve the
overall quality of those services, despite the fact that its implementation presents a number of
obstacles and disadvantages. Therefore, businesses or organizations that are involved in the tourism
industry have an obligation to carefully analyze the benefits and drawbacks of utilizing ChatGPT
prior to putting it into practice, and they must also pay attention to the requirements and preferences
of tourists in order to deliver the highest quality of service.

Given the current trend and the rapid growth of technology, the expansion of the usage of
artificial intelligence (Al) technology in the tourism industry is another factor that needs to be taken
into consideration on a broader scale. The application of Al technology can be of assistance to
service providers in enhancing the effectiveness and quality of the services offered (Lee & Yoon,
2021), so bolstering the position of the firm or organization in the face of more intense competition
(Rustiawan et al., 2023). However, in order to successfully utilize artificial intelligence technology,
it is vital to make certain that the technology is used in a prudent and responsible manner. There is
a possibility that the implementation of Al technology could have adverse effects on society, such
as an increase in the rate of unemployment brought on by automation or the unethical use of data.
Therefore, the application of artificial intelligence should consistently be based on ethical principles
and long-term value systems.

Concerning ChatGPT, this technology possesses a great deal of untapped potential in terms
of enhancing the quality of services provided to tourists and the overall experiences they have while
on vacation. However, the personal interaction and human touch that are frequently required in the
tourism business cannot be totally replaced by the employment of ChatGPT because of its
limitations. As a result, businesses or organizations who use ChatGPT have a responsibility to pay
attention to the requirements and preferences of tourists when offering solutions and finding
solutions to problems.

When developing and utilizing ChatGPT, businesses or organizations need to pay attention
to the quality of the data as well as the processes involved in machine training. Additionally, they
need to guarantee that adequate trials are conducted to assure the quality and functionality of the
machine in a variety of settings. In addition, businesses and other organizations need to take into
account the ethical considerations and long-term values involved in the utilization of Al technology
in order for the utilization of ChatGPT to be able to bring long-term benefits to the tourism sector
as well as society in general.
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CONCLUSION

It is possible to draw the following conclusion from the information presented above: the
application of Al technology, and more specifically ChatGPT, has a significant amount of untapped
potential in terms of enhancing the quality of visitor services and experiences within the tourism
industry. ChatGPT is able to assist service providers in giving solutions and addressing tourists'
inquiries in a rapid and effective manner, as well as boosting the company's or organization's
position in the midst of increasingly fierce competition. The usage of ChatGPT does, however,
come with a few drawbacks and hazards, the most notable of which being the absence of personal
interaction and a human touch, as well as the possibility of unethical data exploitation. Because of
this, businesses or organizations who want to utilize ChatGPT need to pay attention to the
requirements and preferences of tourists and carry out an adequate amount of testing and
development in order to guarantee the machine's high quality and effective operation. In addition,
the application of Al technology should never deviate from adhering to ethical standards and long-
term ideals at all times. In order for the usage of ChatGPT to be of long-term benefit to the tourism
sector as well as society as a whole, businesses and other organizations must take into account the
technology's ethical implications as well as the values that contribute to its long-term viability.

While it is important for businesses or organizations in the tourism industry to pay attention
to the requirements and preferences of visitors, it is also a good idea for these entities to consider
using ChatGPT as an additional service that can be provided to visitors. In addition, before using
artificial intelligence technology, businesses or organizations need to first carry out adequate testing
and research, as well as take into consideration the ethical implications and long-term implications
of doing so. Therefore, utilizing ChatGPT can result in maximum benefits for the travel and tourist
business as well as society in general.
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