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Exploring Customer Experience with Artificial Intelligence in
hotel industry: Applied to SRIW Model
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Abstract

The purpose of this study is to understand the user experience for Al-based hotel
robot services. To achieve the research purpose the researcher conducted a case
analysis on the domestic Al hotel robot service and tried to derive the main
variables of the user experience through a review of the preceding research on the Al
robot services.

Participants in the study were men and women aged 18 years or older who had
experience in Al-based hotel robot service and among them, 10 pegple’s data who
agreed to use their interview contents for research analysis were analyzed After
peforming the transcription work on the in-depth interview data, through the
process of refining the data, a sentence containing the main meaning is selected and
a total of 47 descriptors required for analysis are derived by excluding sentences
containing similar or repeated meanings. Next, it was clustered by extracting factors
that explain the experience of Al-based hotel services. The criteria for clustering were
classified based on the SRIW model.
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As a result of the study, it was found that all of the six dimensions have a
significant influence on the experience of using Al-based hotel robot services. On the
other hand there was a difference in the measurement of factors affecting the
physical type of robot service provided In addition, in the case of a robot with a
delivery function that transports hotel goods, it was found that consideration of
design, color, efc. influenced the user’s positive experiences. This research provides a
number of theoretical and managerial implications by improving the understanding
of Al hotel robot service

FH0 : ASXSMH|A(Artificial Intelligence Service), AOIE
E02lE(Smart tourism), SRIW 28 (SRIW model)
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Apple®] Q1A 5 4] 2 Siri, o}FE29] Alexa, Marriott®] Bonvoy A1H] 2 o] 9l

THLu et al., 2019). 53] < e Fofol| AFA T43 AIS HAE od 23 A

H 2= AUVES Bl A Akt 3 Ao F AT AHl2, AXE B8l 73

&k dlolEle] 4] 3 DB3} 59 9455 FdoHA 7 28] g A A
7IHE =ola e Aol Tussyadiah & Park, 2018).
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AH] A(Marriott Z8), $3He WA H]) A(Savioke?] Relay)9t AES £33 14 4
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4% 11 It Tussyadiah & Park, 2018; o|&el, A3d, 20T Ads, 2020).
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2. el ¥A S (Artificial Intelligence)®# FQ 1+

WF 2 SEA okl A ADZIRE Au| 2o tigk AP AFEo] A8 thEA o]
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FEE 45t A ZHE g0l (Perceived ease of use)d] A1 @#H HE7) 750
e HEE P, HEe F8okd JaFs nFiths 3o o]&9] dileltt
53] AFY e AAl AHeT =2 ”J&T&ﬁ]g‘ 7l7ﬂ HEBE AEE 7Eoly 7=
7|9k Al 22gllof] gl sjEfo] o thFetA & ATHDavis et al., 1989).
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3 9 5

—

2016, Marinova, et al,, 2017).
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& el ST e L. (F, 2000 91y, GiGa GenieATH] =)
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A7 2]
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w I

R

& Shjle] QREZEE Y&l Fol7pH 2afl HoFE o]§8 + 91
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ZEL 19 wjEe] Al R OE 2R e B o kst e YAeR.]
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Lt 7l&el 8ol

71%9] golde AU Sd 2RAN A0 A D o] g HPel o] g
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A 2o] B, el Ade] Y J171E uAse] HulsE AFEa 9o,

b REe 25R $9uE 4ol
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F) IR 7) 9lo] - FFo) Q. Fix]ut & ] Z dolEglon EhrE Y
E90lQ (of 00 FAM, GiGa GenieAH]2)

vES % FEoH & & o FEhare. 28 #dE PP AEoE
Bo/A Eoprn oo, oF Belde g gE HES FEY7) TEHE
g ) EHA 2 paY ) gerETe. FA ”‘Z‘ ANel} AL L. &5 g
gglele. (o, 300 74, Cobot A17]=)

n

2 AZ|gt 2 Mu|A-D Mo AE ¢ ALZALS] WA 57|, 4E FE

—

7t A S7]

ADZIME 39 25 Mu| 2 ARGl glo] 2 71sdke] da Aol s
e M4 52 444 7] (o A, EAR)E 71s ARl Wid 8 Rde
2 G AA dve AT 2aoe 2 g YepdthkWei et al,
2016).

HY G o7} Z|7AI 9 2. Al A& 2 Eoek= o]
& mEe] FEo] L. (o, 300 AES, GiGa GenieATH =)

IR & AJB]27) X178k 7) = G4 of 2] TpXIE Ald R F /2. BFSo] & =
HRI7]E ol A E2b gltE o 2FS EojHl L. (9, 00 A GiGa
GenieAfH] %)

“TYIE 057 2159 HA et gler, LGRS 27 6AIRE 2F 1047}
Rtk el (EERS 174 (o 300] 9129 GiGa GenieA1H] %)

‘Boor g Haf HE o ofu Ay @)= 2357 FY Hele A =A% o]
2. AJjof, ghojrE o} gopA] efmitl {7)gF FEHoJE (H, 2000 Y, GiGa
GenieA1H] =)

9 Zu JoEks Yao] £90]8. F)FHn dfe YH7pA EHER. (H,
300 AFFg, Cobot A1H]2)
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SRIWo] 29| #& 99

= ofe] TEE FA ojRE HE G I} F o] AIZRS] ZRE YA

2 PR Yo A oI AT AL oFol] G ] Bol] AEE
Felo] € X #gkol L. (o 304 T Cobot A1H]=)

A5, AAAAE o] 9 TH Eohe g o] F=
AHEAbE S0 oEshe AP S 23 Stk QIzto] ofd uivdel isl Qe &
B ASAIIE gt Al tigh P4 o 2s 2| she Q1o = ARgA)
o] 34 Ao e nIXA i Tussyadiah & Park, 2018)

3 F& aAEES Al AH 29 3A4S B8l 259 dolsd s HrletA Ha
25 g sHEE YR 9lo] 239 5492047 vk E dojsgo] 1A
Aol frevlg J3s mA 1 e AoR AdHAT

T~ GPEEY AYE YR R el 7xlr] [0 A njolet 4zfo] =]
2 (o 300 91Z9] GiGa GenieA1H] ).

okl ZPR I YlojA AH G HiE A £/ £k FHE F B
7 Y2 FEPH Hol e FH LY Z Aol 8. (o, 0 7,
ATH]Z)

Yol AL} A7) B B AG] Gl L. Pl R
#o] 7K 287}, mestel’ (o], 0 FAMEL, GiGa GemieAlH]2:)

7RIS 2k Tl XY 7F e A8 HE Gl R (9, 200 ey, GiGa

GenieAfH]2~).

ofHL A HE FEA SFEA. B ofe]E mie] XY} FEgE AL, (9,
30 AR, GiGa GenieA1H] =)

[1=5|

o T

c}. ARSI

02

AFE A & (social influence)& AHEAF BEol daFe A= A4 89ow
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