_REVISTA
INCLUSIONE

ol
‘.! '_ [
wx 1)

HOMENAJE A MARIA JOSE AGUILAR IDANEZ

Volumen 8 . NUmero 1
Enero / Marzo

2021

ISSN 0719-4706




INCLUSIONES uxz.

REVISTA DE HUMANIDADES
Y CIENCIAS SOCIALES

CUERPO DIRECTIVO

Director
Dr. Juan Guillermo Mansilla Sepulveda
Universidad Catdlica de Temuco, Chile

Editor
Alex Véliz Burgos
Obu-Chile, Chile

Editor Cientifico
Dr. Luiz Alberto David Araujo
Pontificia Universidade Catdlica de Sao Paulo, Brasil

Editor Brasil
Drdo. Maicon Herverton Lino Ferreira da Silva
Universidade da Pernambuco, Brasil

Editor Ruropa del Este

Dr. Alekzandar Ivanov Katrandhiev
Universidad Suroeste "Neofit Rilski", Bulgaria
Cuerpo Asistente

Traductora: Inglés

Lic. Pauline Corthorn Escudero

Editorial Cuadernos de Sofia, Chile

Portada

Lic. Graciela Pantigoso de Los Santos
Editorial Cuadernos de Sofia, Chile

COMITE EDITORIAL

Dra. Carolina Aroca Toloza
Universidad de Chile, Chile

Dr. Jaime Bassa Mercado
Universidad de Valparaiso, Chile

Dra. Heloisa Bellotto
Universidad de Sao Paulo, Brasil

Dra. Nidia Burgos
Universidad Nacional del Sur, Argentina

Mg. Maria Eugenia Campos
Universidad Nacional Autonoma de México, México

Dr. Francisco José Francisco Carrera
Universidad de Valladolid, Espafia

Mg. Keri Gonzalez

Universidad Auténoma de la Ciudad de México, México

Dr. Pablo Guadarrama Gonzalez
Universidad Central de Las Villas, Cuba

Mg. Amelia Herrera Lavanchy
Universidad de La Serena, Chile

Mg. Cecilia Jofré Mufioz
Universidad San Sebastidn, Chile

Mg. Mario Lagomarsino Montoya
Universidad Adventista de Chile, Chile

Dr. Claudio Llanos Reyes
Pontificia Universidad Catdlica de Valparaiso, Chile

Dr. Werner Mackenbach
Universidad de Potsdam, Alemania
Universidad de Costa Rica, Costa Rica

Mg. Rocio del Pilar Martinez Marin
Universidad de Santander, Colombia

Ph. D. Natalia Milanesio
Universidad de Houston, Estados Unidos

Dra. Patricia Virginia Moggia Miinchmeyer
Pontificia Universidad Catdlica de Valparaiso, Chile

Ph. D. Maritza Montero
Universidad Central de Venezuela, Venezuela

Dra. Eleonora Pencheva
Universidad Suroeste Neofit Rilski, Bulgaria

Dra. Rosa Maria Regueiro Ferreira
Universidad de La Coruiia, Espafia

Mg. David Ruete Zuiiiga
Universidad Nacional Andrés Bello, Chile

Dr. Andrés Saavedra Barahona
Universidad San Clemente de Ojrid de Sofia, Bulgaria

Dr. Efrain Sanchez Cabra
Academia Colombiana de Historia, Colombia

Dra. Mirka Seitz
Universidad del Salvador, Argentina

Ph. D. Stefan Todorov Kapralov
South West University, Bulgaria



INCLUSIONES uxz.

REVISTA DE HUMANIDADES
Y CIENCIAS SOCIALES

COMITE CIENTIFICO INTERNACIONAL
Comité Cientifico Internacional de Honor

Dr. Adolfo A. Abadia
Universidad ICESI, Colombia

Dr. Carlos Antonio Aguirre Rojas
Universidad Nacional Auténoma de México, México

Dr. Martino Contu
Universidad de Sassari, Italia

Dr. Luiz Alberto David Araujo
Pontificia Universidad Catdlica de Sao Paulo, Brasil

Dra. Patricia Brogna
Universidad Nacional Auténoma de México, México

Dr. Horacio Capel Saez
Universidad de Barcelona, Espafia

Dr. Javier Carredn Guillén
Universidad Nacional Auténoma de México, México

Dr. Lancelot Cowie
Universidad West Indies, Trinidad y Tobago

Dra. Isabel Cruz Ovalle de Amenabar
Universidad de Los Andes, Chile

Dr. Rodolfo Cruz Vadillo
Universidad Popular Autonoma del Estado de Puebla,
Meéxico

Dr. Adolfo Omar Cueto
Universidad Nacional de Cuyo, Argentina

Dr. Miguel Angel de Marco
Universidad de Buenos Aires, Argentina

Dra. Emma de Ramoén Acevedo
Universidad de Chile, Chile

Dr. Gerardo Echeita Sarrionandia
Universidad Auténoma de Madrid, Espaiia

Dr. Antonio Hermosa Andujar
Universidad de Sevilla, Espafia

Dra. Patricia Galeana
Universidad Nacional Auténoma de México, México

Dra. Manuela Garau
Centro Studi Sea, Italia

Dr. Carlo Ginzburg Ginzburg
Scuola Normale Superiore de Pisa, Italia
Universidad de California Los Angeles, Estados Unidos

Dr. Francisco Luis Girardo Gutiérrez
Instituto Tecnoldgico Metropolitano, Colombia

José Manuel Gonzalez Freire
Universidad de Colima, México

Dra. Antonia Heredia Herrera
Universidad Internacional de Andalucia, Espafia

Dr. Eduardo Gomes Onofre
Universidade Estadual da Paraiba, Brasil

Dr. Miguel Leén-Portilla
Universidad Nacional Auténoma de México, México

Dr. Miguel Angel Mateo Saura
Instituto de Estudios Albacetenses “Don Juan Manuel”,
Espana

Dr. Carlos Tulio da Silva Medeiros
Didlogos em MERCOSUR, Brasil

+ Dr. Alvaro Marquez-Fernindez
Universidad del Zulia, Venezuela

Dr. Oscar Ortega Arango
Universidad Autonoma de Yucatdan, México

Dr. Antonio-Carlos Pereira Menaut
Universidad Santiago de Compostela, Espafia

Dr. José Sergio Puig Espinosa
Dilemas Contemporaneos, México

Dra. Francesca Randazzo
Universidad  Nacional Auténoma de Honduras,
Honduras

Dra. Yolando Ricardo
Universidad de La Habana, Cuba

Dr. Manuel Alves da Rocha
Universidade Catdlica de Angola Angola

Mg. Arnaldo Rodriguez Espinoza
Universidad Estatal a Distancia, Costa Rica



INCLUSIONES uxz.

REVISTA DE HUMANIDADES
Y CIENCIAS SOCIALES

Dr. Miguel Rojas Mix Dra. Noemi Brenta
Coordinador la Cumbre de Rectores Universidades Universidad de Buenos Aires, Argentina
Estatales América Latina y el Caribe

Ph. D. JuanR. Coca
Dr. Luis Alberto Romero Universidad de Valladolid, Espafia
CONICET / Universidad de Buenos Aires, Argentina

Dr. Antonio Colomer Vialdel
Dra. Maura de la Caridad Salabarria Roig Universidad Politécnica de Valencia, Espafia
Dilemas Contemporaneos, México

Dr. Christian Daniel Cwik
Dr. Adalberto Santana Hernandez Universidad de Colonia, Alemania
Universidad Nacional Auténoma de México, México

Dr. Eric de Léséulec
Dr. Juan Antonio Seda INS HEA, Francia
Universidad de Buenos Aires, Argentina

Dr. Andrés Di Masso Tarditti
Dr. Saulo Cesar Paulino e Silva Universidad de Barcelona, Espafia
Universidad de Sao Paulo, Brasil

Ph. D. Mauricio Dimant
Dr. Miguel Angel Verdugo Alonso Universidad Hebrea de Jerusalén, Israel
Universidad de Salamanca, Espafia

) Dr. Jorge Enrique Elias Caro
Dr. Josep Vives Rego Universidad de Magdalena, Colombia
Universidad de Barcelona, Espafia
. i . Dra. Claudia Lorena Fonseca
Dr. Eugenio Raul Zaffaroni Universidad Federal de Pelotas, Brasil
Universidad de Buenos Aires, Argentina
Dra. Ada Gallegos Ruiz Conejo
Dra. Blanca Estela Zardel Jacobo Universidad Nacional Mayor de San Marcos, Peru
Universidad Nacional Auténoma de México, México

Dra. Carmen Gonzalez y Gonzalez de Mesa

Comité Cientifico Internacional Universidad de Oviedo, Espafia

Mg. Paola Aceituno Ph. D. Valentin Kitanov

Universidad Tecnologica Metropolitana, Chile Universidad Suroeste Neofit Rilski, Bulgaria
Ph. D. Maria José Aguilar Idafiez Mg. Luis Oporto Ordéiiez

Universidad Castilla-La Mancha, Espafia Universidad Mayor San Andrés, Bolivia

Dra. Elian Araujo Dr. Patricio Quiroga

Universidad de Mackenzie, Brasil Universidad de Valparaiso, Chile

Mg. Rumyana Atanasova Popova Dr..Gim? Rios Patio

Universidad Suroeste Neofit Rilski, Bulgaria Universidad de San Martin de Porres, Pert
Dra. Ana Bénard da Costa Dr. Carlos Manuel Rodriguez Arrechavaleta
Instituto Universitario de Lisboa, Portugal Universidad Iberoamericana Ciudad de México, México

Centro de Estudios Africanos, Portugal
Dra. Vivian Romeu

Dra. Alina Bestard Revilla Universidad Iberoamericana Ciudad de México, México
Universidad de Ciencias de la Cultura Fisica y el Deporte,
Cuba Dra. Maria Laura Salinas

Universidad Nacional del Nordeste, Argentina



INCLUSIONES us.

REVISTA DE HUMANIDADES
Y CIENCIAS SOCIALES

Dr. Stefano Santasilia
Universidad della Calabria, Italia

Mg. Silvia Laura Vargas Lopez
Universidad Auténoma del Estado de Morelos, México

Dra. Jaqueline Vassallo
Universidad Nacional de Cérdoba, Argentina

Dr. Evandro Viera Ouriques
Universidad Federal de Rio de Janeiro, Brasil

Dra. Maria Luisa Zagalaz Sanchez
Universidad de Jaén, Espafia

Dra. Maja Zawierzeniec
Universidad Wszechnica Polska, Polonia



REVISTA INCLUSIONES ISSN 0719-4706 VOLUMEN 8 — NUMERO 1 — ENERO/MARZO 2021

Indizacion, Repositorios y Bases de Datos Académicas

Revista Inclusiones, se encuentra indizada en:

“publons

C Clalrivate < is part of
Analyti
CI"{:;’“E?(N o Web Of AClarivate
/NpDexEe® /\ SCIence (A:grar%g%
Group

MIAR2: DOA |3
Live JOURNALS

' 000 0
e-#s CiteFactor -
S E ®°.% ‘. Academic Scientific Journals Ldt’-"' ' I
s, "o O Estudios

Citas Latincamericanas en
Clencias Sociales y Humanidades

Academic
Resource

Index
ResearchBib

@) PRINCETON UNIVERSITY L
Sranford University
|2| LIBRARY M @ LIBRARIES Ra AD i
Biblothéque - —m wm— WZB -4
|_|brary ___‘ N— i

r_)J |_J } ‘;J“ [_r_; Berlin Social Science Center u l A K B l M

(’5\ WorldCat'  (©p stERPA/ReMEO

uOttawa

||
. )) U se X\ Uniwersytet
\f‘ P| 2JUNB o JULICH SR8) ety
Vancouver Public Library LI BRARI ES FORSCHUNGIZERTRUN

PH. D. (C) STEFKA HRISTOVA / PH. D. MILENA STOYANOVA



REVISTA INCLUSIONES ISSN 0719-4706 VOLUMEN 8 — NUMERO 1 — ENERO/MARZO 2021

’ —_— UNIVERSITY OF
MULZ |2 REX SASKATCHEWAN

Heinz Maier-Leibnitz Zentrum

. { International
120 (D Dialogos 2 - Innovative Journal
= Mercosur LN '/ Impact Factor (I1JIF)

pirecoryoffesearch ARV g W Y N

Journals Indexing 21 DE CIENGIA Y TECNOLOGA

THEOLOGICAL SEMINARY

Hellenic Academic Libraries Link

1Ovoeopog EAMNvViKV AKaSnuaiky BipAoBnkoy \ | ‘ I , I I N

BIBLIOTECA UNIVERSIDAD DE CONCEPCION

PH. D. (C) STEFKA HRISTOVA / PH. D. MILENA STOYANOVA



REVISTA INCLUSIONES ISSN 0719-4706 VOLUMEN 8 — NUMERO 1 — ENERO/MARZO 2021

INCLUSIONES ux.

REVISTA DE HUMANIDADES
Y CIENCIAS SOCIALES

ISSN 0719-4706 - Volumen 8/ Numero 1/ Enero — Marzo 2021 pp. 67-73

THE “SILENT” WAR FOR FUTURE OF THE TOURISM & TRAVEL INDUSTRY,
THE COMPETITION OF THE ARTIFICIAL VERSUS THE NATURAL INTELLIGENCE

Ph. D. (C) Tefka Hristova
Konstantin Preslavsky University of Shumen, Bulgaria
ORCID: 0000-0002-7566-9783
s.hristova@shu.bg
Ph.D. Milena Stoyanova
Konstantin Preslavsky University of Shumen, Bulgaria
ORCID: 0000-0002-8459-3071
stoyanovamilena@shu.bg

Fecha de Recepcién: 14 de octubre de 2020 — Fecha Revisién: 22 de octubre de 2020
Fecha de Aceptacion: 17 de diciembre de 2020 — Fecha de Publicacion: 01 de enero de 2021

Abstract

Annually, the tour industry increases its income, and with that comes up a main objective which
interests everyone - the human resources problem. The competitive environment puts everyone up
in front of need for actions of satisfying the primar necessities of the common user. All kinds of
industries and economical sectors are paying attention to the IT management, which is in hyper
dynamic bloom. They keep coming with innovations that to the common human nature still seem like
science fiction. The automotation was the creation of the 20th century, which has transformed into
daily routine to us, and the roboticization is the creation of the 21st century — artificial intelligence is
already a fact. The science is exponentially developing, and now there is a visible threat in the face
od the human labor.
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Introduction

Tourism for another year notes a stable positive tendency of growth in travels on a
global scale. For 7 consecutive years, the branch marks a growth as the international arrivals
are 1,32 million (+7%) from which 671 million are from Europe or 51% of the market (+8%).
In the period to 2030, the World Tourism Organization foresees a slower growth of 744
tourists per year (+1.8%) which is about 41% of the global market. The empiric indicators
confirm the steady global development of tourism. With each year, Europe increases its
revenues and profits from the tourist branch but also meets great hardships and problems
with human resources?.

The bigger competitiveness in the branch makes executive managers look for the
cooperation and the support of IT specialists. The innovations that were introduced were
science fiction in the 80s of the 20" century, but today in the 215t century, they are reality.
The automatized and robotic technologies are a constant part of our daily lives and they are
a necessity at the workplace. In the last years, it has been widely talked about artificial
intelligence but the question is if society is ready to embrace this revolutionary progress in
the informational and the digital sciences. That is important, because every day, humanity
is getting one step closer to the future in which machines and people will live in symbiosis.

Findings

The initial concept for incorporating robotized technology in Global economics is for
the sake of easing people’s working activities. Through the year of economical upsurge,
Europe is in a demographic crisis and human resources are scarce. That changes the initial
idea and makes Homo sapiens face a new challenge.

Until not long ago, we thought of robots as of a pile of iron. The new generations are
the so-called chat-bots and avatars with artificial intelligence (Al). The possibilities for using
them is the tourist industry are endless. It's been a few years since the chat bot is
successfully being introduced in the tourist branch. Technologies are meant to change our
travels and to satisfy our even higher requirements. In 2015 in Japan, the first robotized
hotel in the world - “Henn na Hotel”, was opened?. At the beginning of tourist seasons 2019,
an avatar receptionist was introduced and incorporated for the first time in Bulgaria?®.

The world is going through a fourth industrial revolution. The technological revolution
will lead to and will cause fundamental changes in our lifestyles and in our work. This
metamorphosis will be something that people have never seen before. What could humanity
win from this revolution — potential to increase global revenues and to improve the quality of
life of the population? In future, innovations in technology will lead to cheaper transportation
and communication, the delivery chains will become more effective and trade expenses will
go down. That will open new markets and will stimulate economic growth.

Are artificial intelligence and chat-bots an advantage or a factor for disquiet for
humanity?

Preconditions for the competitiveness of the chat bot and the avatar in tourism:

L En http://www.europarl.europa.eu/ftu/pdf/bg/FTU_3.4.12.pdf Obtenido el 22 de mayo de 2020.
2 En https://www.kaldata.com Obtenido el 23 de julio de 2020.
3 En http://bgtourism.bg/210624019 Obtenido el 26 de julio de 2020.
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* The chat-bot offers numerous advantages and conveniences not only to the
clients but also to the branch;

+ It answers the clients right away, in a correct and professional manner — in gives
the branch full control over the quality and the contents of the information given;

» It speaks to the clients in one or more languages;

» It can talk with many clients at the same time;

» It saves the working staff working hours 24/7/365;

» ltlessens the expenses for communication with the clients by saving up resources
and people’s time;

* It helps the tourist branch to optimize the work of the staff with more tasks
completed for the same time;

* It's easy to use;

» It increases the clients’ satisfaction — they receive information or a service
whenever they ask for it in a convenient format without being dependent on their location,
work place or the time without language batrriers;

+ It gives new possibilities for marketing and sales — as a good member of the
working team, the chat-bot is always ready to recommend the client a suitable service or
product.

In 2017, the chat-bot was one of the top technological innovations, which was talked
about everywhere. After October, 26 the same year, humanity saw and realized the high-
technological achievements of the computer specialists. On that day, there was a unique
event in Sofia where the humanoid robot was presented. Its creator is Doctor David Henson,
who had the idea to give life to an artificial intelligence that is more intelligent than people
and improves itself with time. Another example for the endless human desires is the
development of an avatar from the Russian concern “Luka — start-up” through which we will
be able to communicate with relatives that aren’t alive anymore.

Human weaknesses and fears can motivate us and show us the unlimited
capabilities of natural intelligence — the Homo sapiens. This statement is proven by the
Russian multi-millionaire in the field of cyber technology, Dmitriy Itskov. He invested all his
fortune in the development of artificial intelligence — a humanoid avatar through which people
can have an eternal life without feeling tired or getting sick or old. The project has been split
into four phases with a deadline 20454,

Automatization and robotization aren’t a new idea but breakthrough in artificial
intelligence and mechanical training gives the base for quality changes in client service in
the digital environment. Awareness and the cognitive abilities of machines reveal endless
possibilities for companies to fully rethink when and what to sell, what kind of staff is needed
and how to manage a business, how to predict and surpass the expectations of the
consumers.

A factor for disquiet is that automatization of production will leave many people
jobless.

According to the Organization for Economic Cooperation and development (OECD),
almost half of the working places will either disappear, or will radically change in the next
two decades.

4 En https://habr.com/ru/post/391651 Obtenido el 22 de agosto de 2020.
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REVISTA INCLUSIONES ISSN 0719-4706 VOLUMEN 8 — NUMERO 1 — ENERO/MARZO 2021

The “silent” war for future of the tourism & travel industry, the competition of the artificial versus the natural intelligence... Pag. 70

250 236
200
150
120
100
73
50 30
17
: B .
USA Japan China India Germany

Figure 1
Loss of jobs (number in millions)
Source: Authors’ calculations

Leading economies such as the USA will lose over 73 million, China — 236 million,
followed by India with 120 million, Japan — 30 million and Germany — 17 million. In the 10
largest economies in the world, 107 work positions will disappear®.

According to data by the research center Bloomberg, until 2020 over 5 million work
positons will be closed. The professions that will mostly be affected in the third section are
transportation, production and trade. In the field of services, this growth is expected to reach
7 million to 2030.

Because of the critical world data, from “the mass robotization” and the need for the
current report, a sample from a non-government survey is presented.

35 people, aged 25 to 65, were interviewed, with the predominant gender being
women. Respondents were asked about the attitude towards: implementation, service and
applicability and cooperation with artificial intelligence in the new generation of tourist
platforms. The data from the survey show that the applicability finds the highest share in the
field of tour operator and travel agency activities, for the implementation of web platforms in
the hotel industry, the attitude is positive. In the service area, as a colleague and guest
representative, respondents identify a platform.

The aim is the attitudes and the views about the compatibility of artificial intelligence
to be pointed out on a micro-level. People from all ages, genders and social statuses
participated in the survey. The survey was conducted on the territory of Varna district. It was
conducted among groups of experts, managers and employees which are also consumers
of tourist services. 35 people were interviewed from January to April 2020.

5 En https://www.oecd.org Obtenido el 07 de Agosto de 2020.
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As a tourism manager, where would you invest for a chatbot?

18

16

14

12

10

YES No | can not decide

Figure 2
Attitudes towards the applicability of robotics
Source: Authors’ calculations

Figure 2 shows tendencies towards changes in the direction of introducing and developing
innovative technologies. The alluring idea for the management team - 24/7/365 is
undoubtedly a favorite in the working process.

Would you replace human resources wiht a humanoid
robot
30
25
20
15
10
5
0
YES NO | can not decide
Figure 3

Introducing Al in the field of services
Source: Authors’ calculations

Figure 3 reveals clear paths for the applicability of robotization as a help for the

service staff. According to the people inquired, on a local level in near future, there isn’t a
threat of a mass introduction of robotization.

PH. D. (C) STEFKA HRISTOVA / PH. D. MILENA STOYANOVA
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In these circumstances, Figure 4 represents the introduction, the realization and the
exploitation of the IT innovations in tourism. The biggest share of the contribution to
introducing new technologies is for: marketing and advertisement, tourist and travel
agencies, reservation and informational systems, hotel households and restaurants that
belong to hotels that provide food.

Where do you think robotics is most applicable in the toourism
sector?
B Hotels and
15 restaurants
10 _
; Travel agencies
0 and bureaus
P " Marketing and
v © c .
o C 7 Advertising
O ® U ¢
T T Higherinits in
2 the sektor
Figure 4

The robotization in tourist branches
Source: Authors’ calculations

Conclusion

The time when machines will surpass people in almost every task and will do the
most part of the activities people do is not too far away. The positions that will remain for
humans are the ones that require higher education and making decisions — managers,
engineers, scientists and teachers. It’s still not clear how we will go through this fourth stage.
Humanity should prepare to participate in this process.

All the parties interested from the governmental, the public and the private sector as
well as the academic circles and the civil society. Robots will reach a level of development
as high as us — Homo sapiens allow them.
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