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Keywords

This study aims to examine the effect of artificial intelligence (Al) application on tourist
attraction, mediated by service quality, in Iranian eco-resorts. The research adopts a survey-
based, causal methodology, employing quantitative data collected via questionnaires. The
statistical population consists of 4,000 managers of Iranian eco-resorts, from which a

sample of 351 participants was selected using non-probability convenience sampling based
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on Cochran’s formula. The research questionnaire comprises 42 items, developed through
the Delphi method for the Al application construct, Parasuraman’s (1988) SERVQUAL model
for service quality measurement, and Magnus’ (2008) scale for assessing tourist attraction.
Data analysis was conducted using SPSS and PLS (Partial Least Squares) software.

The findings indicate that the application of Al has a statistically significant impact on tourist
attraction. Furthermore, service quality serves as a mediating factor in this relationship.
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Extended Abstract

Introduction

Tourism, as one of the fastest-growing economic
sectors globally, increasingly relies on innovative
technologies to maintain competitiveness and meet
evolving customer expectations. Among these
technologies, Artificial Intelligence (Al) stands out
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for its capacity to transform the service delivery
landscape by  enhancing  responsiveness,
personalization, and operational efficiency. The
integration of Al into tourism-related services
ranging from automated booking systems to
intelligent customer engagement platforms has the
potential to significantly impact tourist satisfaction
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and, by extension, their behavioral intentions. In
the context of ecotourism, where the appeal often
lies in authentic and personalized experiences, the
role of Al must be critically examined. Unlike
traditional hospitality services, ecotourism lodges
prioritize sustainability, cultural sensitivity, and
immersive experiences factors that may either be
enhanced or undermined by technological
interventions. Hence, understanding how Al
influences tourist attraction through service quality
as a mediating variable offers both theoretical
significance and practical utility.

Previous research has largely examined Al’s role
in mainstream hotel chains or urban tourism but
has seldom explored its application in ecotourism
settings within developing countries. Iran, with its
rich cultural and natural heritage and a growing
network of ecotourism lodges, presents a fertile
ground for such investigation. This study thus
seeks to fill the research gap by examining how
Al-based applications adopted by ecotourism lodge
managers affect the attraction of tourists, with a
particular focus on the mediating role of perceived
service quality. This research also builds upon
established service quality models particularly
Parasuraman et al.'s SERVQUAL framework
(1988) to quantify and contextualize the concept of
service excellence in technologically mediated
environments. The primary objective is to assess
whether the utilization of Al directly impacts
tourist attraction, or whether its influence is
significantly moderated by the tourists’ perception
of service quality.

Methodology

This study employed a quantitative research design
with a descriptive-correlational approach, suitable
for testing hypothesized relationships among the
latent constructs of Al usage, service quality, and
tourist attraction. The research population
comprised managers of ecotourism lodges across
various provinces in Iran, as these individuals are
directly involved in the operational integration of
Al technologies in service delivery. A purposive
sampling technique was applied to select
participants who had experience implementing or
overseeing Al applications in their establishments.
A total of 351 valid responses were collected

through structured questionnaires, designed to
capture perceptions on a 5-point Likert scale. The
questionnaire was developed based on validated
scales from previous studies, including items
measuring Al application efficacy, service quality
dimensions (tangibility, responsiveness, assurance,
empathy, and reliability), and tourist behavioral
outcomes such as revisit intention and satisfaction.
To ensure construct validity, the questionnaire
underwent a thorough expert review process, and a
pilot study was conducted. Cronbach’s alpha
coefficients for all constructs exceeded 0.7,
confirming internal reliability. Confirmatory
Factor Analysis (CFA) was performed using SPSS
and AMOS software to validate the measurement
model, followed by Structural Equation Modeling
(SEM) to test the hypothesized relationships.

The research model hypothesized that:

1. Al application has a direct and positive
effect on tourist attraction.

2. Al application positively influences service

quality.

3. Service quality positively influences tourist
attraction.

4. Service quality mediates the relationship
between Al application and tourist
attraction.

This model aligns with mediated causality

frameworks in behavioral science and supports the
investigation of both direct and indirect effects
among the constructs.

Results and Discussion

The results from Structural Equation Modeling
provided strong empirical support for the proposed
hypotheses. The direct path coefficient between Al
application and tourist attraction was statistically
significant (B = 0.41, p < 0.001), indicating that
tourists are more likely to be drawn to lodges that
incorporate advanced Al-based features such as
smart recommendations, automated check-ins, and
personalized communication. Similarly, the path
from Al application to service quality was
significant (B = 0.63, p < 0.001), suggesting that
Al technologies contribute to more efficient,
consistent, and personalized service delivery.
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Tourists perceived Al-integrated services as more
reliable and responsive, two critical components of
the service quality framework. The effect of
service quality on tourist attraction was also
significant (B = 0.52, p < 0.001), affirming that
high service quality remains a primary determinant
of tourist satisfaction and loyalty even when
facilitated through Al technologies. Importantly,
service quality was found to partially mediate the
relationship between Al applications and tourist
attraction, as evidenced by a reduction in the direct
effect size when the mediator was included in the
model. This highlights that Al does not
independently ensure increased tourist interest
unless it also improves perceived service
standards.

These findings resonate with prior literature that
emphasizes the critical role of experiential quality
in ecotourism (Buhalis & Law, 2008; Chen & Tsal,
2007). The study reveals that tourists’ appreciation
of Al is not solely rooted in its novelty or
convenience but is largely contingent on how
effectively it enhances traditional service
attributes. For instance, automated customer
feedback systems that help managers quickly
resolve complaints were highly appreciated, while
overly mechanized interactions were viewed as
impersonal in the intimate settings of eco-lodges.

The study also uncovered differences in Al
effectiveness based on the nature of Al tools used
and the demographic profile of the tourists.
Younger tourists were more receptive to Al-based
interactions, while older tourists prioritized human
warmth and interpersonal communication. These
demographic trends suggest that while Al holds
great promise, its implementation must be context-
sensitive and balanced with human-centric service
delivery models.

Conclusion

This research contributes to the growing body of
knowledge on technology acceptance in tourism by
empirically validating a model that links Al
applications, service quality, and tourist attraction.
The findings underscore that while Al serves as a
potent tool for innovation and efficiency, its
success in attracting tourists is mediated by the
enhancement of service quality a factor that
remains central to customer satisfaction in the

tourism industry. The study’s implications are both
theoretical and practical. Theoretically, it
integrates constructs from Al innovation literature,
service quality models, and tourist behavior
theories into a coherent empirical model.
Practically, it offers insights for ecotourism
managers and policymakers aiming to attract and
retain  tourists in an increasingly digital
environment. Emphasis should be placed on using
Al not merely for automation, but as a means to
augment the service experience in ways that align
with the expectations and values of ecotourists.

Recommendations for practice include the
selective implementation of Al tools that enhance
communication, personalization, and service
responsiveness while maintaining the human touch
critical to ecotourism. Training staff to use Al
ethically and empathetically, ensuring data
privacy, and designing interfaces that foster trust
are essential for maximizing Al's potential. Future
research could explore longitudinal impacts of Al
adoption in tourism, comparative studies between
urban and rural tourism Al strategies, and the role
of cultural dimensions in shaping tourist responses
to Al-based services. In sum, Al can act as a
catalyst for competitive advantage in the tourism
sector but only if strategically aligned with service
excellence and customer-centric values.
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