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An introduction to 
Generative AI for business



Do you have a clear understanding of 
what AI is?

ⓘ Start presenting to display the poll results on this slide.



Do you think AI could help your 
business?

ⓘ Start presenting to display the poll results on this slide.



Daily Mail

ABC News

The Standard

World Travel & Tourism Council

BBC Travel

AI in the news

https://wttc.org/news-article/ai-set-to-revolutionise-travel-and-tourism-says-latest-wttc-report


Artificial Intelligence
Simulating human 
intelligence, reasoning and 
problem-solving 
capabilities

But what is AI?

Machine Learning
Algorithms learning to 
perform tasks like 
classification, based on 
training data Deep Learning 

Neural networks learning 
about patterns and 
relationships in training data, 
then performing tasks like 
fraud detection

Generative AI 
Neural networks generating 
text or other media 
resembling human output

– ChatGPT



Generative Take a question (the prompt) and generate a response to it

Pre-trained A neural network trained on a huge amount of data

Transformer A kind of neural network introduced by Google in 2017

Chat A chatbot designed to communicate in a way resembling human conversation

What is ChatGPT?
An example of Generative AI, which became the fastest-
growing consumer software app ever



Using ChatGPT to plan a travel itinerary 



“The best thing about AI is its 
ability to”

Prompt

How does Generative AI work?
GPT

“The best thing about AI is its 
ability to learn”

Generated text

GPT

“The best thing about AI is its 
ability to learn and”

Generated text
“The best thing about AI is its 
ability to learn”

Prompt

“The best thing about AI is its 
ability to learn and”

Prompt

…



Automate business processes Increase human efficiency

• Enquiry categorisation
• Sentiment & emotion analysis
• Entity recognition
• Skills Based Routing 
• Q&A with business knowledge
• What’s the status of my enquiry?

• Summarise long enquiries
• Translate language
• Suggest relevant knowledge
• Suggest responses 
• Quality Assure responses
• Support less-experienced staff

What are some business uses for Generative AI?



Using Generative AI to improve human efficiency

Booking
request

Proposed decision
and justification

Human
makes final

decision

Travel policy

Retrieve relevant 
policy sections

Generative AI 

Prompt

Does this customer request fall 
within our travel policy? 
Justify your decision.

• Booking request…
• Relevant policy sections…



Some considerations when applying Generative AI

• What’s happening to my data?
• Anonymisation?
• Regulatory compliance?

Data Usage

• How do we reduce the risk of AI 
making mistakes?

• Can we train AI to use our business 
knowledge?

Hallucination

• Why is the AI behaving differently 
today? 

• Can we improve consistency?

Behavioural Change



• Can AI respond in real-time?
• Can it scale to handle peaks?

Availability and Scalability

More considerations when applying Generative AI

• How much energy is AI using?
• Can we reduce it?

Energy Usage

• Is AI fair and inclusive?
• What about bias or harmful 

behaviours?

Safety



• Wider range of choice, including open-source

• Generate – and process – images, sound (voice) and video 
(multi-modal)

• Build and deploy more efficient and specialist AIs 
(Small Language Models)

• Process ever larger amounts of data – “Summarise this book…” 
(longer prompts)

• Devin the AI Software Engineer (autonomous agents)

Future trends for Generative AI



• Generative AI has the potential to revolutionise customer 
service and improve business efficiency

• We recommend clients evaluate Generative AI and conduct 
cautious experimentation

• We advocate keeping humans in the loop for customer-facing 
activities – for now at least!

Finally…Generative AI for Customer Service



AI in the
Travel Industry



It is fairly easy for an experienced travel consultant to decipher 
the request with focus and no interruptions

By applying combinations of GPT and our workflow rules logic we 
interpret with pace: 

• the request
• prioritise versus other requests
• check if we know Matt’s regular departure airport – if not 

then automatically ask for it
• suggest hotels as he hasn’t requested one
 

Hi

I need to attend a client meeting in the Zuidas district on the 
30th April , can you book me a flight arriving Monday evening 
and departing late Tuesday afternoon

Thanks,
Matt

Flight booking

1 June 2023, 12.58
matt@little.co.uk

Imagine receiving the following email as a booking 
enquiry 



Hi

I need to attend a client meeting in the Zuidasdistrict on the 30th 
April , can you book me a flight arriving Monday evening and 
departing late Tuesday afternoon

Thanks,
Matt



MISSING SSR CTCM MOBILE OR SSR CTCE EMAIL OR SSR CTCR NON-CONSENT FOR WB

GDS Events Feed / Vendor Remarks
(Near real time)

AI/ML Rules

The daily chore of sifting 
through GDS events 
eliminated 
 

Post booking events

Safely ignore Auto Action

Traveller friendly msg’s

Manual intervention 
required

Calculate SLA urgency 

Summarise Suggest actions



GDS Ticketing Events 

Itinerary analysis for additional service opportunities, such as a 
flight-only itinerary without hotel bookings 

As a consultant co-pilot As a background process with 
pro-active outreach



• Using a logic-based rules engine for checking basic facts 
such as checked passengers, flight and delay durations

• Using AI to determine if the delay was extraordinary or 
not

• Then using AI to supplement the evidence when denying 
a claim to reduce the volume of litigation claims

 

Claim submission

Flight delay reason analysis
AI/ML decision rules

Progress comms

Rejection comms
- AI Evidence Gathering

Expense processing:
AI image analysis
GPT interrogation

Airline claims

Triage

Fact based checking of:
• booking
• delay period
• flight distance etc



Subject: AirEuro Claims - Ref M2FS
From: aireuro@morefs.co.uk
Date: 15/04/2024, 13:20
To: mary@theidvault.co.uk

Hi Mary

We have now completed our assessment of your claim (M2FS)and unfortunately you are not eligible for compensa�on. 

Although your flight was disrupted, the root cause of the delay was outside of our control. We do invest heavily each year to avoid delaying our passengers as we know I can have such an impact on your
plans but even with these mi�ga�ng factors (e.g. spare aircra�s, crew...) we could not avoid the delay in this instance. 

The table below shows the informa�on that highlights causes of the delay to your flight.

Summary

Flight AE0588 flying 2024-04-01

Flight
Decision

Ground handling impaired by adverse weather
condi�ons

Details

Local weather report for 2024-04-01

source: Met Office

source: Manchester Airport Ground Opera�ons

Conclusion Extraordinary

What next
As your claim is not eligible we will not be progressing this further. You are able to challenge the decision via the CAA arbitra�on. 

Further informa�on
Full details of your rights and all the FAQs rela�ng to flight disrup�ons can be found here.

Kind Regards,

AirEuro Customer Service

AirEuro Claims - Ref M2FS

1 of 1 16/04/2024, 12:17
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Hi Mary, 

We have now completed our assessment of your claim (M2FS) and unfortunately you are not eligible for 
compensation.

Although your flight was disrupted, the root cause of the delay was outside of our control. We do invest heavily 
each year to avoid delaying our passengers as we know I can have such an impact on your plans but even with 
these mitigating factors (e.g. spare aircraft, crew…) we could not avoid the delay in this instance. 

The table below shows the information that highlights the causes of the delay to your flight. 

What next 
As your claim is not eligible we will not be progressing this further. You can challenge the decision via the CAA 
arbitration.

Further information 
Full details of your rights and all the FAQs relating to flight disruptions can be found here. 

Kind Regards,
AirEuro Customer Service 



Expense processing – typically for 
delays or welfare claims

• image information checking
• duplicate checking
• identify items on the receipt and 

excluding as required
• multi-language
 





Summary

Using AI can be a game changer, but careful consideration needs to be 
taken with security and hallucination

Keep humans in the loop when not certain

Use as a co-pilot to shorten process timescales, especially for less 
experienced consultants



Do you have a clear understanding of 
what AI is? (2)

ⓘ Start presenting to display the poll results on this slide.



Do you think AI could help your 
business? (2)

ⓘ Start presenting to display the poll results on this slide.
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