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has emerged as a transformative approach to enhance the tourist experience, optimize
resource allocation, and promote sustainable tourism practices. This study examines the
integration of Al-based technologies, such as machine learning, big data analytics, and
intelligent automation into tourism governance, policy-making, and operational
frameworks for tourism management and planning in the European Union, with a focus on
the city of Turin, Italy. The main research question is how Al is being used to promote urban
tourism in the European Union, and what common patterns, innovations, and challenges
exist across cities and projects. Design/methodology/approach: This research is
conducted using a qualitative meta-analysis method. For this purpose, 15 recent articles
published in reputable journals on the research topic were selected to examine the role of
Al tools, including intelligent chatbots, and to analyze issues such as crowd management,
the use of augmented reality in cultural heritage sites, and dynamic pricing in the hospitality
industry. Findings: Findings show that Al has led to increased tourist engagement in
adaptive museum guides, reduced urban traffic (through intelligent transportation
systems), and improved sustainability through real-time monitoring of tourist flows.
However, challenges, such as data privacy concerns and barriers to technology adoption
among small businesses, remain. Conclusion: The results of this study show that Al
technologies in Turin have led to significant improvements in visitor satisfaction,
operational efficiency and environmental sustainability. Furthermore, Al plays an important
role in managing tourist flows, reducing congestion, and preserving cultural heritage, while
contributing to sustainable economic growth. Originality and value: Tourism planning and
management is a time- and context-bound phenomenon. Current developments in this
field reveal that it is neither possible nor feasible to find solutions for every existing
challenge. According to this study, the lack of attention to this issue is the main gap in Iran's
tourism planning management. Addressing this structural deficiency to some extent
requires awareness of up-to-date developments in other major tourism destinations,
including those in the European Union. Against this backdrop, the present study empirically
examines the impact of integrating Al-based technologies into tourism governance,
policymaking, and operational frameworks for managing tourism challenges in the city of
Turin, Italy (a member of the European Union).
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Extended Abstract

1. Introduction

The city of Turin, with its rich historical
and cultural background, has also
established itself as a hub for digital
innovation in recent years. The city has
participated in projects supported by the
EU’s Smart Specialisation Strategy and
local digital transformation efforts, aiming
to improve the quality of urban life and
attract new types of tourists. However,
how Al can be effectively implemented in
Turin’s tourism planning infrastructure -
and its outcomes - still needs to be
carefully examined.

This article examines the application of
Al technologies in tourism management
and planning in the city of Turin, using the
city as a case study to understand the
overall dynamics of Al governance in the
EU context. The research focuses on how
Al tools can be used to manage tourist
flows, personalise experiences, promote
cultural heritage, and support data-driven
urban planning. Challenges such as data
privacy, algorithmic bias, and
infrastructure inequalities will also be
examined. By analyzing the strategies and
initiatives of the city of Turin, this study
contributes to the ongoing debate on the
ethical use of Al in tourism and urban
governance, while providing practical
insights for EU policymakers and member
cities on the path of digital transition.

2. Research Methodology

This analysis was conducted using a
qualitative meta-analysis method. The
research steps are:

1. Formulating the research question:

e How is Al used to promote urban
tourism in the European Union?

e What are the common patterns,
innovations, and challenges across
cities and projects?

2. Selection of articles and selection
criteria:

e Geographic focus: urban spaces in
the European Union

e Content: Application of Al in the
field of tourism

e Publication time: between 2021
and 2025

e Methodology: Qualitative or mixed
studies with clear descriptions.

e [Exclusion criteria also included:

a. Purely technical studies without a
focus on tourism

b. Articles that lacked qualitative data
or analyzable descriptions

3. Data extraction: The following
information was extracted from each
article:

e Implementation context: country,
city, type of tourism

e Type of Al: such as natural
language translation, machine
learning, large language models,
and sensors

e Purpose: such as personalization,
management, prediction

e Outcomes: improved experience,
sustainability, efficiency.

3. Research Findings

By combining historical traditions and
modern technologies, Turin has become
one of the pioneers of smart tourism in
Europe. The city has been able to create
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significant innovations in areas such as
digital guidance, smart transportation,
sustainable tourism, and cultural site
management using AL

1- Virtual assistants and smart
chatbots

The integration of virtual assistants and
smart chatbots in urban tourism has
become one of the transformative trends
in how cities manage the tourist
experience, information services, and
cultural promotion. These Al-based
technologies create interactive,
personalized, and real-time
communication between tourists and
destination services, increasing overall
satisfaction and efficiency.  Virtual
assistants can personalize information and
travel plans based on the tourist’s
interests, behavior, and location.

2- Personalized machine learning-
based recommenders

In urban tourism, the diversity of tourists,
the dynamism of urban environments, and
the abundance of attractions create
challenges in providing relevant and
timely information. Machine learning-
based recommender systems address
these challenges by analyzing users’
preferences, behaviors, and contextual
conditions and providing personalized
recommendations. Consequently, they
increase tourist satisfaction and make
urban management more efficient.

3- Intelligent transportation and
public transportation systems
Urban tourism is shaped by accessibility,
efficiency, and real-time information. Al
and intelligent transportation systems are
transforming the way tourists move
around cities, improving the tourist
experience of urban spaces by improving
mobility, reducing congestion, and
promoting sustainability.

4- Augmented reality and Al in
cultural tourism

City tourism is increasingly improved by
technological innovations, especially
through augmented reality and Al. These
technologies are enhancing the way
tourists interact with cultural heritage,
historical sites, museums, and local
narratives, providing immersive,
personalized, and engaging experiences.

5- Al in hospitality and

restaurants

The integration of Al in hotel management
and restaurant operations is reshaping the
hospitality industry, especially in urban
tourism. Al helps improve customer
service, operational efficiency, and create
personalized experiences for tourists and
service providers, creating an enjoyable
urban travel experience (Gretzel et al.
2015).

6- Sustainable tourism and crowd
management

As the world moves towards more
sustainable practices, Al plays an
important role in making tourism more
sustainable and managing urban tourism
congestion. By improving efficiency,
reducing environmental impacts, and
enhancing the overall tourist experience,
Al has become a powerful tool in the
evolving landscape of modern tourism.

4. Conclusion

Al, as a transformative factor in urban
tourism management, has been able to
significantly =~ improve  the  tourist
experience, especially in the city of Turin,
Italy. This technology has increased the
interactions of tourists with the
destinations through various solutions
such as virtual assistants, personalized
recommendation systems, and adaptive
guides in museums. In Turin, the use of
technologies such as augmented reality in
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tourism applications has made visiting
cultural heritage a rich and engaging
experience. Optimization of urban
management is another important
achievement of Al in this area. Smart
transportation systems and predictive
analysis of tourist flows have been able to
significantly reduce urban congestion.
Congestion management through smart
cameras and real-time data has also
reduced the pressure on the historic
infrastructure of the city. These
developments have not only improved the
tourist experience but also increased the
city's operational efficiency.
Environmental sustainability is another
advantage of using Al in urban tourism.
Energy efficiency in hotels and smart
waste management systems has helped
reduce tourism’s carbon footprint. These
solutions show how technology can serve
sustainable  development. = Economic
growth and the creation of an innovation
ecosystem are other positive outcomes of
this transformation. Local startups active
in the fields of Al and smart tourism
demonstrate the city’s dynamism and high
capacity in adopting and developing new
technologies. By offering innovative
services, these startups have enhanced the
tourist experience and created new job
opportunities. Despite all the benefits,
there are also challenges along the way.
Ethical and privacy issues, the digital
divide between small and large businesses,
and over-reliance on technology are
among these challenges. To overcome
these obstacles, smart policymaking and
careful planning are needed. Supporting
small and medium-sized businesses in
adopting new technologies and developing
applied research in this area can help
reduce these challenges. Turin is a
successful example of the implementation
of smart tourism in Europe. The situation
of this city reveals how digital

technologies can be used not only as tools,
but also as a macro strategy for sustainable
urban development. The future of urban
tourism depends on the constructive
interaction between humans and
technology, where digital innovations
serve human goals and balanced
development. This approach can be a
valuable model for other historical and
cultural cities around the world. Despite
the attempt to analyze the role of Al in
urban tourism management within the
European Union, this research has some
limitations. The focus on the city of Turin,
although  important due to  its
technological background, limits the
generalizability of the findings to other
European cities. Also, the time frame of the
study (2021-2025) includes specific
conditions of digital and post-COVID-19
transition, which affects the sustainability
of the results. The technologies studied
are still under development, and the
available data, especially from the private
sector, has been limited. The legal
frameworks related to Al are also changing
and evolving, making it difficult to analyze
their long-term effects. Moreover, the full
participation of all stakeholders was not
possible, and the use of a case study
approach, despite its advantages, reduces
generalizability. In addition, ethical
dimensions and social implications have
been examined to a limited extent, and the
effects of external factors such as
economic or environmental crises could
also influence the results. Thus, the
specific conditions of innovation in Turin
may also not be replicable in other regions.
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