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Overview

● Where we left it

● What has happened since then?

● Why I have a high degree of scepticism about most travel 

investments in AI

● What has Smartseer done in the last year?
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Where we left it
(summer 2023 TTI)
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Ian will join



Mainstream Tourism now working on Generative AI

● TUI
○ Began working on generative 

AI in April 2023
● Focus

○ Customer service through 
query handling

○ Operational efficiency
○ Personalisation
○ Data analytics

● Challenge
○ Speed



Focus on one area is 
possibly dangerous

Generative AI

Self-Supervised Learning

Human Centred AI

Digital Human

Edge AI

Knowledge Graphs

……
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There will be a whole load 
of ChatGPT plug in’s

New businesses (which will struggle)

Additions to existing businesses

Customer services

Content generation

recommendations?

Advertising?

But likely to take 12 - 18 months for big cut 
through in results
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Conclusions

● All areas of the value chain can be optimised by AI

○ First focus is to really understand your value and position

● The focus on generative AI is one element - the gatekeepers are likely 

to dominate this

○ Google, Apple, MS, Meta

○ But there will be a lot of noise

● Real value will take 12 - 18 months for travel companies with some 

disillusionment along the way…

● The organisational challenge is as big as the tech challenge

○ What you measure and value will drive you

!



What has 
happened since 
then?
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Ian will join



Wow - that’s a hockeystick
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● From gaming chips to 
being ahead of the AI 
adoption curve

● Large orders from all 
kinds of business

● Presages a more 
mainstream adoption of AI



It’s starting to be used
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● High “adoption” figures 
cited



It’s starting to be used
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● But how useful is this for 
travel companies?



It’s starting to be used
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● Currently marginal
● Good for chatbots
● Good for style writing
● Good for automating low 

end tasks 



We have not yet seen any big winners in travel

Expedia’s travel assistant Romie?

?
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AI use cases in travel
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Chatbots

Facial recognition

Flight Forecasting

Dynamic pricing

sentiment analysis

Baggage Handling

Flight booking

Analytics

AI forecasting

Customer Service support

Translation

Personalisation

Fraud detection

Itineraries

Disruption management

Ai assistants

Facial Recognition



AI use cases in travel
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Chatbots

Facial recognition

Flight Forecasting

Dynamic pricing

sentiment analysis

Baggage Handling

Flight booking

Analytics

AI forecasting

Customer Service support

Translation

Personalisation

Fraud detection

Itineraries

Disruption management

Ai assistants

Facial Recognition



Challenges with Gen AI

1. As a probability based system it has to learn - and it will learn from you!
a. It copies people’s work in order to create knowledge

2. As a model based system it will prioritise the largest

3. It makes mistakes 

4. It is (very) suitable for some tasks but not for all
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Mashable

1. “Thanks to the explosion in popularity of generative AI a whole range of products have sprung up 
dedicated to solving problems you didn’t know you had”

2. One of those is the “problem” of planning a vacation

3. AI travel concierge services are a fresh industry that exists in the same vein as AI apartment 
hunting and fitness planning tools.  Normal tasks that we could perform ourselves but are now 
given to “AI” cause that’s the hot new thing
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It’s all the talk….
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● Sells well 
● Big news
● But what is the impact to date?



A quick look at 
what we have 
done in the last 
year
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Sceptical?  
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Smartseer - results oriented AI
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Smartseer uses Gen AI for productivity 
improvements but primarily delivers value through 
a rigorous application of Predictive AI

Smartseer uses AI to drive thousands of goal 
oriented micro-decisions for its clients every day

Smartseer enables Enterprises to action leading 
edge AI with proven results



It’s all the talk….
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◎ Truly real-time and at scale
◎ In May 2024 Smartseer ingested more than 4,300 events per second every second
◎ These were turned into

◎ More than 7.75M profiles of users 
◎ 300 - 400 scores per user
◎ Real-time dna updates
◎ Real-time views

◎ More than 40M suggestions, views, incentives and tailored interactions

◎ This was done with 99.5% uptime

◎ And an average turnaround of 50 milliseconds for recommendations and sort of up to 1000 hotels in each list

◎ Clients were able to see that there was an uplift, an increase of engagement or a delivery of benefit 
across their estate



Where it can REALLY valuable

1. Coding
a. Big efficiencies

2. Process automation
a. invoices and travel receipt summary

3. Sentiment analysis
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Smartseer has deployed a massive array of AI models 
tuned in and for the travel industry 
Our proprietary  massive relational knowledge network (mRKN) models all the relations between individual 
users, their context, products, bundles, services, experiences and channels at scale. It reflects domain specific 
patterns to enable real time predictions and decisioning.  Modelled with some 2Bn purchase journeys.  Even 
simple out of the box products are trained on more than 8M data points and this increases significantly with 
complexity of implementation.

User
User

UserContent

Content

Product

Product

Service

Offer

Image



What are the models tuned for?
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User
Engagement

Custom User 
Conversion

User
Conversion

User
Revenue

User Lifetime 
Value (predicted)

Bonus Points
Redeemed

Bonus Points
Collected

Product
Impressions

Margin Net Revenue
(after Cost)

1:1 Realtime 
Personalisation

Product / 
Operational 
Excellence

Others

Product 
Conversion

Product 
Engagement



Our AI finds the right person for every product
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● Realtime  - adapt and respond to every 
digital interaction at lightning speed.

● 1:1 - for each and every individual, no 
matter if known or unknown.

● Precise - even with limited data.

● Specific - for your sector and 
automatically adapting to your business. 

● Efficient - create business rules and 
audiences only when needed.

● Flexible - easy to integrate via REST APIs. 



What already existed?
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What’s new?

● AI models
● Client profiling
● AI driven 

recommendations, 
sorting & incentives

● An automated product and content 
catalogue 

● AI driven Experience Manager
● Goals and Strategy Manager to balance 

what is best for clients with what is best for 
the company

+



Examples of 
Smartseer AI
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Extraordinary real-time profiles of clients
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3 - 5 profiles built to 
this quality per 
second in real-time 
every second of 
every day 



recommendations at all levels
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15+ individually 
selected 
recommendations 
or interventions per 
second every 
second



AI driven profiles of products
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Over 600,000 hotel 
profiles constantly 
updated and 
refreshed by client 
and by type of 
interaction



Intelligent exit layers and incentives
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Thousands of incentives NOT shown every day to people who would 
have booked without an incentive



Intelligent 
Sponsored Listings  
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no need to distinguish between intelligent recommendations 

and dumb sponsorship

Thousands of impressions calculated and costed v bookings 

and engagement



Models that highlight how things are working
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in this case our booking precision predictions were not at the level we expected.  On investigation we discovered that 

there was an integration problem and the recommendations sent by the Smartseer system were not being displayed in 

the manner we proposed.

This was fixed (at the red arrow above).  The click through rates responded immediately and dramatically once the fix 

was applied.

Our models and analytics help our clients and our teams diagnose when implementation is not ideal



in their own words…
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"SMARTSEER delivers outstanding value. They combine innovative products with reliable service, providing a remarkable solution tailored to 
our needs."

Lukas Karrer, Director Direct Business Hotelplan Switzerland

“Working with the Smartseer team is always a pleasure. They’ve have proven themselves time and time again to be innovative, reliable and 
open minded. As a business, we value the way our teams bounce ideas off each other till we come to a solution which is great for KPI’s and 
customers. 

Working collaboratively, we’ve established clear milestones which will allow us to get to our AI decisioning framework “big vision” - 
implementing it in digestible stages that suit our development teams.
We’ve had great workshops together, jointly reviewing road maps and inputting to their priorities. It’s a great relationship when you feel like 
your own business goals have considerable influence on how your partner evolve their own product.”  

Alex Black, Head of Digital easyJet Holidays

Smartseer had a very clear vision yet continuously adapted to accommodate our needs.”

Christian Speer, Head of Engineering Lastminute.com Germany



SMARTSEER GmbH
Rödelheimer Bahnweg 21
60489 Frankfurt am Main

Thank you!

contact@smartseer.com
+49 6968 - 604 942


