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Abstract

This paper seeks to identify gaps in the existing literature and provide a unique perspective on experience
portfolio theory (EPT) framework development within artificial intelligence (AI)-driven hospitality context.
An interpretive conceptual research technique was employed to examine the current literature and propose
EPT in the Al-driven hospitality context. Inspired by comparative research focused on guest experiences, this
methodological approach recognizes knowledge as socially produced. Findings proved that Al-driven hospitality
values benefit significantly from the EPT’s focus on ensuring that guest experiences are consistent with their
expectations, which improves accommodation practices that guests find more satisfying and pleasurable. This
paper highlights the EPT framework’s potential analytics and benefits in understanding guest motives and
enhancing their experiences in Al-driven hospitality settings. By acknowledging heterogeneous characters of
guest encounters and welcoming hedonic/utilitarian aspects, EPT provides more all-encompassing and balanced
perspectives for hospitality professionals to craft enjoyable and memorable accommodations for their guests.

Keywords: experience portfolio theory, artificial intelligence, hospitality industry, guests, transformative
experiences

1. Introduction

It is commonly known that the hospitality sector contributes to economic growth by creating new jobs and
high incomes worldwide (Tan et al., 2024). As guests increasingly search for unique hotels, this industry
has experienced constant growth over the past years with the introduction of artificial intelligence (AI) tools
(Bulchand-Gidumal et al., 2024). Hence, it is becoming essential to comprehend guest behaviours and factors
influencing their experiences in Al-driven hospitality settings (Bara¢—Miftarevi¢, 2024; Fjesme, 2020; Lonéari¢
et al., 2022). As such, hospitality practitioners should concentrate on this industry’s tangible components
(e.g., hotels, motels, and restaurants) (Baker et al., 2020). Guest experiences, including their feelings and
memories, are intangible, emotional variables that must be considered (Zaman et al., 2024).

From a theoretical standpoint, experience economy theory (EET) divides guests into categories based on
their goals, psychological characteristics, and socio-demographic factors (Freeman et al., 2024). Further, this
theory is an effective tool for market segmentation, marketing strategy development, and service design in
the hospitality industry (Baker et al., 2020). Whereas EET is practical, it considers guests as static beings.
Guest preferences can change over time due to various personal, societal, and environmental factors, which
EET inadequately accounts for (Freeman et al., 2024). Given the growing recognition of the importance of
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guests’ subjective experiences in defining hotel success (Zaman et al., 2024), focusing on their experiences
rather than themselves might be restrictive (Bulchand-Gidumal et al., 2024).

In response to the above constraints with EET, the existing paper highlights experience portfolio theory (EPT),
an innovative and rigorous approach to comprehending and improving guest experiences. EPT is distinguished
by its emphasis on the experiences each guest seeks, whether they are immersive cultural encounters or quiet
escapes using Al tools (Papathanassis, 2020). EPT also includes risk management components and long-term
planning, reflecting decision-making intricacies in guest behaviours (Baker et al., 2020). This recognition
of guests’ decision-making processes sets EPT apart from other theories (Bulchand-Gidumal et al., 2024).
Furthermore, EPT goes beyond researching guest behaviours to provide accurate advice on crafting personal-
ized, memorable experiences (Buhalis et al., 2022).

Accordingly, EPT provides a robust framework that captures the complexities and diversities of hospitality
encounters in ways that traditional theories adequately do not (Papathanassis, 2020). EPT is essential to
hospitality studies and practices, potentially affecting future industry improvements (Buhalis et al., 2022).
Consequently, a theoretical framework considers the comprehensive nature of guest experiences in the Al-
driven hospitality domain. The suggested framework (i.e., hotel guest-based EPT) should concentrate not on
intangible and emotional elements of hospitality settings. It also focuses on concrete and physical elements
that give guests distinctive and unforgettable experiences. According to Fjesme (2020), EPT suggests that
guests should diversify their activities while away to get the most out of their Al-driven hospitality experiences.
As the EPT notion suggests, guests can create accommodations that cater to their passions by combining
hedonistic, social, and instructional pursuits throughout Al-driven hotels.

Guest experiences are multidimensional, nuanced, and personal; existing reality theories do not always fully
represent those (Freeman et al., 2024). As such, the existing paper intends to provide EPT with a robust
framework for comprehending Al-driven hospitality experiences. In contrast to guest typologies’ compart-
mentalization approach, EPT presents a diverse perspective, emphasizing several experiences that guests seek.
This approach is the precursor of Shefrin and Statman’s (2000) behavioural portfolio concept and correlates
with current developments in Al-driven personalized hospitality. EPT echoes Buhalis et al.’s (2022) notion
that Al-driven hospitality is an individualized, dynamic process that evolves based on personal and contextual
circumstances. For example, risk management and return on investment (ROI) in EPT throw insight into
guest decision-making, which needs to be regarded in EET (Baker et al., 2020).

EPT’s long-term planning outlook corresponds with the emerging trend of transformational hospitality
(Papathanassis, 2020). It supports guests’ experiences of wanting significant, long-term changes due to their
Al-driven experiences (Gupta et al., 2022). EPT fills the gaps left by prior theories by adding a comprehensive,
dynamic, and decision-centric perspective to understanding guest experiences (Baker et al., 2020; Papatha-
nassis, 2020). Incorporating EPT into Al-driven hospitality research may give academics and practitioners a
better understanding of guest behaviors, allowing them to create outstanding and personalized experiences.
Consequently, EPT provides significant insight into the Al-driven hospitality context and may affect guest
experience design and practice improvements.

2. Literature review
2.1. Conceptual analogy of EPT

The EPT foundation is evidence that guest experience portfolios—a collection of past, present, and antici-
pated experiences—influence their decision to experience in the future. EPT is distinct from EET because it
embraces and values design experience diversity (Gupta et al., 2022). Hence, this sets EPT apart from com-
peting theories of Al-driven hospitality experiences. EPT takes a different tack by equating guest experiences
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with financial investor work. Investors seek to balance portfolio risk with potential reward by investing in
various securities and real estate (Baker et al., 2020; Papathanassis, 2020); however, conventional explana-
tions center on experience degrees.

In the hospitality industry, EPT considers guest profiles a compilation of different moments and experiences
(Freeman et al., 2024). These activities include opening/closing rooms contactless, using voice-bot/chatbot
services, using room service robots, checking in/check out without reservation employees, and identifying each
menu item’s contents using HoloLamp devices. Each guest has a unique portfolio of experiences, and they can
tailor their Al-driven experiences (Ahmad, 2024) to meet their hedonic and utilitarian requirements based
on the activities they choose to experience (Buhalis et al., 2022). With this customized approach, guests may
tailor their Al-driven experiences to their interests and needs in the hospitality context (Bulchand-Gidumal
et al., 2024).

EPT is an essential and promising concept in hospitality research and practice since it provides a more nu-
anced and personalized perspective on Al-driven hospitality encounters (Buhalis et al., 2022). Investors in
stock markets engage in risk management by choosing between high-risk, high-reward equities investments
and lower-risk, more stable-return bond investments (Ahmad, 2024). Similarly, guests engage in risk man-
agement by making informed judgments about the nature of their Al-driven hospitality experiences (Wang
& Uysal, 2024). Thus, EPT highlights how guests construct unique itineraries by balancing various degrees
of Al-driven experience risks (Buhalis et al., 2022).

Given Al-enabled risk management, EPT provides a complete picture of accommodation planning and
experience processes in Al-driven hotels. It acknowledges that guests conduct thorough risk assessments be-
fore making decisions (Wang & Uysal, 2024). Some guests seek out difficult experiences, while others stick
to tried-and-true ones. EPT’s acceptance of the importance of risk management in the hospitality industry
paves the way for new theoretical and applied research. In turn, this allows hospitality professionals to tailor
Al-driven experiences to the risk tolerance levels of their guests, boosting their satisfaction with their accom-
modations. On the other hand, EPT draws a fascinating parallel between financial investors’ goals seeking
high rates of ROI and those of guests looking to get the most pleasure out of their Al-driven experiences

(Zhao et al., 2024).

Unlike more conventional theories like Maslow’s hierarchy of needs theory, which primarily focuses on meet-
ing particular psychological criteria (Islam et al., 2024), EPT brings ROI to Al-driven hospitality experiences
(Zhao etal., 2024). This novel perspective sheds insight into the efficiency of experience acquisition and offers
a novel approach to analyzing guest goals and experiences (Wang & Uysal, 2024). Further, EPT claims that
guests would select experiences within Al-driven hotels in the same way that investors weigh various investment
prospects’ pros and cons (Freeman et al., 2024). As such, guests would consider the time and money needed
to experience each Al-driven event against the potential benefits they would receive (Buhalis et al., 2022).

Given the EPT’s focus on ROI, guests can choose which memories to carry home with them (Zhao et al.,
2024). To get the most out of their Al-driven experiences, guests employ voice bots to reduce lighting levels
in hotel rooms, head to the main restaurant through virtual paths in augmented reality apps, and experience
robotic room service. Taking this unique stance, EPT adds a dynamic component to understanding guest
habits and preferences (Baker et al., 2020). This insightful perspective enriches studying guest motives and
delight, extending the way for Al-driven hospitality experiences to be more tailored to each guest’s interests
(Tan et al., 2024). Furthermore, EPT adds Al-driven hospitality experiences to periodic rebalancing and
long-term planning principles (Zhao et al., 2024).

As financial investors, guests should reevaluate their experience portfolio as their interests and circumstances
change (Shahid & Paul, 2022). This dynamic approach to Al-driven experiences helps us comprehend chang-
ing guest behaviors over time when experiencing Al tools within the hotel arena. Furthermore, long-term
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planning applies to the Al-driven hospitality sector (Papathanassis, 2020). Therefore, guests may engage in
long-term Al-driven experiences to attain existential authenticity (Tan et al., 2024). This introduction of
long-term planning into the EPT framework expands our understanding of how Al-driven experiences are
enhanced. In this scenario, guests could not participate in planned experiences at Al-driven hotels (Tan et
al., 2024). This component of EPT calls attention to the necessity of versatility in Al-driven hospitality busi-
nesses, which are essential worldwide and are unpredictable and continually changing.

2.2. Theoretical grounding of EPT

EPT has the potential to significantly impact the hospitality industry and academic studies of Al-driven expe-
riences. EPT gives a distinct and insightful viewpoint on guest experience design because of its emphasis on
diversifying experience portfolios and meeting hedonic and utilitarian objectives (Papathanassis, 2020). The
distinctive feature of EPT is its focus on pleasurable and practical components of Al-driven accommodations
(Back et al., 2020). The four primary sorts of guest experiences that EPT suggests guests have had have been
balancing and transformative (Buhalis et al., 2022).

The EPT’s ability to capture the complexity and diversity of guest experiences has potential in Al-driven
hospitality domains. It goes beyond knowing why guests stay to how these experiences may be blended and
managed for maximum enjoyment (Buhalis et al., 2022). Thus, it provides practitioners with a holistic frame-
work for producing and marketing Al-driven hotel services that adapt to guest interests and needs (Tan et al.,
2024), filling gaps left by previously mentioned theories (Papathanassis, 2020). The EPT framework is helpful
because it provides different lenses through which to view Al-driven hospitality experiences, which can assist
industry professionals in creating and delivering more memorable and enjoyable excursions for their guests.
Accordingly, hospitality professionals may boost guest loyalty and positive word-of-mouth if they consider
their guests’ hedonistic and utilitarian needs and design experiences. In the hospitality marketing literature,
there are two primary guest demands: hedonic and utilitarian (Deb & Lomo-David, 2020).

Hedonistic wants are associated with enjoyment, emotional fulfilment, and pleasure, whereas utilitarian wants
are more practical, functional, and task-oriented (Scarpi, 2020). Hedonistic desires are frequently connected
to hospitality businesses because guests seek experiences that bring them joy, delight, and emotional fulfilment
(Shahid & Paul, 2022). For example, Al-driven hospitality includes heading to the main restaurant through
virtual paths in augmented reality apps and experiencing robotic room service and chatbot apps. However,
utilitarian demands are goal-oriented and centered on accomplishing a particular activity (Scarpi, 2020). As
a result, guests frequently have various requirements and reasons for their Al-driven hospitality experiences,
and hedonic and utilitarian demands are relevant in the hospitality domain.

Accordingly, EPT has much potential as a proposed framework in the hospitality context because it provides
a broad perspective that may capture the complexities and diversity of guest experiences. EPT has the po-
tential to provide a more holistic understanding of guest behavior and experience design (Chen et al., 2021)
by emphasizing experience portfolio diversifications and the inclusion of hedonic and utilitarian purposes.
According to EPT, hospitality professionals can design distinctive and memorable experiences that satisfy
guest interests by categorizing interactions into core, balanced, enriching, and changing ones. Even though
EPT is still in its theoretical stages and requires empirical confirmation, it offers a workable framework for
hospitality academics to investigate.

Implementing EPT principles may enhance our knowledge of how to apply them to guest behaviors (Islam et
al., 2024), leading to more pleasurable and environmentally conscious Al-driven hospitality experiences (Tan
etal., 2024). Therefore, EPT may stand out due to its diverse and dynamic nature of guest experiences in Al
hotel contexts, focus on customization and personalization, and meaningful experiences through a portfolio
approach. These components contribute to EPT sustainability (Papathanassis, 2020) by understanding guest
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behaviors and enabling tailored and inclusive experiences that optimize resource utilization and enhance guest
engagement (Soto-Visquez, 2022).

Furthermore, EPT can be helpful in our teleological era, when guest psyches are evolving. There are greater
demands for Al-driven, one-of-a-kind, customized accommodations (Papathanassis, 2020). Therefore, EPT
is a theoretical basis for helping hospitality employees adapt to guest demands—unique and encompassing
views of hospitality encounters (Soto-Vdsquez, 2022 ). This theory reflects the diversity of hospitality
experiences by integrating hedonic and utilitarian ones and viewing them as portfolios (Papathanassis, 2020).

3. Methodology

This paper employs an interpretive conceptual research technique (Polkinghorne & Given, 2021) to examine
existing literature and propose EPT within Al-driven hospitality businesses. We adopt a narrative approach
(Chandra et al., 2022), allowing authors to selectively integrate critical studies based on our expertise in Al
and hospitality (Bulchand-Gidumal et al., 2024; Zaman et al., 2024). Thus, this method is particularly suited
to conceptual research, whose objective is not to catalogue all literature exhaustively but to architect insights
that inform and advance theoretical development (Freeman et al., 2024; Baker et al., 2020). We conducted a
targeted search for relevant studies on guest experiences, Al applications, and theoretical foundations pertinent
to the development of EPT without adhering to rigid review protocols (Buhalis et al., 2022; Shahid & Paul,
2022). We aimed to build coherent and contextually relevant arguments aligned with the conceptual nature
of this paper (Bulchand-Gidumal et al., 2024).

On the other hand, our methodology draws upon comparative research on guest experiences, as it facilitates
the exploration of diverse perspectives and the identification of common patterns and unique differences (Free-
man et al., 2024; Tan et al., 2024). Comparative research is particularly well-suited to Al-driven hospitality,
where guest experiences vary significantly due to individual, cultural, and technological factors (Buhalis et al.,
2022). Hence, this methodology emphasizes the subjective nature of human experiences (Islam et al., 2024),
which is critical for understanding the complexities of Al-driven hospitality encounters (Zaman et al., 2024).

Our ontological stance is relativist, acknowledging that Al-driven experiences are context-dependent and
shaped by each guest’s unique background and circumstances (Freeman et al., 2024; Kainthola & Singh Kaurav,
2024). This perspective is vital, as Al systems interact with guests in highly individualized ways, resulting in
varied, personal experiences (Tan et al., 2024). The constructionist epistemology we adopt emphasizes that
these experiences are actively constructed through guests’ perceptions and interpretations rather than passively
delivered by Al systems (Islam et al., 2024). This interpretive research paradigm allows us to explore guest
behaviors’ subjective realities in Al-driven hospitality settings.

Our methodology offers a nuanced comprehension of how experiences vary across contexts and how Al-driven
tools are customized to accommodate these variations (Selem et al., 2023) by analyzing guest experience port-
folios. This approach enhances current theoretical knowledge by introducing the EPT framework and opens
new avenues for academic investigation. It emphasizes the importance of personalizing Al-driven hospitality
services to meet guests’ diverse expectations, offering practical implications for improving guest satisfaction
and hospitality business outcomes (Buhalis et al., 2022; Islam & Kirillova, 2021).

4. Discussion
4.1. Proposed framework of EPT

EPT proposes a ground-breaking approach that provides a more holistic and integrated view of guest en-
counters (Back et al., 2020). While traditional models have greatly improved our understanding of guest
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behaviors, they inadequately reflect guest encounters’ rich and diverse characters in Al-driven hospitality
settings. EPT provides a new perspective by recognizing guest experiences in Al-driven hospitality settings. It
presents an all-encompassing technique for determining how various aspects of Al-driven hospitality experi-
ences interact with guests’ hedonic and utilitarian desires (Buhalis et al., 2022). It emphasizes the importance
of understanding and meeting guest needs. Hence, this is essential for crafting meaningful and memorable
encounters (Shahid & Paul, 2022; Tan et al., 2024). Consequently, the suggested framework (see Figure 1),
which consists of four components, provides a thorough knowledge of guest experiences as follows:

Guest needs, the first component, understand that guests have hedonic and utilitarian demands. Hedonic
needs are pleasure and happiness from experiences (Scarpi, 2020), which include heading to main restaurants
through virtual paths in augmented reality apps and experiencing robotic room service and chatbot apps.
Otherwise, utilitarian needs include finding accommodations that are situated and meet basic needs like
cleanliness or looking for sights that provide cultural values using virtual concierge apps (Shahid & Paul,
2022; Tan et al., 2024). By recognizing these distinct demands, the EPT framework provides a comprehensive
view of guest motives and needs, creating more personalized and satisfying Al-driven hospitality experiences.

The second component, experience domains, delves into many facets of guest experiences. Accommodations
include hotels, resorts, motels, and tourism villages (Bara¢—Miftarevi¢, 2023; Shahid & Paul, 2022). These
places have a distinct appeal and add to Al-driven hospitality experiences that include AR-based lodging
choices, using voice assistants to wake guests, and searching smart mirrors from within guest rooms. The third
component, experience portfolios, represents enjoyable and practical activities guests participate in throughout
their stay (Soto-Visquez, 2022). These portfolios highlight experiences that define complete and gratifying
guest experiences for Al-driven hospitality businesses (Tan et al., 2024). EPT emphasizes the need to curate
a well-rounded portfolio catering to guest preferences and desires by capturing the breadth of activities. For
example, guest experience portfolios might include taking virtual tours, inquiring about information using
chatbots, and opening rooms using QR codes.

By incorporating multiple activities into their accommodations, the concept of experience portfolios guar-
antees that guests enjoy memorable experiences (Soto-Visquez, 2022). The fourth component, experience
categories, categorizes the experiences inside guest portfolios. The must-use Al tools considered crucial to
hospitality organizations or overall guest experiences are core experiences. These encounters are frequently
key motivators for selecting specific guest experiences. Balance experiences create a sense of relaxation and
well-being during guest experiences (Agapito et al., 2021). Enhancing experiences are extra activities that
enrich values and overall experiences, making them more exciting and delightful in this digital era.

Lastly, transformative experiences can result in personal growth, self-reflection, or substantial life changes,
leaving guests with lasting impressions. This framework respects several experiences guests may encounter by
categorizing them in this way, providing diversified and enjoyable accommodations (Agapito et al., 2021).
EPT is a valuable tool for understanding the intricacies of guest interactions. This framework enables a more
thorough study of guest requirements (Tan et al., 2024), compiling several activities inside their portfolios
and categorizing Al-driven hospitality experiences encountered.

4.2. Theoretical implications

The proposed EPT paradigm offers significant theoretical implications that enhance our comprehension of
guest experiences in Al-driven hospitality environments. Fjesme (2020) noted that guests should diversify their
activities while away to get the most out of their Al-driven hospitality experiences. Based on the experienced
utility theory in behavioral economics, Chang (2018) also acknowledges that users’ service decision-making
framework should consider balancing the losses and gains of received and generated values. Many scholars
have realized the typological compartmentalization’s static approach to studying customer behaviors. This
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paper proposes EPT, which reckons that guests’ decision choices are more complicated than mere segmenta-
tion can offer and involves making decisions like financial portfolios. In other words, guests carefully decide
on service activities’ portfolios. The Al capability further recognizes that decision processes are dynamic and
individualized and evolve based on personal and contextual circumstances.

Having treated guest experiences as portfolios, which aligns with the concept of guests making risk and ROI
assessments of their experience investments, EPT aligns well with the futuristic portfolio outlook. Hence,
this implies that guests have experiences that can produce significant, long-term changes (van Halem et al.,
2024). Besides, one’s portfolio of investment in experiences will continue to evolve dynamically due to changes
and diversities of personal, societal, and environmental factors. EPT transcends static states, allowing it to
metamorphose with societal and technological changes. In doing so, EPT offers a theoretical framework that
attunes to guest experience requirements, leading to their satisfaction and loyalty.

Many theories can exploit EPT to enrich their theoretical implications. First, service-dominant logic (SDL)
fits well with EPT because it emphasizes how service delivery is a collaborative process that involves guests and
service providers working together to create value and experience portfolios. For instance, service providers
can reckon that guests who value education experience type will prefer portfolios of services and experiences.
Hence, this reflects their desire for enrichment, integrating experiences that foster knowledge and skills.
Furthermore, guests motivated by escapism will include spa treatments in their portfolios, catering to their
needs for relaxation and adventure.

On the other hand, when guests prioritize hedonic needs, they are motivated by experience types that can
deliver emotional fulfilment and joy. Thus, integrating EPT into SDL shifts the priority of value creation
to customers and co-partnering with Al, making it a feasible theoretical framework for re-institutionalizing
marketing disciplines (Fjesme, 2020). Furthermore, there is a self-determination theory that can provide in-
sights into motivations behind guests’ experience choices, such as guests’ needs for autonomy (e.g., choosing
personalized experiences), competence (e.g., learning new skills), and relatedness (e.g., social interactions) in
portfolio choices of experience types.

4.3. Practical implications

Hospitality researchers and specialists can employ EPT to understand guest expectations, allowing them to
develop more pleasant and memorable Al-driven hospitality experiences. The proposed framework recognizes
numerous dimensions that influence experience, emphasizes the importance of experience portfolios, and cat-
egorizes experiences based on their impact. This comprehensive approach ensures that EPT is more sustainable
in the long term by accounting for changing guest demands and preferences, considering several experiences,
and allowing for tailored and memorable Al-driven hospitality experiences that meet guest needs. EPT has
far-reaching consequences for hospitality practitioners and stakeholders, providing a more comprehensive
knowledge of guest behavior and demands. First, hospitality experts should use Al-driven market research
tools to understand guest demands. Second, hotel chains could invest in improving hospitality aspects with
Al tools. Third, hospitality businesses can work together to develop Al-driven comprehensive packages that
cater to a wide range of guest interests.

Fourth, hotel chains may deploy Al-driven chatbots to provide real-time feedback throughout guests’ stays,
allowing immediate adjustments and increasing guest happiness. Fifth, EPT can guide technological infra-
structure development by local governments and hotel management when planning sustainable development.
Sixth, Al-driven businesses can promote sustainable and responsible hospitality by incorporating transfor-
mative experiences focusing on hotel sustainability. For example, Al-driven hospitality settings might allow
guests to assist in conservation initiatives, presenting them with a profound, life-changing experience while
promoting responsible hospitality.
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Seventh, understanding many sorts of guest encounters can help influence employee training programs.
Lastly, hospitality-focused technology companies might provide platforms that ease the discovery of various
experiences. For example, Al-driven hospitality apps may provide customized itineraries based on their prior
choices, promoting a variety of core, balancing, enhancing, and transforming experiences. By embracing
these practical techniques, the EPT framework may enable stakeholders to improve hospitality experiences,
respond to different requirements, and establish resilient and long-lasting businesses.

4 4. Limitations and future research

Although the EPT framework offers substantial contributions, this paper has some limitations. Initially, EPT
is predominantly a theoretical framework, necessitating empirical validation to evaluate its efficacy in diverse
hospitality settings. Further research can exploit the core concepts advocated in EPT, and the components
depicted in Figure 1 for survey-based validations. Integrating EPT with SDL can help researchers reinforce
the pivotal roles of guests and Al tools in value co-creation by treating portfolios of experiences as the central
source of values. Furthermore, further research can adapt experienced utility theory in behavioral economics
to elucidate tourism portfolio selections (Bashir et al., 2022; Bustamante-Martinez et al., 2024).

Figure 1
Experience portfolio theory (EPT) framework in Al-driven hospitality
Guest needs: Experiance domains:
- Hedonic needs: (AR apps, robotic services) - Accommodations (hotels, resorts)
- Utilitarian needs: (cleanliness, virtual concierge) - Tehnology: (voice assistants, AR tools)

A

Experiance portfolios:
- Guest activities: virtual tours, chatbots, QR code access

A

Experiance categories:
- Core (Al tools)
- Balance (relaxation)
- Enhancing (exciting activities
- Transformative (personal growth, lasting impressions)

Although the EPT framework offers an extensive comprehension of guest experiences, it is crucial to recognize
that it may not encompass personal and external elements affecting guest behaviors. These elements encom-
pass individual and contextual influences, as delineated by van Halem et al. (2024). Ying (2024) utilized big
data analytics to discern Chinese inclinations for upscale lifestyle accommodations that integrate business
and leisure within settings characterized by authentic culture, thought-provoking design, and revolutionary
architecture. Van Halem et al. (2024) identified fundamental socio-psychological reasons that attract indi-
viduals towards hedonic or eudaimonic motives, such as pursuing activities that feel good and contribute to
psychological functioning concerning achieving goals, personal growth, and meaning in life. These factors
and preferences need to be gauged when designing service activities.

Though this paper is limited to experience portfolios and EPT components, further research focuses on EPT’s
amalgamation with alternative theoretical frameworks. Hence, this will enhance and broaden the understanding
of the conceptual EPT stage to a more concrete level with broader generalizations. For instance, EPT moves
to guest and Al capability as main value co-creators by integrating with SDL. In this way, EPT expands SDL
beyond merely balancing customer and service provider perspectives. Instead, EPT actively involves cybernetic
employees (e.g., robotic tools) interacting with hospitality guests to achieve optimum values (Song, 2024).
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While the EPT framework underscores the importance of curating diverse experience portfolios, this gap
focuses on understanding how guests perceive and prioritize these experiences. This gap necessitates their
decision-making processes for constructing their experience portfolios. Jung et al. (2021) stressed the impor-
tance of design features that create a sense of presence and improve cognitive understanding of location-based
AR navigation systems to facilitate new idea adoption. This paper advises researchers to investigate inter-
relationships among portfolio components to understand decision-making. Further research can examine
various experiences that affect decision-making on experience portfolio choices. For instance, when guests
prioritize entertainment experience type, guest experience portfolios become richer with activities that cater
to their emotional states.

5. Conclusion

EPT offers a helpful framework for understanding the complex nature of guest interactions in Al-driven
hospitality settings. EPT knows guests want their Al-driven experiences to be hedonistic and utilitarian. Suc-
cessful hospitality businesses need to achieve these distinct but related objectives. The EPT framework can
direct guest creation of accommodation offerings that provide guests with what they are looking for finan-
cially sound experiences. As such, hospitality businesses must recognize and meet guest needs for pleasurable
activities. By acknowledging the heterogeneous character of guest encounters and welcoming hedonic and
utilitarian aspects, EPT provides a more all-encompassing and balanced perspective for hospitality profes-
sionals to craft enjoyable and memorable accommodations for their guests. Hence, this helps the hospitality
industry cater to its guest’s requirements in this digital era.
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