
 

   

Mediterranean Journal of Basic and Applied Sciences (MJBAS) 

Volume 7, Issue 2, Pages 56-67, April-June 2023 

ISSN: 2581-5059                                                    56 

Flutter Based Chatbot for Tourism  
 
Mary Lincy M

1
, Abisha M

2
, Agnes Jenitha G

3
 & Baby Shola P

4*
  

 
1-3UG Student, 4Assistant Professor, 1-4Department of Electronics & Communication Engineering, Stella Mary’s College of 
Engineering, Kanyakumari, Tamilnadu, India. Corresponding Author Email: shola2290@gmail.com* 

 

DOI: https://doi.org/10.46382/MJBAS.2023.7208 
 

Copyright: © 2023 Mary Lincy M et al. This is an open access article distributed under the terms of the Creative Commons Attribution License, which 

permits unrestricted use, distribution, and reproduction in any medium, provided the original author and source are credited.    
   

Article Received: 22 March 2023                                                   Article Accepted: 29 April 2023                                                   Article Published: 20 May 2023 

░ 1. Introduction 

The rapid advancement of chatbots and mobile messengers has given rise to a novel market for DP and CP 

communication, which boasts a high rate of population penetration and optimal personalization capabilities [1]. 

The article introduces the necessary programming tools that are required for the development of the chatbot system 

paradigm. Bots are software entities that are characterised by predetermined interactions, which allow users to 

interact with them in a manner that appears natural [2].  

The tourism and hospitality sectors are distinguished by their notable degree of information intensity, necessitating 

a consistent exchange of ideas and viewpoints with pertinent stakeholders. Individuals actively pursue information 

regarding the goods and services offered by businesses through diverse channels including websites, telephone 

conversations, and instant messaging [3]. A travel bot is a software application that has been specifically 

developed to streamline the process of travel planning by conducting thorough research, creating bespoke travel 

schedules, and reducing the amount of time spent waiting. Frequent engagement with stakeholders is essential in 

the tourism and hospitality sector owing to its information-centric characteristics. Consumers demonstrate a keen 

interest in staying up-to-date with the latest products and services offered by firms, and they seek out this 

information through a range of communication channels such as websites, phone calls, and instant messaging [4].  

Tourism and hospitality establishments expend substantial financial resources annually to hire inquiry and desk 

officers, with the objective of maintaining seamless communication. The tourism industry, particularly the airline 

sector, has implemented chatbots in their operations, as demonstrated by the introduction of Alex (United 

Airlines), Mildred (Lufthansa), and Finn (Finnair) [5]. Nonetheless, a considerable proportion of other entities 

have exhibited reluctance in adopting this methodology. Diverse endogenous and exogenous factors inherent to an 
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accurate information, streamline bookings, and offer personalized recommendations resulting in improved tourist satisfaction and increased 

engagement with the destination. 
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organisation can lead to fluctuations in the rate of implementation. The primary impetus behind an organization's 

adoption and assimilation of novel technology is the need to maintain its credibility with stakeholders, rather than 

competition. The intricate interconnectivity of interdependent business relationships within the tourism and 

hospitality sectors implies that early adopters of novel technologies or practises are more likely to receive 

acceptance from their counterparts in the industry [6].  

 The aim of the present investigation is to comprehend the determinants that impact the adoption of chatbots 

among enterprises operating in the tourism and hospitality sector. Our research will integrate institutional theory 

and organisational learning theory to accomplish this objective. The research we are conducting focuses on the 

effects of imitative, coercive, and normative external forces in the tourism ecosystem on the adoption process. The 

inquiry additionally scrutinizes the association between the educational aptitudes and proficiencies of the entity. 

░ 2. Related Works 

This manuscript provides a thorough examination of pertinent scholarly works pertaining to the subject matter, and 

scrutinizes the present status of language models, their applications, datasets, and assessment frameworks [7]. The 

current investigation has identified and highlighted extant hindrances and limitations, as well as inadequacies in 

the extant corpus of literature. Despite the significant advancements in technology, the capacity of artificial 

intelligence chatbots to emulate human speech remains restricted [8]. The issue in question can be ascribed to an 

insufficient methodology employed in the development of conversational models, coupled with a scarcity of 

publicly accessible data pertaining to the pertinent domain. The lack of a proficiently trained artificial intelligence 

model is a shortcoming that is evident in chatbots that are specifically designed for the purpose of information 

retrieval [9-10]. This particular model exhibits the capacity to be employed in diverse sectors. There is a 

discrepancy that requires resolution concerning the pragmatic application of industrial models in light of recent 

advancements in the field. The implementation of comprehensive models necessitates a substantial allocation of 

computational resources and a sufficient quantity of data for the purpose of training. The absence of a standardised 

framework for evaluating chatbots is currently evident. Several models depend on human evaluation, yet the 

procedure of human evaluation is distinguished by elevated expenses, time-consuming nature, restricted 

scalability, intrinsic prejudices, and inadequate uniformity. In order to overcome these constraints, it is crucial to 

provide a new and reliable approach for automated evaluation.  

The authors underscore the importance of acquiring empirical data regarding the feasibility of implementing 

artificial intelligence in coaching [11]. Given the prevalent conjecture surrounding the capabilities of artificial 

intelligence, it is of utmost importance to exercise prudence and conscientiousness in the deployment of AI 

coaching. The present study functions as an initial step towards establishing a fundamental comprehension in this 

noteworthy area. The suggestions outlined in this document may offer benefits to purchasers, developers, and users 

of chatbot coaching, potentially leading to greater involvement from the coaching industry with this emerging and 

potentially powerful coaching approach. 

According to the author's research, the incorporation of proactive chat has been found to improve the awareness 

and utilisation of a library's chat service [12]. According to the results of the current research, the inclusion of a 
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search bar within a discovery service has the potential to encourage the development of research-focused queries. 

The implementation of proactive chat is an essential strategy that libraries can utilise to initiate communication 

with users who may face challenges at different phases of the research process [13].  

2.1. Challenges in Existing System 

Existing chatbot systems are usually built on popular messaging platforms like Facebook Messenger, Slack, and 

WhatsApp. They are often integrated with existing business systems and can automate various tasks such as 

customer support, lead generation, and e-commerce transactions. In recent times, chatbots have gained significant 

traction as a means for enterprises to engage with their clientele and deliver customized services. Although AI and 

chatbots have garnered interest in the tourism and hospitality industry, there are several concerns and obstacles that 

could hinder their adoption [14]. The media often exaggerates the capabilities of artificial intelligence in executing 

various functions within the travel and hospitality sectors. The rise in prominence of chatbots can be ascribed, to 

some extent, to the success of diverse nascent messaging platforms. The deployment of chatbots faces obstacles 

related to technological variables, financial implications, cultural dimensions, and the scale of the enterprise. 

Language processing poses a formidable technical challenge of considerable significance. The challenge of 

ambiguity in both lexical and semantic dimensions persists as a noteworthy concern for the advancement of 

chatbot technology [15]. Further considerations, such as the management of discourse coherence, the prevention of 

redundancy, and the effective handling of complex statements, are particularly relevant to the functionality of 

chatbots. To achieve a level of performance comparable to that of humans, it is crucial to address the challenges 

faced by chatbots with appropriate solutions. The expenses linked to the process of setting up and acquiring 

resources may present significant obstacles. Large organisations may encounter fewer obstacles in adopting 

chatbots owing to their ample human and financial resources. The tourism ecosystem, predominantly consisting of 

small and medium enterprises, may encounter challenges in the implementation of chatbots owing to resource 

constraints. Chatbots are computer programmes designed to simulate human-like communication with people 

through text or voice-based exchanges [16]. There exist two fundamental categorizations of chatbots, namely 

rule-based chatbots and AI-powered chatbots. Rule-based chatbots operate by adhering to a predetermined set of 

rules and associated responses. The functionality of the system is reliant on pre-existing scripts that enable it to 

interpret user inputs and provide relevant responses. Rule-based chatbots are commonly utilised for simple tasks 

such as addressing frequently asked inquiries, arranging appointments, or providing basic information. 

Conversely, chatbots that are enabled by artificial intelligence leverage machine learning and natural language 

processing techniques to comprehend and respond to user inputs. They exhibit the capacity to interpret the user's 

intent, comprehend complex sentence constructions, and provide tailored responses. Chatbots gain knowledge via 

their conversations with users and endure a process of ongoing improvement over time. 

The classification of chatbots can be based on multiple factors, such as the level of engagement and the approach 

employed to generate replies [17]. The present study offers a succinct and methodical classification of Chatbots, 

grounded on their fundamental attributes. A taxonomy of Chatbots can be established on the basis of their 

knowledge domain, which is ascertained by the scope of their training data or accessible knowledge. Furthermore, 



 

   

Mediterranean Journal of Basic and Applied Sciences (MJBAS) 

Volume 7, Issue 2, Pages 56-67, April-June 2023 

ISSN: 2581-5059                                                    59 

they are classified into discrete categories [18]. The topic of discussion pertains to a domain that is unrestricted and 

encompasses a wide range of subjects. Conversational agents with open-domain capabilities exhibit proficiency in 

managing diverse topics and delivering appropriate responses. Bots that function within a confined domain are 

programmed to focus on a specific field of proficiency and may lack the ability to address queries beyond their 

assigned purview. For instance, the action of securing a designated seating arrangement on an aeroplane for the 

purpose of transportation. The automated system is currently incapable of furnishing details pertaining to the 

identity of the inaugural head of state of Canada [19]. The principal purpose of the chatbot is to enable the 

reservation of flights and furnish the user with extensive details pertaining to flights. Although the chatbot may 

exhibit casual conversation such as making a humorous remark or asking about the user's well-being, it is not 

programmed to execute supplementary functions beyond its designated scope.  

In the context of natural language processing, a closed domain refers to a specific and limited subject area or 

domain that a computer programme is designed to understand and respond to [20]. This approach is often used in 

chatbots or virtual assistants that are created to provide information or assistance within a particular domain, such 

as customer service or technical support. By limiting the scope of the program's knowledge and responses to a 

closed domain, it can more effectively and accurately provide relevant information or solutions to users. 

The second aspect concerns the nature of the service provided by these bots, which involves the establishment of 

an emotional bond with the user. This bond is dependent on the level of personal interaction necessary to 

accomplish the bot's assigned objective. Following their initial conceptualization, supplementary classifications 

were integrated, encompassing interpersonal, intrapersonal, and inter-agent categories. Interpersonal bots are 

employed to enable communication and offer diverse services, including but not limited to making reservations for 

restaurants and trains, and providing responses to commonly asked inquiries. The principal aim of these chatbots is 

to gather information and provide it to the user [21]. BOTs demonstrate the ability to improve the user experience 

by streamlining usability and displaying a greater tendency to preserve previously accessed user data. 

Intrapersonal bots are programmed to operate within the individual user's personal domain, particularly in 

messaging platforms like Facebook Messenger, Telegram, and WhatsApp. The bots are accountable for the 

management of individual tasks on behalf of the user. Supervising the viewpoint of the user, coordinating 

appointments, and performing associated duties. The concerned individuals will form social bonds and recognise 

one another as constituents of the Homo sapiens species. The incorporation of inter-agent bots has gained 

significant traction due to the essentiality of inter-communication capabilities for all chatbots. The demand for 

chatbots capable of inter-communication is on the rise [22]. 

Goal-based bots are categorised into distinct groups based on their primary objectives. It is suggested to expand the 

classification of bots beyond conversational, informative, and task-based categories. Users have the option to 

access information through informative bots or a pre-existing database, such as the FAQ BOTS and inventory 

database, which can provide them with valuable insights. The objective of conversational and text-based bots is to 

respond to user requests in a suitable manner, while endeavouring to communicate with them in a manner that 

emulates human interaction. Consequently, their aim is to sustain the user's discourse by employing tactics such as 
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politeness, evasion, and cross-examination, as exemplified by virtual assistants like Alexa and Siri. Task-based 

bots are automated systems designed to perform specific functions or tasks. These bots are programmed to 

complete a particular set of actions or operations, often with the goal of increasing efficiency and productivity. 

Task-based bots can be found in a variety of industries and settings, including customer service, finance, and 

healthcare. They are typically designed to handle repetitive or routine tasks, freeing up human workers to focus on 

more complex or creative work. Task-oriented chatbots are purposefully created to execute particular tasks, such 

as facilitating the booking of lodging or offering support to individuals.  

Chatbots demonstrate a significant degree of cognitive ability in their capacity to elicit information and 

comprehend user feedback. The task-based bot's functionality is exemplified by the process of booking a room in a 

motel or a table at a restaurant. One of the categories in the classification of bots pertains to the methodology 

employed for generating responses. This approach considers the methodology utilised in the processing of inputs 

and the production of responses. This classification covers three distinct subgroups, namely Intelligence Method, 

Rule-based system, and Hybrid [23].  

Intelligence techniques utilise natural language understanding (NLU) methodologies to comprehend user inquiries 

and produce intelligent replies. Network systems that have access to ample data and require coverage over a 

restricted geographical area are utilised [24]. The engagement of users is facilitated by rule-based system bots that 

employ pre-existing hierarchical structures. The provided flowchart is designed to forecast potential client 

inquiries and the corresponding responses from the Bot. Its purpose is to facilitate dialogue prediction. Hybrid 

systems are characterised by the integration of both rule-based algorithms and machine learning techniques. One 

instance of a system that employs natural language processing (NLP) to address inquiries involves guiding the 

dialogue along a predetermined path through the use of a structured flow chart. 

░ 3. Proposed System 

3.1. Architecture 

The creation and implementation of a chatbot necessitates the utilisation of diverse methodologies. 

Comprehending the scope of the chatbot's functionalities and its corresponding classification aids the developer in 

selecting appropriate algorithms, platforms, and tools for its creation. Simultaneously, it facilitates comprehension 

of anticipated outcomes for the recipients. The development of a chatbot requires several essential components, 

such as precise knowledge representation, a response generation approach, and a pre-existing set of neutral 

responses to be employed in situations where user input is incomprehensible. In the initial phase of system design, 

the system is partitioned into discrete components based on predetermined criteria, thereby enabling the adoption 

of a modular approach to development. The present study introduces a comprehensive framework for chatbots. 

The initial stage of the process involves the user initiating a request, such as an inquiry regarding the definition of 

"environment," to the chatbot through a messaging platform, such as Facebook, Slack, WhatsApp, WeChat, or 

Skype. The user has the option to utilise a software programme that has the ability to accept data in either textual or 

auditory format, such as the Amazon Echo device. Upon receipt of the user's request, the Language Understanding 
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Component initiates a parsing process to deduce the user's intention and the pertinent details, specifically the 

"translate" intent and the "environment" entity, along with its corresponding term. After attaining optimal 

comprehension, a dialogue system must then ascertain the appropriate course of action. The cognitive system 

displays a range of processing mechanisms for incoming information, such as immediate response, retention of 

comprehension, anticipation of future events, and seeking elaboration or clarification within the context.  

Upon comprehending the provided directive, subsequent measures are implemented to execute the requisite 

procedures and obtain the pertinent data. The chatbot executes predetermined commands or retrieves pertinent 

information from various sources, such as the chatbot's Knowledge Base database or external resources accessed 

via an API call. After being retrieved, the Response Generation Component employs Natural Language Generation 

(NLG) to generate a response that mimics human language. This is done by utilising the intent and contextual 

information obtained from the user message analysis component. The Dialogue Management Component is 

responsible for maintaining and modifying the conversational context, encompassing the present intention, 

recognised entities, and absent entities that are crucial for satisfying user demands. Moreover, it solicits pertinent 

data that might have been omitted, resolves any ambiguities put forth by users, and poses supplementary inquiries. 

The ongoing and notable proliferation of chatbot technologies is a noteworthy phenomenon. There exist two 

distinct methodologies for the creation and advancement of chatbots. The initial approach entails utilising 

programming languages, including but not limited to Java, Clojure, Python, C++, PHP, Ruby, and Lisp. The 

second methodology involves the utilisation of sophisticated platforms. There are several chatbot platforms that 

are currently available, including Flow XO, Chatterbot, Pandorabots, Botkit, and Botlytics. 

3.2. Design 

The designer's decision-making process entails selecting between a platform that is based on rules and one that 

employs natural language processing (NLP). This suggests that subsequent to elucidating the rationale, what are 

the tangible applications of the concept? Chatbots that follow a rule-based approach utilise pre-established 

decision trees to facilitate their conversational interactions. The procedure can be compared to a sequential 

diagram or schematic chart. The dialogue plan foresees possible inquiries from the customer and prescribes the 

suitable responses for the Chatbot. NLP systems possess the ability to comprehend intricate queries through the 

analysis of their contextual presentation. As a result of their aptitude for learning from mistakes, they augment 

their proficiency in responding to customer inquiries.  The examination of potential scenarios or objectives that 

designers may have for their Chatbot can be accompanied by the development of a series of corresponding 

inquiries in alternative formats, which can be utilised to effectively achieve these objectives.   The user is 

responsible for determining the intended action that the chatbot is expected to perform for each task. The Chatbot 

assessment is performed by the designer through conversational or textual interactions that emulate human 

communication. As a result, customers may express their questions or intended requests in diverse ways. The 

response to the inquiry is dependent on the chosen method of communication that the individual intends to employ. 

One instance of utilising voice commands to operate electronic devices is exemplified by the phrase "Alexa, turn 

off the TV." Would you please turn off the television, Alexas? I would like to propose the idea of deactivating the 
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television. The user has the option to issue either of the following commands to instruct the Bot to initiate the 

power down sequence of the television.    

 

Figure 1. Block diagram 

The aforementioned phrases share a common objective of turning off the television, however, they exhibit 

disparate linguistic nuances. Following this, the designer proceeds to develop the conversational flow. Developing 

a comprehensive logic that ensures user engagement with the flow after acknowledging their objective is a crucial 

aspect for designers. For instance, let us consider the scenario where the organisation is currently engaged in the 

creation of an automated mechanism for scheduling medical appointments with a doctor. The chatbot initiates a 

request for the user to furnish their operational mobile phone number, complete name, and desired expert for the 

purpose of consultation. Following user input, the chatbot presents a list of feasible time slots. Once the user 

confirms their preferred option, the chatbot proceeds to secure the booking by generating a unique password and 

transmitting it to the user's designated mobile number. The selection of an appropriate deployment platform for the 

BOT necessitates meticulous consideration on the part of the designer. The process entails the identification of a 

user-friendly platform, such as WhatsApp, Telegram, Facebook Messenger, or a personal website, that is readily 

accessible to users. 

░ 4. Methodology 

The procedures below can be used to install a chatbot as a technology intervention to promote Kanyakumari as a 

travel destination and give visitors a hassle-free and memorable experience:  
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4.1. Specify Goals 

Clearly state the goals of the chatbot intervention, such as answering frequently asked questions, assisting with 

reservations, and giving advice. This will be useful while building the functionality of the chatbot.  

4.2. Choose a Platform 

Select an appropriate JavaScript chatbot development platform, such as a standalone chatbot application or a 

web-based chatbot that can be included in a website. There are several chatbot development frameworks  and 

libraries available in JavaScript, such as Bot-press, Dialog-flow, or Rasa.  

4.3. Design User Interaction 

Create the chatbot's user interface using JavaScript, CSS, and HTML. In order to engage users and gather their 

questions and inputs, create a conversational flow with the relevant prompts, buttons, and input fields.  

4.4. Construct Chatbot Logic  

To process user inputs, provide responses, and handle various scenarios, construct the chatbot logic using 

JavaScript. Depending on the user's inquiries, this may entail employing algorithms, rules, or machine learning 

models to select the proper answers.  

4.5. Integrate APIs 

Use JavaScript to integrate with pertinent APIs and retrieve data about the tourist attractions, weather, lodgings, 

tours, and other pertinent information in Kanyakumari. To give users up-to-date information, this may entail 

employing RESTful APIs, web services, or other data sources. 

4.6. Apply NLP 

To interpret and analyse user input, employ JavaScript frameworks or APIs for natural language processing (NLP). 

In order to deliver precise and contextually appropriate responses, this may require tasks like intent identification, 

entity extraction, sentiment analysis, or language interpretation.  

4.7. Manage Backend Functionality 

If required, manage backend functionality by managing user sessions, storing data, or performing complicated 

logic on the server-side using JavaScript frameworks like Node.js and Express. 

4.8. Test and Improve 

Give the chatbot a thorough test run to find any problems, fix them, improve its performance, and refine its 

responses. The efficiency and user experience of the chatbot can be continuously improved by gathering user 

input.  

4.9. Initiation 

For users to have access to the chatbot, deploy it to a web server or cloud hosting platform. Assuring the security 

and scalability of the chatbot may entail setting up hosting, creating APIs, and doing other technical setup. 
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4.10. Continuous Improvement 

Update and enhance the chatbot frequently in response to user feedback, shifting needs, or new functionality. Use 

JavaScript to add new features, correct issues, and update the chatbot with the most recent details about 

Kanyakumari's tourism offerings. In order to give tourists a hassle-free and memorable experience, implementing 

a chatbot as a technology intervention to explore Kanyakumari as a tourist destination necessitates designing the 

user interface, implementing chatbot logic using JavaScript, integrating with APIs, utilising NLP, handling 

backend functionality, testing, deployment, and continuous improvement. 

4.11. Advantages and Applications 

Chatbots are a cost-effective solution for organisations to conduct customer contacts because they provide 

customers with: the information they require without having to wait for a human representative to become 

available; As a result of chatbots' tremendous scalability, they can manage numerous interactions at once; Chatbots 

can be designed to personalise their responses depending on client data and offer consistent responses to user 

enquiries. 

░ 5. Results and Discussions 

A chatbot can be a very useful piece of technology to promote Kanniyakumari as a travel destination and make 

visitors' experiences enjoyable and hassle-free. This section will cover the possible outcomes of this technological 

intervention and their repercussions.  

 

Figure 2. Output of the chatbot 

The ability to significantly improve the visitor experience is one of the most important outcomes of creating a 

chatbot for Kanniyakumari tourism. Tourists can quickly get information about well-known tourist destinations, 

regional customs, neighbouring restaurants and accommodations, and transit options with the chatbot. 
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To advertise Kanniyakumari as a tourist location, the chatbot can be employed as a marketing tool. Customers are 

more inclined to suggest the place to others and share their experiences on social media by offering personalised 

recommendations and improving the visitor experience, which can result in greater publicity and visitors.  

Overall, creating a chatbot to research Kanniyakumari as a travel location can be quite beneficial. The chatbot can 

make Kanniyakumari a more desirable travel destination for travellers and help the local tourism industry flourish 

by enhancing the tourist experience, boosting interaction, delivering better ease, and promoting local businesses.  

░ 6. Conclusion and Future Enhancement 

Chatbots have improved greatly since their inception, but they still have room to grow. Chatbots should be 

conversational and natural. Machine learning (ML) and natural language processing (NLP) algorithms can 

understand and respond to user queries. Tourists can use location-based services to improve the chatbot. GPS data 

can update nearby hotels, restaurants, and tourist attractions. The chatbot can also provide directions and 

recommendations for visiting these places. Try and Improve After creation, the chatbot should be thoroughly 

tested to ensure its functionality and accuracy. User feedback should improve the chatbot. Maintain the system. 

Overall, a chatbot to learn about Kanniyakumari as a travel destination can enhance the visitor experience and 

promote tourism. With the right technology, tourists can have a hassle-free, memorable experience that will make 

them return. The article examines chatbots in travel and hospitality. Two popular management 

theories—organizational learning theory and institutional theory—have been used to study chatbot adoption. 

Chatbots are commonplace. Since this industry relies heavily on information, early adopters may benefit from the 

first-mover advantage. Future research may examine consumer-level variables affecting chatbot adoption.        
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