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TASK INTELLIGENCE, TRAVEL

Travel Al, broken down to the task

The booking, disruption, and service-recovery workflows travel and transportation are putting
under agentic Al, mapped to the task level. What automates, what becomes human plus Al, and
where the workforce is the bottleneck.

12% 57% 31%

AUTOMATE AUGMENT HUMAN-ONLY

@ Automate: Al runs it, human audits by exception @ Augment: human plus Al, the re-skilling surface

@ Human-only: judgment, empathy, compliance

Split shown is the corpus-wide customer-support baseline (3,740 roles, 67,639 tasks, same classifier as /explore). Travel-
specific postings are sparse in the corpus, and travel service work tracks this pattern closely.



THE ONE-SLIDE ARGUMENT

The money is committed. The bottleneck is the workforce.

The money is committed. The workforce is the bottleneck. The bottleneck lives in the

augment band.

Across the customer-support baseline travel tracks, the task split is 12% automate, 57% augment, 31%

human-only. The 57% augment band is human plus Al work that only functions during disruption if the

agent is trained for it.

That 57% is the readiness gap, quantified. Nuvepro maps the work at task level, classifies each task,

and certifies the workforce on the augment band with a competency guarantee.

THE SPEND IS REAL

® 64% of travel leaders plan to increase Al
investment; 21% intend to double their Al
budgets (2026 travel Al survey)

e 65% of travel leaders name chatbots and virtual
assistants as the most significant GenAl
application (industry survey 2026)

e The Al-in-tourism market is projected to grow
from $3.4B in 2024 to $13.9B by 2030 (market

forecast)

e Funding for Al-enabled travel startups rose
sharply from 2023 to 2025 (Concentrix)

THE WORKFORCE IS THE BLOCKER

e Travel has the widest Al skills gap of any major

sector, lagging on hiring change experts to guide
adoption (skift)

Fewer than 10% of travel and logistics
companies have reached the Al-agent scaling
phase (industry survey 2026)

Workforce shortages could leave a gap of over
43 million roles by 2035 if skills and digital
adoption lag (WTTC)

Al is expected to handle up to 95% of customer
interactions in travel, raising the bar on human
exception-handling (industry forecast 2026)



THE WORKFLOWS, TASK BY TASK

Six support and operations workflows

WORKFLOW 1

Booking Changes, Cancellations and Rebooking

Modifications, cancellations, rebooking under fare rules.

Market signal. Consistent agentic fare-rule application reduces avoidable churn and improves recovery during
disruption. (Concentrix)

AUTOMATE AUGMENT HUMAN-ONLY

> Apply fare rules consistently > Surface save or downgrade > Handle complex or sensitive cases
> Validate eligibility options when flexibility exists requiring discretion

> Coordinate refunds or credits 2 LIRS Rl

the change
across systems

Readiness gap. The rule-bound rebooking automates; the stranded traveler at midnight needs a person. The
judgment call under stress is the augment skill.

WORKFLOW 2

Upgrades and Add-Ons

Ancillaries, seat, baggage, and experience upgrades.

Market signal. Context-aware agentic offers lift ancillary attach rates and yield without generic upsell.
(Concentrix)

AUTOMATE AUGMENT HUMAN-ONLY
> ldentify upgrade opportunities > Present offers at the right moment > Manage complex or relationship-
from journey context and history with appropriate tone sensitive upgrades

> Enforce eligibility rules
automatically

Readiness gap. The agent finds the offer; the human reads the relationship. Knowing when an upsell helps versus
annoys is the augment judgment.



WORKFLOW 3

Trip Status and Journey Updates

Delays, schedule changes, real-time traveler updates.

Market signal. Proactive agentic updates cut inbound status contacts and downstream compensation.
(Concentrix)

AUTOMATE AUGMENT HUMAN-ONLY
> Coordinate data across schedules, > Communicate proactively on > Intervene on missed connections
operations, and partners delayed or exception journeys and exceptions requiring special

> Deliver real-time updates handling

> Handle routine status inquiries

Readiness gap. The agent answers where-is-my-flight; the human rebuilds a broken itinerary. That recovery work
is the augment target.

WORKFLOW 4

Billing and Refund Queries

Charges, refund status, payment disputes.

Market signal. Clear agentic explanations reduce chargebacks and leakage while shortening resolution.
(Concentrix)

AUTOMATE AUGMENT HUMAN-ONLY
> Consolidate booking, payment, > Explain charges and resolve > Handle complex disputes requiring
and refund data discrepancies with full context investigation or special authority

> Track refund status

> Resolve routine discrepancies

Readiness gap. Explaining a fare is routine; adjudicating a disputed charge post-trip is not. The adjudication is
agent-assisted, human-decided.



WORKFLOW 5

Disputes and Complaints

Delays, cancellations, service failures, escalations.

Market signal. Agentic intake and evidence assembly speed complaint resolution and improve SLA adherence.
(Concentrix)

AUTOMATE AUGMENT HUMAN-ONLY

> Capture complete journey and > Guide consistent, policy-aligned > Exercise judgment and empathy on
interaction history resolution complex cases

> Assess disruption nature and > Triage to the right human with full > Make authority-based recovery
sensitivity context decisions

Readiness gap. During a service failure the agent assembles the case; the human owns the empathy and the
compensation call. That authority is the human core.



THE CLOSE, ON EVERY WORKFLOW

From a tool budget to a workforce that can use it

1. The stat proves the buyer is already spending on this workflow.
2. The task table proves only about an eighth automates; the majority is augment.

3. The augment band is the re-skilling surface, and travel has the widest Al skills gap of any major
sector.

4. Nuvepro measures who is ready for the augment work and certifies the rest with a guarantee.
That is the difference between a tool budget and a workforce that can use it.

HOW THIS WAS BUILT

HONEST CAVEATS

explore



