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	Reviewer’s comment


	Author’s Feedback (It is mandatory that authors should write his/her feedback here)



	Please write a few sentences regarding the importance of this manuscript for the scientific community. A minimum of 3-4 sentences may be required for this part.


	This manuscript contributes to the growing research on AI applications in service industries, particularly luxury tourism. It provides a practical understanding of how CRM tools like HubSpot and Salesforce can be employed in AI-enabled journey mapping. The study brings forth benefits (e.g., enhanced personalization, customer loyalty) and risks (e.g., data quality, reduced human touch), making it useful for practitioners designing AI strategies in customer experience management.
	

	Is the title of the article suitable?

(If not please suggest an alternative title)


	Yes, the title appropriately captures the essence of the study. It is specific, descriptive, and accurately reflects the manuscript’s focus.
	

	Is the abstract of the article comprehensive? Do you suggest the addition (or deletion) of some points in this section? Please write your suggestions here.


	The abstract addresses the scope, objectives, methods, and key findings but suffers from grammatical issues and disjointed phrasing. It should be revised for clarity, coherence, and accuracy (e.g., “the study showcases that AI can offer…” is grammatically incorrect).
Suggested improvements:

· Clarify the main research objectives and methods concisely.

· Correct grammatical and typographical errors.

· Include quantitative insights or qualitative highlights from the results.
	

	Is the manuscript scientifically, correct? Please write here.
	Broadly yes. The manuscript presents a valid qualitative research approach and adequately interprets findings. However, the methodology lacks specific details such as sample size, demographic characteristics of respondents, and case selection criteria. Additionally, there is minimal use of theoretical frameworks (e.g., TAM, Service-Dominant Logic) to anchor the findings.
	

	Are the references sufficient and recent? If you have suggestions of additional references, please mention them in the review form.
	The references are reasonably comprehensive and include recent works (e.g., Huang & Rust, Ivanov & Webster, 2020). However, a few key references on journey mapping, AI maturity models, and personalization in digital services could be added. 


	

	Is the language/English quality of the article suitable for scholarly communications?


	The manuscript contains frequent grammatical errors, awkward phrasing, and inconsistent terminology. A thorough language and copy edit is necessary before publication. Common issues include tense inconsistency, article misuse, and run-on sentences.


	

	Optional/General comments


	· Consider including actual data visuals (charts, figures) to support the thematic analysis. 

· Reduce redundancy—specific points are repeated across sections (especially regarding personalization and AI benefits). 

· Clearly define key terms like “journey mapping,” “CRM tools,” and “luxury travel enterprises” early in the paper.
The manuscript addresses an emerging and significant area of study—the application of AI in luxury travel enterprises through journey mapping to enhance customer experience. It offers value to academia and industry by showcasing the benefits and limitations of AI integration in real-world scenarios. The research design employs qualitative methods and explores operational efficiency, personalization, and customer satisfaction. However, language clarity, theoretical grounding, and sample representation need improvement.

· The topic is timely and relevant, but the manuscript requires significant revision of grammar, structure, and methodological transparency. 

The potential contribution to the field is solid once clarity, depth, and academic rigor are improved
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	Are there ethical issues in this manuscript? 


	(If yes, Kindly please write down the ethical issues here in details)
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