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In light of the current labor shortage in the labor-intensive human service
industry, this study was conducted to improve service capability (organizational capacity to utilize
various resources in the service field) by introducing automation technology and increasing the
efficiency of limited human resources. First, the study identified the requirements for using
technology to utilize customer data and human resources at customer contact points. Then, we
proposed measures to improve service organization capabilities by utilizing customer information,
which changes dynamically in customer service situations such as lodging and tourism, using
technologies such as generative Al and robotics. In addition, this research was conducted to
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