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The Influence of Generated Ai Content And Service Quality on Customer
Reservation Intention in Guangxi High-Star Hotels

Tang Yanlu, Zhou Wusheng'
School of Business, Guangxi University, Nanning, Guangxi 530004

Abstract : Against the backdrop of expanding domestic demand and cultural-tourism integration, Guangxi's
high—star hotels face intensified competition leveraging regional tourism resources. With generative Al
technology permeating service industries, this technology has gradually become a core tool for service
upgrades, yet it confronts the fundamental challenge of aligning promotional claims with actual service
quality. This study employs expectation violation theory to investigate how generative Al-generated
content and service quality influence customer booking intentions in Guangxi's four-and five—star
hotels, using questionnaire surveys and empirical analysis. Results demonstrate that both generative
Al content and service quality significantly impact booking intentions, with their interaction mediated by
expectation violation levels—— When generative Al content matches high—quality services, customers
perceive positive/negative expectation deviations that enhance booking intentions; when mismatched,
negative expectations intensify and significantly suppress bookings. Notably, expectation violation
levels fully mediate the relationship between generative Al content, service quality, and booking
intentions. The research enriches generative Al application theories in hospitality and provides empirical
references for optimizing service strategies and improving booking conversion rates in Guangxi's high—
star hotels.
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