




















MepiAnwin

H mapodoa SImAwUaTIKN epyaaia e€€TALEL TOV POAO TNG TexvnTrc Nonuoolvng aTo Pn@lako
MOPKETIVYK KOl €EIGIKOTEPO TOV TPOMO HE TOV OMOI0 CUPPBAAAEL OTn  dnuiovpyia
€EATOPIKEVUEVVY EUTIEIPIOV OTOV KAGOO TWV OEPOPETAPOPWY, KABWC KOl TO TWE AUTEC Ol
TIPOKTIKEG YivovTal avTIANTTEC oMo Toug emIBAteC. H Texvnt) Nonpooulvn €xel avadeixdei
0¢ BOOIKO €PYOAEI0 yIO TIC EMIXEIPNOEIC, KOBWC EMITPEMEL TNV AVOALCOT HUEYOAOU OYKOUL
dedopEVwY, TNV TPOPAEWN TNC KOTOVOAWTIKIC CUPTIEPIPOPAC Kal TNV TPOCapHOoy Tou
TIEPIEXOMEVOU KAl TWV TTPOTPEPOUEVWV UTINPECIWV OTIC ATOPIKEG AVAYKEC TWV XPNOTWV. ZTO
TAQIC10 TOU PNQIOKOD PAPKETIVYK, N EEOTOUIKEUDN OTOTEAEI TTAEOV KEVTPIKI) OTPOTNYIKI,

KABWC eVIOXVEL TNV EUTEIPIO TOL TIEAATH, TNV IKAVOTIOINGN KOl TNV 0Qoaiwan.

O KAGOOC TWV OEPOUETAPOPWY OTIOTEAEL Eva IDIAITEPA AVTOYWVIOTIKO TEPIBAAAOV, OTIOU N
MOIOTNTO TNG EMPMEIPIOC TOU €MPATN KOl N TOPOX TPOCWTOMOINUEVWY UTINPECIOV
AEITOLPYOLV WC KOUPIOL TapAyovTeC dlagoporoinant. Ot 0EPOTOPIKEG ETAIPEIEC aglomolovy
Texvoloyie¢ Texvntr)c Nonuoolvng yio TPOKTIKEG OMWC N OLVAUIKA TIMOAOYNnon, Ta
OLCTHUATO TIPOTACEWY, N GUTOMOTOTOINUEVN EEUTNEETNON TEAATWVY KOl O EEATOIKEVUEVEC
€100TOINCEIC, JE OTOXO0 TN BEATIWGN TNG CLVOAIKNC euTelpiag Tag1d1o0. Mapd Ta onUAVTIKA
0N, N avéavopevn xprion ¢ TN eyeipel avNOULXIEC OXETIKA PE TNV IBIOTIKOTNTA KOl TNV
TPOOTOCIO TWV TPOCWTIKWY deO0PEVWY, KABWC o1 emPBATEC KOAOLVTAL VO HOIPOCTOUV

€VAI0BNTEC TANPOPOPIEC.

H epyaaoia avadeikvOel To mapddo&o e€ATouikeLONC-IBIWTIKOTNTAC, CUP@WVA [IE TO OTOIO0 Ol
KATAVOAWTEC EMIBUPOOV TPOCWTOTIOINUEVEC EUTEIPIE, OAAG TOUTAXPOVO OVNGUXOUV YIO TOV
BaBu6 mapakoAoLBNGNG Kat EAEYXOL TwV d£d0UEVWV TOUC. H eumiatoolvn, n dla@AveLd Kal
TO aioBnua eAEyxou OvadeIKvOOVTal w¢ KOBOPIOTIKOI MAPAYOVTEC Yia TNV Omodoxr Twv
TPAKTIKWV TexvnT¢ Nonuoolvng. ZKOmO¢ TN pEuvac gival va SIEPEVVATEL TIC OVTIANWPEIC
TV emPBoTwv amévavtl atnv e&atopikevon mov Bacidetal otnv TN Kal va avaAloEl TG
QUTEC €MNPEACOLY TNV €UTIOTOOLVYN, TNV IKOVOTOINGN Kal Tnv mpobeon enavayopdc. H
MEAETN QIA0OOEEL VO GLPPBAAEL TOOO 0T BeWPNTIKH KOTOVONON TOL QOIVOUEVOLU GO0 Kal
otnv mpaktiki aélonoinon ¢ TN amd TI¢ aEPOTOPIKEC ETAIPEIEC PE TPOTIO LTTELOBLVO Kal

OTOTEAECHOTIKO.
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Abstract

The present master’s thesis examines the role of Artificial Intelligence in digital marketing
and, more specifically, the way in which it contributes to the creation of personalized
experiences in the airline industry, as well as how these practices are perceived by
passengers. Artificial Intelligence has emerged as a key tool for businesses, as it enables the
analysis of large volumes of data, the prediction of consumer behavior, and the adaptation
of content and offered services to the individual needs of users. Within the context of digital
marketing, personalization has now become a central strategy, as it enhances customer

experience, satisfaction, and loyalty.

The airline industry constitutes a highly competitive environment, in which the quality of
passenger experience and the provision of personalized services function as key factors of
differentiation. Airlines utilize Artificial Intelligence technologies for practices such as
dynamic pricing, recommendation systems, automated customer service, and personalized
notifications, with the aim of improving the overall travel experience. Despite the significant
benefits, the increasing use of Artificial Intelligence raises concerns regarding privacy and
the protection of personal data, as passengers are required to share sensitive information.

The study highlights the personalization—privacy paradox, according to which consumers
desire personalized experiences while simultaneously expressing concerns about the level of
monitoring and control over their data. Trust, transparency, and the sense of control emerge
as decisive factors for the acceptance of Artificial Intelligence practices. The purpose of the
research is to investigate passengers’ perceptions of Artificial Intelligence-based
personalization and to analyze how these perceptions affect trust, satisfaction, and
repurchase intention. The study aims to contribute both to the theoretical understanding of
the phenomenon and to the practical utilization of Artificial Intelligence by airlines in a

responsible and effective manner.
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