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1. [bookmark: _Toc231429923]Introduction
The redevelopment of St Helen’s Rugby and Cricket stadium in Swansea is a strategic shift done by the Swansea council, to develop a modern, digitally enabled sports and hospitality venue. The grounds, which have a lot of historical significance within Welsh Sport, is being reimagined into an 8,000-capacity venue with increased hospitality service, and a premium guest experience. 
A part of this transformation, is the use of 5G standalone private network infrastructure, which enabled the stadium to be able to work as a smart stadium. Smart stadiums use advanced connectivity and artificial intelligence (AI) to enhance the both the operational efficiency of the stadium and the customer experience. Wang et al. (2020) explains that using 5G and AI technologies can support the development of smart tourism through real-time connection and using intelligent systems.
This report will evaluate the role of AI in the future of hospitality and guest service, at St Helen’s Stadium. It focuses on how AI will be used in recruitment, guest service training, hospitality operations and customer relationship management (CRM), whilst also looking at its uses in yield management ‘yield management is the process of allocating the right type of capacity to the right kind of customer at the right price so as to maximize revenue or yield.’ (Kimes, 1989)

[bookmark: _Toc1633353238]2. Findings
[bookmark: _Toc1477880257]2.1 AI in Recruitment
Using AI has become increasingly more popular in hospitality recruitment, due to its abilities to optimize hiring processes. AI-driven systems can be used to analyze large numbers of applications and identify suitable candidates. This reduces the time to hire ‘Recently AI technologies support application screening, data analysis, and preliminary interviews, saving time of recruiters.’ (Pandya and Al Janahi, 2021)
 Within St Helen’s stadium in particular, AI can be used to support recruitment by:
· Checking CVs using natural language programs
· Matching the correct candidate to the correct role, through predictive analytics
· Automating communications through chat bots 
· Sorting CVs ahead of time to remove any unsuitable candidates 
This is especially valuable for stadium environments where there is a focus on flexibility and event-by-event staffing models and also ‘Research that assesses the implications for education and training programs to prepare future hospitality professionals for AI-integrated roles, reduces the knowledge gap’ as explained by Kumawat et al. 
Buhalis and Leung (2018) highlight the role of “hospitality big data” in improving organisational decision-making. Other research shows that AI can improve efficiency and reduce any bias whilst recruiting, although there are concerns that it may not be able to assess interpersonal skills. Roles in hospitality require emotional intelligence and adaptability, which AI cannot get fully evaluate. 
Integrating 5G enhances the recruitment process by letting high quality virtual interviews and remote onboarding into the hiring process, which improves accessibility and efficiency ‘5G technology... are significant to unlock-ing IoT based smart tourism applications.’ Wang (2020)

[bookmark: _Toc925349614]2.2 AI in Guest Service Training (Bodyswaps and Systems X)
AI-powered training tools, such as virtual reality platforms like Bodyswaps are transforming how the industry trains staff, by providing experiential learning opportunities without the cost of bringing staff in for training. These platforms allow employees to learn in simulated situations, which improves communication and problem-solving skills ‘VR has been described as the learning aid of the 21st century’  (Radianti et al., 2020)
At St Helen’s Stadium, technologies such as these could be used to train staff in:
· Customer service 
· Conflict resolution 
· Upselling premium options 
The presence of 5G technology enhances these training systems significantly, by enabling real-time high-quality simulations without the usual technological issues, creating a more realistic learning experience. 
AI-driven platforms, such as Systems X, can track employee performance and deliver personalised feedback, which improves training efficiency (Mariani) 
Research suggests that using personalised and technology enhanced training leads to service quality and employee performance being improved, especially in hospitality settings ‘Personalized training programs, powered by AI, not only increase morale but also provide quick solutions to improve employee commitment.’ (Flores 2025)


[bookmark: _Toc164551740]2.3 AI in Hospitality Operations
AI plays a significant role in improving operations efficiency within smart stadiums. The usage of 5G networks enables for real-time data to be collected and communicated through the systems, which helps to drive decision making. The diagram from Wang (in bibliography) shows how AI can be used in a variety of ways. 
At St Helen’s stadium AI could support operations by:
Crowd Management 
AI can analyse data in real time to predict the crowd movement, and prevent congestion by opening or closing entrances, which improves safety and guest experiences “AI will be more effective if it augments (rather than replaces) human managers.” (Davenport 2020)
Smart Ticketing Systems 
AI ticketing Systems can streamline the entry process, and reduced waiting times, to enhance the overall efficiency. (Mariani) 
Food and Drink Management
AI can forecast demand of each event, using previous data and current (such as weather) to optimize inventory management, reducing the overall wastage and improving profitability.
Digital Wayfinder
AI applications can provide guests with real time navigation and person used recommendations, which improves satisfaction.
These usages of AI are dependent on high-speed connectivity, which is enables by the stadiums 5G infrastructure, which reinforced its role as a smart stadium. The diagram used in ‘Realizing the Potential of Internet of Things for Smart Tourism with 5G and AI’ shows how AI can be used in smart tourism in a variety of ways. 

[bookmark: _Toc2138750475]2.4 AI in Customer Relationship Management (CRM)
AI had made a significant impact in enhancing CRM, by using data driven personalisation. AI systems can analyse customers behaviours and their preferences to deliver a tailor-made experience. 
At St Helen’s Stadium, AI can be used for:
· Sort customers based on their behaviours and preferences
· Deliver personalized marketing to emails/phone numbers
· Improve and personalise loyalty programs 
For example, a repeat customer can receive targeted promotions, while corporate customers can have offers for customized hospitality packages. 
The integration of 5G technology allows for real time engagement, allowing instant communication and feedback to be collected during events.
AI powered chat bots can provide customer support, improving efficiency and responsiveness (Mariani)
Research has demonstrated that personal experience improves customer satisfaction and loyalty, which are important for driving long term revenue (Huang and Rust 2021) ￼
[bookmark: _Toc1848837573]2.5 AI and Yield Management
Yield management can be essential in maximising revenue, particularly in fixed capacity venues such as a stadium. AI increases yield management by analysing substantial amounts of data and predicts demand patterns. 
At St Helen’s Stadium AI can be used to: 
· Forecast the attendance of matches or events based on historical and external data
· Adjust ticket prices dynamically, based on demand
· Optimise prices for hospitality
The capacity predicted off approximately 8,000 creates an opportunity for the ticketing team to use dynamic pricing strategies to maximise revenue. Fried and Kastel discuss “Facility Systems and Operations” as central aspects of modern sport venue management and go in depth about how valuable it is to maximise revenue. 

AI can also be used to identify high-value customers, and target them with premium hospitality offers, which will increase the overall spend per head.
[bookmark: _Toc1196379775]3. Conclusions and Operational Recommendations
[bookmark: _Toc2139871448]3.1 Conclusions
The findings throughout this report indicate that AI will be playing a significant role in the future of the hospitality and events management industry, especially at St Helen’s Stadium. The 5G integration provides a strong technological foundation, for AI usage to access real-time data and enhanced digital services which can bring ‘increased efficiency for smart tourism’ (Wang 2020
AI can be used to improve efficiency across hiring, training, operations and CRM, whilst also making the customer experience extra special through personalisation. AI-driven yield management can also increase revenue and optimise resource utilisation.
However, AI should be used to compliment human interaction, not replace it. Hospitality relies on personal service and emotional engagement, which AI will not be able to replace. 
[bookmark: _Toc1000748279]3.2 Operational Recommendations
1. Combine AI and Human Services
Combine AI technology with humans to maintain a balance between efficiency and personalised human service
2. Invest in AI lead Training
Use immersive platforms such as Bodyswaps to enhance staff training and teach them improved service quality. 
3. Use 5G Smart Stadium
Add AI-driven systems for crowd management, ticketing and helping with operations ‘the ability of collecting and aggregating massive data’ (Wang 2020)
4. Develop CRM Systems
Use AI to personalise the customer experience and increase loyalty through ‘special touches’
5. Implement AI Yield Management Systems
Adopt dynamic pricing strategies to increase revenue and optimise capacity
6. Ensure Ethical AI Usage
Maintain transparency, data privacy, and fairness in all AI applications – though this has not been discussed in detail in this report, it is important to ensure transparency in usage of AI in all applications.
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FIGURE. Key technologies of smart tourism.

struction. One the one hand, 5G technology
can enable the transmission of vast amounts
of data. One the other hand, these data can
be analyzed with advanced Al technologies.
Thus, efficient data transmission based on 5G
technology and smart data processing based
on Al technology are significant to unlocking
smart tourism applications. To demonstrate the
effectiveness of our proposed framework, we
perform a case study on 5G and Al-empowered
10T systems for POI recommendation. Experi-
mental results show that our proposed method
is more efficient and precise in POl recommen-
dation.

SIGNIFICANCE OF SMART TOURISM

Smart cities aim to make full use of next-gener-
ation information technology to realize highly
informalized cities. It usually includes the intelli-
gentization of public services such as transpor-
tation, education, health care, electricity, and
smart tourism, agriculture, and finance. Among
all these intelligent services, smart tourism plays
an important role in the construction of smart
city. Smart tourism fully integrates advanced
communication technology, smart terminal
technology, and digital technology, so that the
distance between scenic and tourists becomes
close. The information provided is more intel-
ligent and more in line with the personalized
requirements of tourists.

With the continuous development of com-
munication and information technologies, smart
tourism is advancing faster. Today, security mon-
itoring equipment, early warning equipment, fire
equipment, and WiFi coverage can be seen in

many views everywhere. The high development
of smart tourism makes the tourism industry pay
more attention to digital development, which can
not only provide more convenience for tourists,
but also make full use of the tourism resources of
various attractions [3].

As shown in Fig. 2, smart tourism is beneficial
for tourists, scenic spots, and local government.
First, by analyzing various tourism big data, smart
tourism can provide tourists with more personal-
ized travel services and improve the travel expe-
rience of tourists. Tourists can receive the new
service experience brought by smart tourism in
the whole process of collecting travel information,
making travel plan decisions, paying for travel
product reservations, enjoying travel, and review-
ing and evaluating travel.

At the same time, smart tourism is not only
convenient for tourists but also for scenic area
managers. In the past, it was difficult to count
the source of tourists in the scenic spot. Only
by counting the license plates of various places,
we can roughly analyze the composition of the
source of tourists. Now, after applying loT tech-
nology, the customer sentiment analysis system
can accurately provide customer source compo-
sition for tourism management and tourism pro-
motion. Meanwhile, dynamic programming can
be realized.

Finally, smart tourism can help improve tour-
ism resource management for local govern-
ments. With the help of advanced information
technologies in smart tourism, the government
can timely and accurately grasp the tourist infor-
mation on tourist activities and business infor-
mation of tourist enterprises. Relying on tourism
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