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Abstract
The research has highlighted the importance of Artificial Intelligence in enhancing customer service and satisfaction, with special reference to Hilton Hotels & Resorts and the wider hospitality sector of the UK. Hilton has embraced the widespread adoption of AI technologies in their operations to enhance their operational functions along with guest service. For instance, the implementation of seamless contactless check-ins, virtual assistants, room selections while booking rooms virtually and various other seamless facilities have enabled customers to have a comprehensive stay in their favourite hotels, just with smart technologies. Customers nowadays do not have to go to the reception desk and talk to the human workforce to solve their issues. Instead, they directly get help from AI chatbots and virtual assistants to solve their issues and inquiries, however, in some sections, people still rely on human staff to get personal interaction for solving complex problems. 
These innovations have resulted in reduced wait times and enhanced guest satisfaction, as exemplified by the Technology Acceptance Model (TAM). Personalisation has been reinforced at Hilton where they have allowed for additional tailored experiences like predicting customer preferences like dining choices, getting customised promotions and room amenities, leading to repeat business and enhanced loyalty. However, AI has presented some challenges in terms of security and data privacy breaches due to the collection and analysis of vast customer data. This has raised huge concerns regarding adherence to GDPR regulations within the UK. However, research from peer-reviewed journals has highlighted how some guests feel dissatisfied with the loss of human interaction that is lacking in AI, thus preferring personal communication and human intelligence over such automated services. Thus, the findings have indicated how Hilton Hotels have implemented AI in their businesses but still, they must revamp it better to safeguard privacy issues and balance the human touch.
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[bookmark: _qei9e9mbic9t][bookmark: _Toc189770377]Assignment 1: Conference Research Paper
Title: AI implementation in the hospitality sector to enhance guest experiences: A Case Study of Hilton Hotels & Resorts.
[bookmark: _iaherr9wv7d4][bookmark: _Toc189770378]1. Introduction
Artificial Intelligence (AI) has gained much prominence in the contemporary world and within all sectors. It is especially the hotel and hospitality sector worldwide along with the UK that has readily adapted to this technology to streamline their operations and provide excellent guest experiences by enhancing personalisation to them. The adoption of AI is notable where various businesses have leveraged AI-integrated customer service tools, virtual concierges, automated check-ins and much more to enhance customer service standards. For example, Hilton's use of AI has reduced their check-in times and reduced reservations teams by over two-thirds, reallocating their staff for alternative roles (Renascence, 2024). It has been reported that including AI is very cost-effective as it has led to around £26,000 in savings annually for the hospitality businesses within the UK by helping them to automate tasks like financial reporting and chatbots, illustrating around 40 hours saved every week (Boutique Hotelier, 2022). However, it also has its limitations where there is still a need for stronger expertise and confidence among the industry leaders to use AI more confidently and remove all barriers to adoption. Thus, this report will mark how the prevalence of AI has enhanced customer experiences by enabling hospitality businesses like Hilton Hotels to remain competitive and streamline their operations. AI enables tailored services via data analysis, customer service by chatbots and enhanced pricing strategies via dynamic price models. All these hold great significance and the ability of businesses to fulfil modern guest experiences and expectations.
[bookmark: _smt9vshote3e][bookmark: _Toc189770379]2. Literature Review
[bookmark: _s0coxigzew8t][bookmark: _Toc189770380]AI enhances personalisation that drives customer retention
The hospitality sector of the UK has enhanced their customer personalisation with the help of AI as data analytics and machine learning have helped organisations to tailor guest experiences. This has improved guest satisfaction along with loyalty. According to Doborjeh et al. (2022), by analysing huge volumes of data, AI technologies help businesses by predicting guest preferences like dining choices, room selection, leisure activities and so on. For example, AI tends to offer tailored recommendations for the perfect room type to guests based on their previous stays whereas machine learning helps to suggest tailored services like dining options (CUNHA et al. 2024). This is a notable instance where personalisation enhances customer satisfaction as guests feel highly prioritised and valued, resulting in repeat visits, purchases, and positive reviews that in turn inspire others to visit the property as well. Moreover, according to Orea-Giner et al. (2022), AI has concerns also as it overlooks the significance of human communication in terms of curating extremely personalised guest experiences. Castillo et al. (2021) has mentioned that the ability of AI to interpret or respond to various human emotions is extremely limited, which sometimes leaves various guests disconnected from their services. While AI may suggest numerous services as per data patterns, it might not always match the desires of guests, thus creating a rift in evolving desires. Expectancy Confirmation Theory may be applied here as it suggests that guest satisfaction comes when their expectations are fulfilled or exceeded.
[bookmark: _bz6a7ksx81ro][bookmark: _Toc189770381]Role of AI in enhancing customer service
AI-integrated customer service systems like virtual assistants have transformed the outlook of the hospitality sector. According to Kyrylenko (2024), virtual assistants have revolutionised the industry with their ability to handle customer queries swiftly along with handling multiple requests at the same time and operate 24×7 hours. Furthermore, Buhalis and Moldavska (2022), has shown that AI may manage routine activities like room service requests and booking confirmation. This helps an organisation in freeing human employees to focus more on complex customer needs. This has helped businesses to enhance operational effectiveness, prompt delivery of service that have brought positive results. As mentioned by Pillai et al. (2021), a primary concern is the loss of individualised touch from human staff which is central to this hospitality experience. AI has become a potential tool but it lacks the basic empathy and human emotional intelligence that is crucial while managing sensitive customer issues. Therefore, AI has the potential to enhance effectiveness and customer service but it must be integrated effectively to balance human interaction and retain the warm and emotional touch of human staff in it.
[bookmark: _ucrt9rlas5n7][bookmark: _Toc189770382]AI enhances service automation and operational efficiency.
With innovations like smart room technologies, predictive maintenance, automated check-ins, etc, AI plays a profound role in enhancing service automation and operational effectiveness within the hospitality sector. According to Ivanov (2023), automated check-in systems like mobile apps or kiosks reduce waiting times, minimise human mistakes along streamline guest arrival procedures. Smart room technology enables customers to control temperature, room lighting and entertainment via AI-powered systems that offer a tailored and smooth experience for all clients (Sharma et al. 2024). Furthermore, AI-driven predictive maintenance systems anticipate equipment failures that resolve issues before they impact the guest experience, thus improving operational effectiveness. Despite these benefits, overreliance on AI for such operational tasks might alienate customers who are inclined towards human interaction and thus, feel uncomfortable with technology. Research by Marti et al. (2024), has stated that there lies a huge risk of guests feeling highly disconnected if AI is not integrated thoughtfully in their service delivery. Here, the Technology Acceptance model (TAM) may be used that suggests that perceived ease of use and usefulness enhances the adoption towards a technology. On this account, these two factors would influence customers to accept AI technologies. While these tools enhance efficiency, their success however depends on guests and their ability to engage and accept such innovations.
[bookmark: _fphzrdiwk07w][bookmark: _Toc189770383]Challenges in implementing AI
One issue is data privacy where AI relying heavily on collecting and analysing sensitive customer information like guest preferences or transaction histories might result in severe data breaches (Giordani, 2024). This raises huge concerns about data security and misuse of personal information. This must be handled effectively to avoid loss of trust in the hospitality companies. However, biases within decision-making by AI are another potential ethical challenge that inadvertently poses various biases when it is not tested or monitored carefully (Modi, 2023). For example, AI can favour specific guest profiles over other people which paves the way for discriminatory practices. Considering Deontological Ethics, AI needs to be implemented carefully so that it respects people's rights and fairness and balances the advantages of automation with ethical aspects to maximise guest satisfaction without compromising human dignity or privacy.
[bookmark: _g3p19qj9nat7][bookmark: _Toc189770384]3. Method
Considering this research, a secondary data collection process has been acquired that collects information from peer-reviewed journals, academic articles, case studies, industry reports, etc. Besides being a cost-effective method, secondary sources are the best for uncovering background information on a topic and helping researchers widen their understanding by exposing them to various interpretations or conclusions (Alele and Malau-Aduli, 2023). The secondary data here has focused on implementing AI in hospitality and its impact on enhancing guest experiences and personalisation. A systematic review approach has been used to identify main trends and themes as per AI adoption within the hospitality industry. Thematic analysis has helped us form an organised view of the literature review by finding common findings and contrasting perspectives on its benefits and challenges.
[bookmark: _8yfpug8ot7js][bookmark: _Toc189770385]4. Theme impact analysis
AI has enabled reputed hotel chains such as Hilton Hotels & Resorts to enhance their guest experiences. The PEST analysis will explore the impacts of AI in the hospitality industry with special reference to this case study.
Political
The hospitality businesses must adhere to relevant government regulations of the UK, especially for data protection and privacy. It is noted that over 78% of UK companies have faced issues related to data privacy while implementing AI technologies (SecurityBrief, 2024). The General Data Protection Regulation (GDPR) of the UK must be followed as it imposes stringent regulations on UK businesses to collect and process guest data as per these policies. For instance, Hilton's AI-driven personalisation tools like their Connected Room technology rely solely on collecting guest data and preferences. While this helps enhance customer service quality by personalising services, Hilton ensures that they handle all data by adhering to the GDPR requirements for protecting customer privacy (Hilton Grand Vacations, 2024). With time, the adoption of AI is growing and thus, the hospitality sector of the UK is facing a huge ongoing crisis in adapting to changing regulations while complying with technological innovation. Furthermore, Government support for AI adoption via initiatives such as the AI Strategy 2021 encourages smooth integration of AI. However, regulatory uncertainties might slow down this process as all businesses are struggling to meet such compliance regulations and avoid falling prey to legal pitfalls like Hilton. Hilton once was fined around $700,000 for leaking credit cards and other relevant sensitive information of around 350,000 clients, despite their adherence to such strict regulations (Digital Guardian, 2025). Thus, even if these hotel chains have huge resources to manage such complexities, smaller businesses find it challenging and must be tackled proactively.
Economical
It is reported that automating routine tasks such as hotel check-ins has been expected to save the hospitality sector by $2 billion annually (Hotel Technology News, 2025). This shows the potential financial benefits of integrating AI. The implementation of AI within this sector has offered various economic benefits like enhanced operational efficiency, decreased labour costs and improved revenue opportunities. For instance, Hilton Hotels have used AI for personalising their guest experiences from check-ins to check-outs by their Connie powered by Watson AI by IBM (Forbes, 2024). This is a concierge that helps guests with getting information about all amenities, local attractions, and dining recommendations. This not only reduces the pressure of workload from front desk staff but allows resources to be used more effectively. It also reduces human error and optimises service speed, thus resulting in higher customer satisfaction and repeat visits. Hilton is also seen to use AI for automating tasks such as selecting the appropriate hotel room pictures and allowing their clients to select their rooms from floor plans (WNIE, 2024). This not only frees up time for the rest creative works but boosts the revenue of hotels like this.
Social
Customers prefer AI chatbots that provide 24×7 assistance and instant responses to guests (KPMG, 2025). Adapting to this trend, Hilton Hotels has integrated virtual assistants and AI chatbots in their operations to provide 24/7 support that resolved around 80% of their routine inquiries to date, leading to enhanced customer satisfaction (LinkedIn, 2024). Customers need instant resolution to any issues that are not always possible for human staff. This has direct outcomes on social expectations along with guest satisfaction. Even while Gen Z and millennials prefer AI for handling their queries, around 56% of the UK people are already frustrated with AI chatbots and prefer human interaction only for solving complex queries (CCB, 2024). This hints at the hospitality companies to enhance their online customer support. Hilton, however, has used AI in their Connected Room technologies for allowing guests to control their room settings or entertainment preferences with their smartphones, thus an instance that helps improve the guest experience. This personalisation of service is greatly valued by their modern guests as it enables them to customise their accommodation as per their preferences, thus enhancing convenience and comfort. Thus, this increased reliance on AI lifts concerns like loss of human interaction where guests value personal engagement with human employees thus, Hilton must combine human service with AI technologies where guests preferring AI for routine tasks can use them followed by the ones who want human staff for solving their complex issues.
Technological
72% of UK hotels will have AI technologies by 2025 for enhancing customer personalised services like dining experiences (Oracle, 2024). Under this, Hilton Hotels has integrated various parents from predictive maintenance to room service automation for enhancing customer support. Their Digital Key technology via the Honors App allows keyless room entry along with mobile check-ins by customers (Hilton, 2025). Customers can unlock rooms with their phones, thus reducing the need for front desk employees and reinforcing their check-in experience. However, this challenge to update one's AI systems continually to keep pace with the constant innovation is important. Hilton invests significantly in this but must do this quite often to remain competitive, which is a barrier for the smaller hotels that has limited budgets. This technological impact extends to other hotels like Premier Inn that implemented chatbots for handling bookings and client inquiries, thus indicative of the growing adoption of AI technologies to enhance service delivery and efficiency.
[bookmark: _15mxjxja57u][bookmark: _Toc189770386]5. Conclusion
Thus, AI implementation offers numerous benefits in enhancing customer service that in turn improves operational effectiveness. However, challenges such as data privacy issues, high operational costs and loss of human interaction are some potential issues as highlighted by the example of Hilton Hotels & Resorts.
[bookmark: _7iu8hdfufnk6][bookmark: _Toc189770387]6. Recommendations
[bookmark: _Toc189770388]Implementing AI-integrated multimodal personalisation
While hospitality brands focus on room preferences and in-room entertainment, a more advanced approach is needed to enhance personalisation. AI may be used for making a multimodal personalisation mechanism that can span guest communications in all touchpoints, be it pre-arrival during their stay or after checkout. This would help enhance the holistic guest experience while building on sustained loyalty.
[bookmark: _Toc189770389]Advancing virtual concierge by offering local insights 
A next-generation virtual concierge can be leveraged with AI that would integrate real-time local insights for elevating the guest experience in several ways that the current concierge fails to do. It would recommend suggestions considering the local events, social trends, and weather conditions. It would recommend suggestions and adjust those as per factors like any unique events or weather forecasts of the specific area.
[bookmark: _Toc189770390]Using AI for resource management and sustainability purposes 
Sustainability is a growing concern among various guests nowadays and thus, AI has a huge role to play in mitigating environmental footprints of the hospitality sector worldwide as well as in the UK. Using AI as a solution for consumers to manage energy consumption, waste, and water usage, thus leads to environmental sustainability (Bibri et al. 2024). It can be integrated with smart building systems for monitoring real-time information on the usage of energy and adjusting hotel operations for enhancing resource consumption as per guest activity and occupancy level. Hotels might use this for Forecasting any supply chain requirements, thereby ensuring they can source eco-friendly items and reduce waste generation.
[bookmark: _Toc189770391]AI for inclusive practices and enhancing its ethical considerations
It is important to note that with AI adoption growing every passing day, hospitality businesses must initiate it more responsibly to make it inclusive and ethical (Gaur et al. 2021). As there are previous studies regarding AI's inability to generate biased decisions, therefore, AI can be used by emphasising more on inclusivity and cultural sensitivity. For example, AI systems must be trained to recognise varied guest preferences and needs like accessibility needs, dietary requirements, or language barriers. By implementing ethical practices of AI, the hotels may offer an even more inclusive and tailored guest experience for a broader range of audience. This would ensure the companies are accessible and welcoming to everyone.
[bookmark: _Toc189770392]Combining AI with Augmented Reality (AR)
Blending AI with AR may create an engaging and immersive customer experience by offering varied ways to explore local attractions, in-room amenities, and hotel facilities. This would help guests to interact with the virtual elements for customising rooms for special occasions or personal requirements and even get real-time insights on local attractions and get tours virtually. This would allow guests to engage in a dynamic manner along with allowing the companies to deliver more innovative customer experiences in a unique manner.
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