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Introduction.
As part of the pre-opening hospitality team for the Rhydacar West Ski Resort in Merthyr, this report has been created to investigate the use of AI in the hospitality and guest service industry. 
As the global use of AI increases, it is beginning to be used more commonly in hospitality and guest service settings. Organisations are introducing AI to improve the guest experience and to provide a futuristic approach in the hospitality industry.
This report will discuss how the use of AI will benefit the Rhydacar Ski Resort by providing guest service training, using AI for recruitment, operations, and many other factors that AI can provide.
Findings. 
Hospitality Operations and Guest Service.
Hospitality can be defined as the act of welcoming guests into an organisation and providing a service (Ginge, 2023). Hospitality involves many different sectors including food and beverage, lodging, airlines, and other types of recreation. 
Guest services focus on creating connections using in-person experiences to ensure guests feel respected, cared for, and safe in the environment (Portico Guest Services, 2025).
Hospitality and guest services work hand in hand to provide exceptional experiences for guests. 
Artificial Intelligence (AI) is a form of technology that is algorithm-based and can carry out tasks that normally use human thinking (ICO, 2023). AI can analyse data to recognise patterns, provide learning, improve the performance of specific tasks, and provide efficient decision making.
Hospitality and guest service has forever been an industry that is run by human connections. Wood (2015), suggests that hospitality is a term that can mean something different to every human being, based on their own opinions. 
This source implies that there are many different industries that can fall into the hospitality category including hotels, restaurants, bars, food services, and many more.
The Rhydacar Ski Resort in Merthyr will be in the hospitality industry as it is going to be an organisation that provides a service.
According to Roberts (2025), todays world is “hyper-connected”, and AI is becoming the tool that is providing the most exceptional guest experiences. According to this source, AI can be used to enhance guest experiences alongside the human touch aspect of the hospitality industry, instead of replacing it.
There is a lot of worry in today’s environment that AI is going to replace humans, and certain jobs are going to be non-existent. It is important that as part of the opening for Rhydacar, AI is implemented as an enhancement, not a replacement.
Customer Relationship Management.
Customer relationship management is one of the key aspects of the hospitality and guest service industry. Wood (2013), states that organisations should stop focusing on continuously bringing in new customers, and they should focus more or retaining customers by building strong relationships. 
The best way to build connections and relationships is through human interaction. AI can be used to enhance customer experiences, but it will never replace the significance of making a human connection.
SystemsX combines advanced AI with real human insight to create technologies that are personalised, informed, and ensure that every interaction is accurate (SystemsX, 2023). SystemsX is a tool that is used to work alongside organisations to build customer relationships by combining the use of AI and real human emotions.
It is important that Rhydacar Ski Resort implements the use of SystemsX to begin transforming how guests are dealt with and improving their overall experience.
When discussing AI and introducing it into the hospitality and guest service industry, it is important to consider the generational technology gap. In comparison with younger generations, older adults are likely to face more difficulty and have a less positive attitude towards modern technologies (Zhang, 2023).
It is important that Rhydacar Ski Resort implements the understanding that AI is unfamiliar for certain groups of people, and ensures technologies used in the project are simple to use for all age groups. 
In comparison to this, Institute for Healthcare (2025), states that 55% of people aged 50 and above have used some form of AI. 
The use of AI among older generations is based on their own personal experiences. Some people feel comfortable using AI and other technologies, whereas some get frustrated by technology due to the lack of understanding. 
This information proves that AI is a tool that is being used by all generations, and it is a growing industry. Therefore, it is important to implement the use of AI at Rhydacar to meet today’s industry standards.
Recruitment and Training.
Bodyswaps is an AI and Virtual Reality tool that can be used to roleplay certain situations including interviews, professional conversations, and training for a specific role (Bodyswaps.co, 2022). This tool can also be tailored to personal preferences.
Bodyswaps offers a range of different training programmes which give participants a real feel for something and provide feedback which is powered by AI to help learners progress. 
Due to Bodyswaps ability to be tailored to a specific topic, it can be used by Rhydacar to train staff efficiently without taking the time away from another staff member.
Peel (2026), wrote that AI is a tool that is supposed to minimise the workload in certain organisations, however research found that the additional technology required increased the workload and made work life more stressful.
In comparison to this, Triendl (2023), states that AI will significantly improve processes within the hospitality industry and it can be used for certain tasks that would typically be done by a human. Information from this source suggests that the use of AI within the industry will mitigate human error when dealing with customer data.  
The reduction of human error is crucial in the hospitality and guest service industry because it is a customer service-based industry. Organisations continue to succeed when customers are continuously satisfied.
One example of how AI is already being incorporated in the industry is the Yotel in New York. Yotel is a hotel that has an advanced AI experience for guests where they have a “robotic luggage concierge” (www.yotel.com, n.d.). This hotel has named their robot “Yobot”, and it is a fun way for guests to experience something new and add something incredible to their stay. 
Yobot is a big selling point for this hotel and shows that the use of AI in the hospitality and guest service industry can enhance guest experiences and overall benefit the organisation. This would fit well with Rhydacar Resort as a robotic assistant could be used to hand out ski equipment and train guests on how to use the ski slopes. 
Another example of where AI is being used in the hospitality and guest service industry is the Bionic Bar on Royal Caribbean Ships. In 2014 the first Bionic Bar was designed and implemented on Quantum of the Seas, Royal Caribbean (Williamson, 2025).
The Bionic Bars on Royal Caribbean Ships allow guests to have a unique experience using advanced technology. Bionic Bars are manned by robotic arms that shake alcoholic and non-alcoholic cocktails for guests. 
Although the experience of a Bionic Bar is exciting for the first time, the novelty seems to wear off quickly. Guests have commented that the Bionic Bar is a popular area for the first day that guests are on board, and then guests become uninterested and prefer to interact with a human (HicksRA, 2025).
This would not be a feasible idea for Rhydacar as it is the wrong hospitality environment. In this type of environment, safety is key. Introducing a Bionic Bar could cause some safety issues which could damage the reputation of the resort.
The Ritz-Carlton leadership aims to provide guests with a “Wow experience”, by engaging with consumers and achieving a standard of emotional excellence (Michelli, 2008). The Ritz-Carlton organisation aims to provide the best experiences for guests by providing impeccable first impressions and delivering the ‘wow factor’ from the second a guest arrives. 
The Ritz-Carlton uses a hybrid approach in providing luxury hospitality by merging the use of and AI chatbot (Luxury Lifestyle Awards, 2023). This chatbot is used to personalise guest experiences and streamline interactions. 
Guests can communicate with the Ritz-Carlton chatbot to request specific amenities, seek additional help or provide information that guests may need. AI algorithms are then used by the chatbot to learn how to meet the needs of specific guests and provide a personalised guest experience.
The Ritz-Carlton approach would fit well with the Rhydacar Ski Resort as it implements the use of AI while also understanding the importance of the human touch.
Conclusions and Recommendations.
To conclude, AI cannot replace the human touch aspect of the hospitality and guest service industry. However, it can be used to enhance guest experiences.
There are many ways in which AI can be used alongside recruitment and selection, training, guest experiences and other factors to significantly improve organisations and create better experiences. 
Although AI can be used as a tool for enhancement, it will never take away the importance of human connections within the hospitality and guest service industry.
Some recommendations for the Rhydacar Ski Resort include:
· Incorporating Bodyswaps to create training programmes for new employees to have more efficient and educated staff members.
· Encourage the idea that AI is used as an enhancement, not a replacement. 
· Use SystemsX to gather data from customers to improve their experiences.
Overall, it is vital that organisations like the Rhydacar Ski Resort understand the importance of people in the hospitality and guest service industry. Without people, the industry would collapse. AI can be used as an enhancing tool, but it will never replace the people.
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