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[bookmark: _Toc164192452]Executive Summary
This research project, "The Future of Premier Inn Aberdare: Exploring Implications of an AI Automation Product in the Front Office Department," aims to evaluate the potential impact of integrating Artificial Intelligence (AI) technology into the operations of Premier Inn Aberdare, specifically focusing on the front office department. 
The study addresses the hotel's current operational and financial challenges, such as labour shortages, rising operational costs, and staff efficiency issues. By exploring AI's emergence and historical roots, the project seeks to assess how AI integration could potentially address these challenges. 
The research delves into AI's potential transformative solutions to Premier Inn Aberdare in the long term, focusing on reducing costs, improving efficiency, and enhancing the guest service experience. The study also aims to identify and analyse the concerns associated with using AI technology in the hospitality industry, specifically focusing on its implications for Whitbread and its Premier Inn hotels. 
Through secondary research methods utilising news articles, blogs, credible websites, and academic journals and textbooks, this project critically evaluates the current state of AI technology and its applications in the hospitality industry, specifically focusing on check-in systems in a Premier Inn hotel. The project also seeks to assess the potential of AI technology to improve employee well-being and enhance productivity in the Aberdare Premier Inn hotel. Furthermore, it reviews the financial relevancy of AI implementation to Premier Inn and analyses its potential impact on operational costs and efficiency. 
This research project provides valuable insights into AI integration's potential benefits and challenges in the hospitality industry, specifically focusing on Premier Inn Aberdare. It offers recommendations for future considerations such as investing in in-house chatbots and a self-check-in interface for guests at Premier Inn Aberdare.
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[bookmark: _Toc164192453]Introduction
Between January and March 2024, a ten-week placement began at Premier Inn Aberdare in Cwmbach, located at the Riverside Retail Park. This two-story Premier Inn hotel was built in 2008. Premier Inn is owned by Whitbread and opened its first ‘Travel Inn’ in 1987. It has over 880 hotels across the UK and Germany (Whitbread, 2023a), (Whitbread, 2023b), and (Business Travel News, 2024).
[image: ]Location of Premier Inn Aberdare
(Google Maps, 2024)

Throughout placement at Premier Inn Aberdare, I endeavoured into the hotel’s current operational and financial issues that emphasised the relevance of the research topic to the hotel's current challenges, such as significant financial targets and changing customer preferences, which cannot be overstated. The Aberdare site, in particular, faces labour shortages, staff sickness, rising operational costs, and staff efficiency issues. With thorough research, these challenges can be potentially solved with AI integration, which can help reduce costs, enhance the guest service experience, and improve the efficiency and productivity of staff. Since there is only one front desk team member on shift at any given time, this solution could be highly beneficial for the site for staff safety and guest experience.
These observations led me to consider the potential transformative solutions that could become available to Premier Inn Aberdare in the long term. The emerging topics, such as AI integration, could eventually become an option for the hotel to achieve its goals, potentially reshaping its operations. 
This research will explore the emerging development of Artificial Intelligence (AI) and its potential for integration into Whitbread's hotel operations at Aberdare. This automated software/hardware product could revolutionise the industry, significantly reducing costs and improving efficiency, and be implemented across all hotels. Although, it will also analyse the factors that could affect the implementation of AI at this site, such as privacy, security, and bias concerns. 
 The research will be conducted through secondary research methods, which include news articles, credible websites, and academic journals and textbooks.
The following are the main aims and objectives set for this research, as well as the fundamental themes which are to be explored in this report:

· To critically evaluate the current state of AI technology and its applications in the hospitality industry, focusing on check-in systems in a Premier Inn hotel.

· To assess the potential of AI technology to improve employee well-being and enhance productivity in the Aberdare Premier Inn hotel.

· To identify and analyse the concerns associated with using AI technology in the hospitality industry, specifically focusing on its implications for Whitbread and its Premier Inn hotels.

· Review the financial relevancy of AI implementation to Premier Inn and analyse its potential impact on operational costs and efficiency.






[bookmark: _Toc164192454]Literature Review
The research project entitled "The Future of Premier Inn Aberdare: Exploring Implications of an AI Automation Product in the Front Office Department" aims to assess the potential impact of incorporating Artificial Intelligence (AI) technology into the operations of Premier Inn Aberdare. The main focus is on the front office department and its objectives. The project aims to tackle the hotel's current operational and financial challenges, such as labour shortages, increasing operational costs, and staff efficiency issues. It seeks to explore how AI integration could potentially address these challenges.
To provide background into the emergence of AI, according to Haenlein and Kaplan (2019, p. 6-7), the origin of Artificial Intelligence (AI) can be traced back to the 1940s science fiction book written by American author Isaac Asimov, which introduced the concept of the Three Laws of Robotics. In the UK, an English mathematician, Alan Turing, developed the first electro-mechanical computer. This code-breaking machine assisted the UK Government in decoding encryption devices used by the German military in 1936 during the Second World War (Aron, n.d.). Turing (1950) published “Computing Machinery and Intelligence”. Haenlein and Kaplan (2019, p. 7) claim even to this day, the “Turing Test is a benchmark used to identify intelligence in an artificial system.” The text continues explaining “approximately six years later, in 1956 that, computer scientist Marvin Minsky and John McCarthy” coined the term ‘Artificial Intelligence’.
In today’s industry, a study by Infogram and YPulse (2023) found that Gen-Z and Millennials are early adopters of AI technology. The study revealed that 39% of Gen-Z and 41% of Millennials are enthusiastic about AI, while 70% are uneasy about technology replicating human-like capabilities. Nevertheless, a significant majority of 75% of these younger age groups believe that AI has a beneficial impact.
The hotel industry is pressured to innovate and constantly seek new ways to revolutionise guest experiences, leading to a slow expansion of AI's relevance (Berman, 2023). It is increasingly evident that businesses in this sector must adopt AI to stay competitive and relevant in today's fast-paced world. Moreover, Eventbrite (2014) conducted nationwide research on millennials and found that:
 “78% prefer spending money on a desirable experience or event over purchasing something desirable.”
This elaborates on the need for change in hotels and adapting to new technologies, including collaboration and AI. Although the need for change is becoming more prevalent, opposition and caution still exist. It is suggested that some generations, such as older adults, may not appreciate AI in their hotel service experience, finding it invasive and a threat to their data privacy. Additionally, some individuals may believe that AI takes away jobs or may be hesitant to use it due to a lack of familiarity and practice (Safira, 2023), (Chen, 2020). This shows that AI is still in its early stages, and human interaction is still preferred in some guest service operations.
Furthermore, the reviews and success rates of AI robotics in hotels are limited to only a few case studies and therefore, further research is needed to address its suitability (Resseguier & Ufert, 2023). In a YouTube video posted by Influence Group (2019), Benjamin Calleja, the CEO of Livit, who is an expert in using AI data analytics, supports the claim that further research is required. Calleja acknowledged that “AI is a popular topic, but its benefits are yet to be fully proven.” Similarly, Kim et al. (2024) stated that AI had “revolutionised the hospitality and tourism industry by improving service delivery, recovery, and customer satisfaction.” However, Kim et al. (2024) also emphasised the need to thoroughly review “AI's benefits and risks in the industry.” 
For instance, the early stages of AI implementation pose some ethical risks. Biased AI is a major concern as it can lead to discriminatory outcomes due to ingrained societal stereotypes (Rijmenam, 2023). This means AI is not neutral and can be inaccurate. These issues must be addressed to ensure fair AI implementation. These issues are also risky when implementing AI with speech/text capabilities. Additionally, there are privacy and security risks associated with AI implementation. Without precautions and safeguarding measures, the personal data of guests and employees could be compromised, leading to significant financial implications (NCSC, 2024), (Huber, 2024).
The counterargument for applying AI in hotels has found that many businesses are turning to AI solutions to improve efficiency and customer service experience and reduce costs in the long term (Limna, 2023, p. 2). Roelen-Blasberg (2024), states that AI can improve efficiency by as much as 51% (Refer to Appendix 8). 
With finance being a concern for many companies like Whitbread, many articles and journals have proposed that AI can perform the day-to-day operations activities that a human worker could complete, from data analysis, housekeeping operations, customer experience enhancement/support and contactless checking in processes (Gupta et al., 2022), (Filieri et al., 2021), (Automation Hero, 2023), (Rasheed et al., 2023, pp. 1-2).
It is suggested that integrating an AI automation system into a hotel could result in high maintenance costs, technical difficulties, repair issues, and the need for training investment, especially financially. This poses a risk for many companies considering investment in AI due to the potential for failure (University of Gloucestershire, 2024), with around 47% of hotels avoiding AI due to the implementation and ongoing costs (Karagiannis, 2024). However, other articles heavily imply the cost benefits. Despite its limitations and risks, hotels have found ways to benefit from AI technology. AI has improved efficiency and productivity in the hospitality industry. As a result, guests can receive enhanced services and higher-quality products. Moreover, hotel staff can manage their tasks more effectively and provide a more personalised guest service experience, which may improve their overall well-being (Fauzia et al., 2022, p. 2), (Kumar, 2023) and (Talent Hive, 2023).
Recent advances in the use of AI in hotels are rapidly expanding globally. Many hotels like Hilton and Crowne Plaza have already started implementing AI in their operations, such as robotic butlers, concierges, front desk operators, and mobile personalisation. Additionally, chatbots and speaker systems are also being utilised. These AI applications are generally viewed as a positive addition to hotels (Oracle Hospitality, n.d.), (Social Tables, 2021).
The Cosmopolitan in Las Vegas uses an AI-powered concierge chatbot called Rose to assist with dining reservations, local attractions, and hotel information (Cosmopolitan, 2024). Additionally, Marriott is piloting an AI Concierge Service at their Renaissance hotels across the US (Marriott International, 2023). Accor Hotels uses AI for data analysis on their guests to recommend preferences and send personalised offers to enhance guest loyalty and engagement (Sahota, 2024), (Dammann & Boulnois, 2023). This allows guests to receive prompt assistance without waiting in line, allowing staff to help other guests and prioritise tasks.
The Henn Na Hotel in Nagasaki, the world's first robot-staffed hotel, opened in 2015. It features robotics at the front desk, in luggage storage, as porters, and in rooms for concierge services and room control (Wall Street Journal, 2015) (Henn Na Hotel, 2024). The hotel faced technical issues, such as language barriers and frequent breakdowns of the robotics, but it's important to note that the technology was installed almost a decade ago. Since then, technology has evolved, and new software and hardware are constantly becoming available and evolving (Nica, 2019).
AI is advancing quickly, and researchers are starting to achieve a balance in the development of 'mechanical standardisation', 'cognitive personalisation', and 'emotional intelligence realisation' (Refer to Appendix 5), (Reis et al. 2020, p. 3-4). This is where robotics can carry out and remember standard and routine tasks programmed into them while exhibiting human-like emotional and social communication skills. Eventually, they can seamlessly understand commands and respond to cues, from engaging in small talk to fulfilling guest needs in a hotel. (Karagiannis, 2024b).
[bookmark: _Toc164192455]After reviewing the literature, it is clear that implementing AI at the front desk presents numerous benefits and limitations. Premier Inn Aberdare could pioneer the use of AI-type robots to streamline processes for team members, enhancing productivity and safety. While currently prevalent in upscale to luxury hotels, the cost of AI may become more accessible for smaller-budget hotels, potentially shaping the industry's future. However, gaps and limitations highlighted in the literature raise concerns, indicating the need for further research and improvement. Overall, recent advancements in AI have the potential to transform the hospitality industry by enabling hotels to deliver more tailored and efficient services, ultimately enhancing the overall guest experience.




Methods
The methodology chosen for this research is secondary research, which involves collecting and analysing existing data and literature, both qualitative and quantitative, from existing sources such as academic journals, pre-existing surveys/questionnaires conducted by other authors/publishers, credible websites, the use of netnography,  case studies, news articles, and pre-recorded interviews/talks. This method will enable the principal researcher to gather significant information about AI technology and its potential for integration into Whitbread's hotel operations at Aberdare, as well as the ethical issues and concerns associated with using AI technology in the hospitality industry (Cottrell, 2014, pp. 121-123).
Utilising secondary research has numerous advantages. It helps the principal researcher better understand the current issues and literature related to the development and implementation of AI. Additionally, it enables the analysis and comparison of various perspectives that are pertinent to the hotel and hospitality industry. However, it is important to note its limitations. The use of secondary research often provides broad answers that may not precisely address the research question, resulting in gaps in the study due to a lack of documentation on the subject of AI usage in the industry (Saunders et al., 2016, pp. 330-335)
The use of primary sources, such as surveys, interviews, or observations, is not appropriate in this project as there is a short timescale to analyse and draw conclusions from the findings. Although it may have allowed more insight into the perspectives of stakeholders’ opinions and possibly drawn a correlation in results for implementation in Premier Inn Aberdare. However, one type of primary research has been used to a small extent, where the principal researcher is employed in the research location and has participated in conversations with a couple of employees about the topic surrounding the research. The data collected will be analysed to identify patterns and themes relevant to the research questions and objectives.
The project includes reflective writing and a critical analysis of the placement at the Premier Inn Aberdare case study. Moreover, thoughts, experiences, and how the project was influenced are included.
The research will be conducted for the paper using a personal laptop and various software such as Google, Google Scholar, Perlego, and the University of Wales Trinity Saint David online library. The aim is to find relevant research data and select sources appropriate for the paper's topic. The paper shall maintain a neutral perspective and include sources that can be compared and analysed. To ensure the credibility of the sources, only those published or written by certified publishers, websites, authors, and peer-reviewed articles/journals will be used. Additionally, verified data platforms will be used to obtain more accurate results and findings, leading to suitable recommendations. (UCLA, 2024).
Case Study Discussion
The case study, Premier Inn Aberdare, is situated in South Wales in the county of Rhondda Cynon Taff. The hotel itself was built and started its operations in 2008 with 40 rooms over 2 floors (Travel Weekly, 2024). This Premier Inn branch is part of a chain of hotels that was founded by Whitbread in 1987 and now has over 800 hotels across the UK in 2024. The Aberdare branch has fifteen members of staff, eight of whom are receptionist/night staff. Sickness and staff efficiency are two of the main issues affecting the Aberdare site, and the rising operations costs are affecting the company nationally. 
Throughout the placement, there were frequent conversations and observations made with colleagues about what issues they were personally concerned with the most and what they would like to see improve about the hotel’s operations. Around two discussed how it would make their jobs easier or less stressful if something were in place to help them during busy periods while working alone. Safety concerns and stress were the primary concerns. It could be suggested that AI could enhance security with systems like AI-powered surveillance continuously monitoring areas for unusual activities and alerting staff to potential security threats. Currently, Premier Inn Aberdare does have an interactive CCTV system in place and a panic alarm for immediate threats and situations of danger, but it has also been commented that it isn’t always practical. To have a system that acts as a safety net to automatically analyse the situation, carry out the necessary procedures on behalf of the employee and help assist those who need it could be lifesaving (Business Watch UK, 2023). Additionally, AI can be used to analyse data from various sources to predict and prevent safety hazards, such as identifying potential maintenance issues before they become a safety concern. Furthermore, AI can be employed to automate routine safety checks and procedures, ensuring that safety protocols are consistently followed.
In order to find a solution to the challenges faced by the company and the Aberdare Premier Inn branch, a critical evaluation is necessary. The literature review has highlighted that AI technology used in hotels has improved employee efficiency and reduced business operational costs. However, it also poses ethical risks, such as data protection and privacy concerns, as well as the fact that the software does not yet have neutral or non-biased communication integration.
To provide a comprehensive and appropriate recommendation for Premier Inn's AI product automation product, there will be a SWOT analysis, PESTLE analysis, and competitor analysis conducted. This will help identify potential solutions, including environmental concerns related to using AI in hotels. 
Competitor Analysis
Premier Inn Aberdare is the only franchise-based hotel in the area between Aberdare, Cwmdare, and Cwmbach. A Google search for The Marquis, Dare Valley Country Park highlights two sole-site-operated B&B hotel options. These indirect competitors offer alternative stay options in the area with similar 3-star room features and services. However, there is a direct competitor that offers similar pricing and room features, Travelodge in Merthyr Tydfil.
Premier Inn and Travelodge target similar audiences and offer competitive, budget-friendly prices. Many Travelodge hotels are now introducing and include an in-house café and/or bar. Recently, Whitbread, the parent company of Premier Inn and several restaurant and pub brands, such as Brewers Fayre, Beefeater, Table Table, Cookhouse Pub, and Bar and Block Steakhouse, announced plans to cut over 1,500 jobs by reducing over 200 of its restaurant and pub brands. The company plans to expand its hotel business (Espiner, 2024), (Craig and Edwards, 2022). This can pose a weakness for Premier Inn in multiple locations where Travelodge and Premier Inn are direct competitors. However, the Aberdare site will be unaffected by the closures as the Brewers Fayre next door to the hotel will remain open. 
Premier Inn Aberdare offers meal deals starting at £26.99, and unlimited continental and full English breakfast from £8.99. In contrast, the Travelodge in Merthyr Tydfil offers a continental 'Breakfast To Go' box for £5.50 (Travelodge, 2024), (Premier Inn, 2024). The distance between the two hotels is 9.5 miles, which takes around 20 minutes to drive (Refer to Appendix 1). Both hotels provide similar amenities in their rooms, such as king-size beds, cosy duvets and pillows, tea and coffee-making facilities, Freeview TV, desks, ensuite showers, fresh white towels, blackout curtains, and armchairs. The only difference between the Premier Inn Aberdare and Travelodge Merthyr Tydfil is that the Premier Inn offers free Wi-Fi and air conditioning in its rooms (Travelodge, 2024) (Premier Inn, 2024). 
However, Travelodge Merthyr Tydfil does have an advantage over Premier Inn Aberdare. The Travelodge has recently undergone a complete refurbishment, and all rooms are up to date with a new design and very low rates. Meanwhile, Premier Inn Aberdare has rooms that need refurbishing and updating. Around 10 years ago, the Aberdare site had an expansion to place ten newly designed rooms into the hotel, though 30 of its remaining rooms are the old, designed rooms in need of updating in order to keep up with competitors. Reviews of the hotel often never have any issues with the staff or the service they receive, it is often reviews about the hotel needing new windows, paint, carpets and furnishing, as well as the rates to stay often being complained as ‘high’ for a budget hotel considering the quality of the hotel how “run down” it has been described in reviews and as verbal comments during shifts at the hotel (Refer to Appendix 2). It is also worth noting that there is another Premier Inn location in Merthyr Tydfil, which, upon reviewing its TripAdvisor reviews, appears to have similar issues to the Aberdare site with maintenance and updated rooms required (TripAdvisor, 2024a).
Premier Inn’s indirect competitors in the Aberdare area, like The Marquis, just a 5-minute drive from the Premier Inn, are family-owned B&Bs that are classed as 3-star hotels and pubs. They have free Wi-Fi, a restaurant, and free breakfast. However, unlike Premier Inn, they do not offer air conditioning in rooms, easy access parking, or budget-friendly rates, although they are located near Aberdare town centre (Booking.com, 2024). 
Another indirect competitor of Premier Inn is the Dare Valley Country Park hotel in Cwmdare, which offers a self-check-in option, free parking, and free 48-hour cancellation with essential amenities in rooms like storage, TV, central heating, Wi-Fi, a fridge and the close proximity of the lake, valley, and park facilities and activities. The hotel operates over the holiday seasons and caters for up to six per room at reasonable rates (Airbnb, 2024). That said, this location is mainly suitable for those visiting the country park itself due to its location. (Refer to Appendix 3 and 4).
SWOT Analysis
	Strengths
· Great location on a retail park, easy access parking and close to the A470 main road.
· No other franchised hotel in the Aberdare area.
· Premier Inn is a well-known and reputable brand, which can attract customers who are familiar with the chain. 
· The hotel is dedicated to delivering top-notch customer service and comfortable accommodations, which can foster customer loyalty and positive word-of-mouth referrals.
	Weaknesses
· Premier Inn Aberdare faces several weaknesses, including labour shortages, staff sickness, rising operational costs, and staff efficiency issues. 
· With only one front desk team member on shift at any given time, the hotel may struggle to provide efficient and effective services to its guests.
· The hotel is outdated and requires a refurbishment to keep up with its recently refurbished direct competitor, Travelodge.

	Opportunities
· By implementing an AI-powered check-in system, the hotel can improve the efficiency and productivity of the front desk team, reduce labour costs, and enhance the overall guest experience. 
· AI implementation can also help the hotel reduce its environmental impact by optimising energy usage and reducing waste. 
· Upgrading the technology within the hotel front desk and refurbishing the rooms can help Premier Inn Aberdare stay competitive in a rapidly changing market while also improving its sustainability practices and guest satisfaction (Johnson & Wales University, 2024).
· The integration of sustainable technology in the room may attract new customer segments.
	Threats
· Premier Inn Aberdare faces increasing competition with the emergence of Airbnb's and B&Bs in the area. The recent upgrade of its direct competitor, who has improved and more affordable budget pricing strategies than Premier Inn Aberdare.
· Guests now demand better value and quality for money, even from budget hotels (Webb, 2023).
· Labour shortages, staff sickness, rising operational costs, and staff efficiency challenges can impact the hotel's financial performance, guest satisfaction, and employee well-being (The Access Group, 2024).




Impact of PESTLE Analysis of an AI Automation Product in the Front Office Department
Political Factors
A BBC article by McCallum, McMahon, and Singleton (2024) reported that the UK had introduced the Artificial Intelligence (Regulation) Act of 2024. This act regulates AI based on the potential harm it could cause society. The stricter rules apply to high-risk AI applications in industries such as education, healthcare, law enforcement, and elections, where critical infrastructure is involved. Moreover, the act involves tackling risks posed by AI tools and chatbots like ChatGPT (Tobin, 2024). Implementing an AI automation product in Premier Inn Aberdare may be impacted. This is because careful strategic planning and investment are required to ensure compliance with legislation. The development process needs to be reliable, effective, and operational for business use and must be able to handle multiple scenarios with little room for error. All of this takes time and effort to achieve.


Environmental Factors
Artificial Intelligence is pioneering a process to create energy management systems to help control and monitor waste and energy consumption from water, electricity, and heating (CloudTern Solutions, 2023). Environmental factors such as infrastructure readiness, data privacy regulations, and the availability of a skilled workforce can significantly impact the implementation of AI in hotels. Infrastructure readiness involves the availability of robust internet connectivity and technological infrastructure to support AI systems. Data privacy regulations, including laws governing the collection and use of customer data, can affect how AI systems are deployed and managed in hotels. Additionally, the availability of a skilled workforce with the expertise to develop, maintain, and utilise AI technology is crucial for successful implementation. These environmental factors are crucial in determining the feasibility and success of AI integration in the hotel industry. (Donelan, 2024), (JLL, 2023).
Social Factors
Several social factors influence the implementation of AI in hotels. Hotel staff and guests' acceptance and perception of AI are significant factors. Resistance to change and fear of job displacement among employees can hinder the successful integration of AI (Ashraf et al., 2023). Additionally, guests' comfort level with AI technology and their expectations regarding personalised service can impact its implementation. Moreover, concerns about data privacy and security in the age of AI can also influence its adoption in the hospitality industry. These social factors must be carefully considered and addressed to ensure the successful implementation of AI in hotels (Sahu, 2024).
With guest travel preferences shifting, evidence from Roelen-Blasberg (2024) suggests that 55% of 133 hoteliers in a survey believe that “AI will revolutionise the hospitality industry” (Refer to Appendix 6). 48% of 25 hoteliers rated their guests highly accept AI in their hotel operations, with 20% saying ‘somewhat accepted’ (Refer to Appendix 7). This implies a significant shift in AI’s perception and acceptance in hotel operations now and supports consideration of implementation in hotels like Premier Inn Aberdare.

Technological Factors
While the potential of AI in the hotel front desk is immense, there are certain technological factors that can affect its implementation. One crucial factor is the compatibility of existing hotel systems with AI technology. Integration with current infrastructure, such as property management systems and guest service platforms, is essential for a seamless AI implementation. Additionally, connectivity and data access are vital technological considerations. AI systems require access to real-time data for decision-making. Therefore, robust network infrastructure and data management capabilities are necessary to support AI applications effectively. It's important to be prepared for these challenges as they arise, ensuring that AI systems can adapt to varying demands and workloads while accommodating future growth (Karagiannis, 2024c), (Bulchand et al., 2023, p. 4).
Cybersecurity is another critical technological factor. AI implementation introduces new points of potential vulnerability, making robust cybersecurity measures essential to protect sensitive guest data and maintain the integrity of hotel operations (NCSC, 2024b) (Steele, 2024).
Lastly, AI systems' usability and user interface are crucial for successful implementation. Intuitive interfaces and user-friendly AI applications are essential for hotel staff to embrace and effectively use the technology in their daily operations (Lieberman, 2009, p. 19).
Legal Factors
Data protection and privacy laws are key legal factors in implementing AI. Hotels need to ensure that the collection and use of guest data comply with regulations such as the General Data Protection Regulation (GDPR) in the European Union (European Parliament, 2020, p. 6) (Mitrou, 2018, p. 27-28).
Additionally, discrimination and bias laws must be considered when implementing AI systems in hotels. Borgesius (2020, p. 3-4) states, “AI algorithms must be carefully designed to avoid bias or discrimination based on race, gender, or age.”
Furthermore, using AI in hotel operations may affect labour and employment law. Hotels must ensure that the introduction of AI technology complies with employment laws regarding staff rights, working hours, and fair treatment (Devall, 2023).
Finally, liability and accountability are crucial legal factors to consider. Hotels need to determine who is responsible for errors or failures in AI systems that may result in guest dissatisfaction or harm. Addressing these legal factors is essential to ensure AI's responsible and compliant implementation in hotel operations (Gluyas and Day, 2024).
Economic Factors
Multiple economic factors impact a hotel’s decision to implement AI. First is the initial investment: The cost of acquiring and implementing AI technology can be a significant barrier for hotels. Initial investment in AI systems, including hardware, software, and staff training, can be high, impacting the decision-making process. That is without saying; maintenance, upgrades, and technical support are operational costs to maintain the product (Dodds & Jiwnani, 2024).
Another factor is the Return on Investment (ROI). They must consider whether the benefits, such as improved guest experiences, cost savings, and increased efficiency, outweigh AI implementation's initial and ongoing costs. Then there are staffing and labour costs: AI implementation can lead to changes in the roles and responsibilities of hotel staff. While AI can automate specific tasks, there may be implications for existing staff, potentially leading to retraining, or reallocating human resources (Karagiannis, 2024d).
Furthermore, the hotel has to evaluate its current market competition. Hotels may implement AI to stay competitive, attract guests, and improve overall business performance. This can meet guest expectations, which is crucial for hotels (Morch, 2024). 
These economic factors can significantly impact the decision-making process for hotels considering implementing AI, and careful consideration of these factors is essential for successful adoption.
[bookmark: _Toc164192456]Theme Exploration
During the project, the research gained a deep understanding of the advantages of implementing AI in hotels, including specific examples of its use at the front desk. This analysis highlights potential actions that Premier Inn Aberdare could take to address its concerns, such as staff shortages and inefficiency, improve guest operations, and realise long-term cost benefits in conjunction with the objectives set for the task.
Premier Inn Aberdare could potentially implement various types of AI in the front desk department to address operational and customer service challenges. One potential AI application could be an AI-powered chatbot to handle basic customer inquiries and booking requests, freeing up staff to focus on more complex tasks and providing a seamless customer experience. Another option is AI-powered predictive analytics, which can forecast demand, optimise room pricing, and manage inventory more effectively. Additionally, implementing AI to automate check-in and check-out processes can boost operational efficiency and enhance the guest experience (Holdsworth, 2024). These are just a few examples of AI applications that Premier Inn Aberdare could consider for its front desk operations.
However, some concerns associated with using AI technology in the hotel industry highly relate to Premier Inn Aberdare, including the fear of change and job displacement (Cox, 2023). There is a concern that AI implementation may lead to job displacement as specific tasks traditionally performed by human staff could be automated, potentially reducing employment opportunities for some workers. Although in this case where the Aberdare site only has one receptionist working at any time, AI in this scenario should be used as an assistive program rather than a system that would be completely autonomous as AI cannot perform all tasks that may be requested like housekeeping, answering the phone, and counting stock without human intervention. Additionally, AI technology may affect the personal touch and human interaction guests value in the hospitality industry. There is a concern that excessive automation could diminish the overall guest experience and satisfaction, which expresses the need to balance technology and human interaction (Wilder, 2024).
As previously mentioned, privacy and data security concerns and ethical considerations exist. AI systems' collection and use of guest data raise these concerns. Guest information must be handled responsibly and securely to maintain trust and compliance with data protection regulations. Policies and programmes must be tested thoroughly before being distributed to the hotel site. AI systems may encounter technical glitches or malfunctions, leading to service disruptions and operational challenges. Ensuring AI technology's reliability and seamless functioning is crucial to maintaining service standards. Using AI in decision-making processes, such as pricing, resource allocation, and customer profiling, raises ethical considerations. Potential biases must be addressed, and fairness and transparency must be ensured in AI-driven operations (Balroop, 2023).
These concerns highlight the importance of carefully evaluating the implications of AI technology adoption in the hospitality industry to address potential challenges and optimise the benefits of AI integration. Automated services have the potential to benefit Premier Inn Aberdare staff's well-being in several ways. By automating the check-in process, staff members can be relieved from repetitive and mundane tasks, enabling them to focus on more meaningful and complex guest interactions. Increasing job satisfaction and reducing stress levels among the staff can result from this, as they can dedicate their time to providing personalised service and addressing specific guest needs rather than being tied up with routine check-in procedures. Additionally, automation can contribute to a more efficient workflow, enabling staff to manage their time more effectively and potentially reducing work-related pressure. Overall, implementing automated check-in services can positively impact staff wellbeing by optimising their roles and allowing them to deliver a higher level of service to guests. This is crucial for the Aberdare site, where lone working is standard and reduces time to help fulfil guests’ needs promptly in rooms or on the phone where assistance is required at the front desk and can enhance the safety and security of the hotel and its employees in the close future with AI integration.
Furthermore, AI installed at the Premier Inn Aberdare front desk could be financially relevant. The integration of AI technology has the potential to significantly reduce costs and improve efficiency, which could have a positive impact on the hotel's operational expenses. By automating specific processes, AI could lead to cost savings and enhanced productivity, ultimately contributing to the hotel's financial performance (Lacalle, 2024). However, a thorough financial analysis would be necessary to assess the specific impact of AI implementation on operational costs and overall financial relevance for Premier Inn Aberdare. 
The complete financial analysis will require close monitoring of GDPR compliance, and the likelihood frequency of maintenance or upgrades required to an AI system implemented at the front desk, such as touch screen basic chatbots and automated check-in and out interfaces with key cards issued on mobile devices or a machine on site. The initial investment could cost as much as £15,000 - £40,000 (Karagiannis, 2024). It should be trialled as a pilot scheme in Whitbread’s smaller hotels like Aberdare to test its success rates, experiment with its potential, and allow time for error and training over the implementation stages. 
Considering the competitor analysis and PESTLE analysis, the financial relevancy of Premier Inn Aberdare implementing AI automated systems/products such as a self-check-in service and a front desk chatbot service would significantly enhance the customer service experience for guests checking in and seeking basic information quickly. Humans would still be available to handle more complex issues, reducing stress and the risk of errors when managing multiple requests and tasks. However, it is uncertain whether this type of technology is suitable for Premier Inn Aberdare at its current stage of development. It could be argued that given that its main competitor, Travelodge, is upgrading its rooms and interiors and often offers lower room rates than Premier Inn, the priority should be to refurbish the Aberdare site to enhance the hotel's image before considering the implementation of AI at the front desk and reviewing price rates.
Other challenges the hotel faces when considering implementing an AI automation service and product include staff training and adaptation. Introducing AI systems would require training the existing staff to interact effectively with and oversee the technology. Resistance to change and the need for upskilling may pose challenges during the implementation phase (Mingotto et al., 2020, p. 3). This includes the skills required and expertise to handle technical issues and maintenance. Ensuring the reliable and seamless functioning of AI-powered systems would require robust technical support and maintenance, which could pose challenges in resource allocation and technical expertise and could reverse the effectiveness of its implementation if staff cannot solve issues themselves or quickly with support. As a result, while AI can enhance operational efficiency, maintaining a personalised guest experience and addressing individual needs through automated systems might present challenges (Morch, 2024).
Nonetheless, integrating AI into Premier Inn Aberdare could bring several valuable benefits in the long term. First, technology could significantly reduce operational costs by automating routine tasks, such as check-in processes. This allows staff to focus on more complex guest needs. This automation could lead to improved efficiency and productivity of the staff, as well as an enhanced guest service experience (Lacalle, 2024). AI integration could address the hotel's labour shortages at the front desk and staff efficiency issues. With AI technology, the hotel could operate with reduced dependency on human resources, particularly in tasks like check-ins and administrative work (Limna, 2023, p. 2) (Gupta et al., 2022).
Furthermore, implementing AI in the front office department could improve employee well-being by reducing repetitive and mundane tasks and allowing staff to engage in more meaningful and challenging work. This could increase job satisfaction, safety, and overall staff morale. Additionally, AI integration could provide valuable data insights that could be used to personalise guest experiences, improve operational decision-making, optimise resource allocation through data-driven methods, enhance business strategies and elevate customer satisfaction (Shindlwick, 2024).
Integrating AI into Premier Inn Aberdare can bring cost savings, improved operational efficiency, enhanced guest experiences, and better staff well-being, making it a valuable long-term investment for the hotel. However, its suitability for investment currently may need to be addressed first.
[bookmark: _Toc164192457]Conclusions and Recommendations
This research paper has explored the implications of an AI-automated product for use in the front office/desk department. These types of products have been identified as automated systems, and products, such as self-check-in services and front desk chatbot services, have the potential to significantly enhance the customer service experience for guests while also impacting the well-being of the staff and the financial performance. With the implications of AI technology adoption in the hospitality industry, it is evident that careful evaluation is essential to address potential challenges and optimise the benefits of AI integration. 
Based on the thorough analysis conducted, the following simplified recommendations are suggested for Premier Inn Aberdare:
1. Conduct a pilot scheme: It is recommended that AI technology be implemented as a pilot scheme in smaller hotels, such as Aberdare, to assess its success rates, experiment with its potential, and allow adequate time for error identification and staff training.
2. Financial analysis: It is advised to undertake a comprehensive financial analysis to evaluate the impact of AI implementation on operational costs and overall financial relevance for Premier Inn Aberdare.
3. Focus on staff training: Comprehensive training programs should be developed for existing staff to ensure effective interaction with and oversight of AI technology, addressing the need for upskilling and technical expertise.
4. Consider refurbishment: To enhance the hotel's image, it is recommended that the Aberdare site be refurbished first. This would then be followed by considering the full-scale implementation of AI at the front desk and reviewing price rates.
5. Technical support and maintenance: To ensure the seamless functioning of AI-powered systems, it is crucial to establish robust technical support and maintenance protocols to address potential challenges.
This project has found that implementing AI automated systems and products in Premier Inn Aberdare can significantly enhance the customer service experience, positively impact staff well-being, and improve financial performance. However, a thorough evaluation of the implications and challenges associated with AI technology adoption is crucial. This includes careful monitoring of GDPR compliance, financial analysis, and addressing potential challenges such as staff training and technical support. By carefully evaluating these factors, the hotel can effectively address potential challenges and optimise the benefits of AI integration. It is recommended that the hotel conduct a comprehensive cost-benefit analysis to understand the financial implications of AI implementation. This analysis should include the initial investment required for AI integration, the potential cost savings from automation, and the long-term financial impact on the hotel's performance. Additionally, it is crucial to prioritise staff training and change management strategies to ensure a smooth transition to AI-powered systems. This includes providing comprehensive training programs, addressing staff concerns, and fostering a culture of continuous learning and adaptation.
The financial benefits of implementing AI services at Premier Inn Aberdare could be significant in the future. However, the hotel requires refurbishment before considering the investment in AI. AI may soon become a standard feature in all budget to luxury hotels, so the investment in the system should be carefully considered and reviewed to determine the most suitable time to establish benchmarking and competitive advantage.
Moreover, the hotel should establish clear guidelines and protocols to address potential biases in AI decision-making processes. This may involve regular audits of AI systems, transparency in algorithmic decision-making, and implementing ethical AI principles to ensure fairness and non-discrimination. Furthermore, robust technical support and maintenance plans should be implemented to address potential technical glitches and ensure the reliable functioning of AI systems. This includes establishing partnerships with reliable AI vendors, monitoring system performance, and promptly addressing any technical issues that may arise.
Overall, while adopting AI technology in the hospitality industry presents significant opportunities for enhancing customer service, improving staff well-being, and optimising financial performance, Premier Inn Aberdare must carefully evaluate the implications and challenges associated with AI integration. By conducting thorough assessments, prioritising staff training and change management, addressing potential biases, and establishing robust technical support and communication strategies, hotels can effectively leverage AI technology while mitigating potential risks. Through strategic and thoughtful implementation, AI has the potential to revolutionise the hospitality industry and elevate the overall guest experience of tomorrow’s hotel operations.
[bookmark: _Toc164192458]Reflective Account
Over ten weeks, at the beginning of 2024, I obtained a placement experience at Premier Inn Aberdare. This placement encouraged me to oversee managers and colleagues in their roles and gain advanced skills in the housekeeping and the front desk department, with some experience in their adjacent restaurant, Brewers Fayre. Throughout the placement, it allowed me to have time to think about and be included in conversations about the hotel, which inspired my project. One issue was frequently brought up of financial targets the general and deputy managers had to reach, which included reducing staff hours to a minimum and reducing costs for consumable goods and laundry expenses. Another issue that was brought up was the constant staff sickness in both departments and having difficulty finding cover when needed; this became the essence of my leading topic choice. 
The experience I received was highly positive, and the knowledge, involvement, and attitude of the managers who worked at the Aberdare site were reflected in the high-performance rates of staff, which, upon reflection, conveyed a trustworthy and dependable team. Ultimately, I felt this during my placement shifts as time went on; I was allowed to undertake tasks independently, such as checking in guests, taking payments, partaking in handovers, and even learning how to set up rooms to Premier Inn standards due to the encouragement and support I had from the team working there. Despite the hotel's current challenges, it did not significantly impact team morale. The experience made me feel welcomed and capable of growth within the industry.
Although, overall, my experience was positive, there were some negative aspects that followed from learning about the job roles themselves. Having an in-depth placement allowed me realise that the housekeeping staff were under much pressure to meet performance targets and work their minimum hours, plus reception staff work alone, which again, places enormous responsibility on a single staff member in the event of an emergency, dealing with guest needs/requests, answering the phone and checking in guests simultaneously, which, of course, is not sustainable and made me feel worried about the safety of staff members working alone with training courses they have undertaken online as their references for use in real-world situations. On the one hand, lone work works well most of the time at the Aberdare site. However, the front desk staff required something else to ease stress, help manage tasks better and boost productivity – which furthered my thinking about my project. 
During my experience, I can admit that I was not perfect. Every day, I was learning something new, and I expanded my knowledge of working at the front desk and in housekeeping. I realised I must improve my problem-solving and communication skills when handling guest complaints and requests. Another area where I need to improve is delegating tasks and utilising the skills and staff requirements for housekeeping.
However, on the whole, I was noticed for often going above and beyond for guests in some situations, which was encouraged by my managers. For instance, leaving a kind note and some goodies in a room for a distressed guest after a conversation on the phone. When they checked in, they returned to reception shortly after to thank us. Other instances include taking bags to rooms for some guests, calling to book taxis and making restaurant reservations, which is not typical guest service expected from a budget hotel. 
My time at Premier Inn Aberdare was comprehensive and gave me insight into the demands of working in a busy, small hotel. It allowed me to understand managers' expectations better and the various tasks and situations they must handle. This experience gave me a well-rounded perspective of a manager's role, including leading a solid team, meeting challenging targets, and dealing with issues such as staff sickness, guest complaints and inquiries, and minimum staffing. This experience has increased my motivation and determination to step out of my comfort zone and take on new challenges.
[bookmark: _Toc164192459]Furthermore, my experience and performance during placement allowed me to be offered a job there after finishing placement. This experience has provided me with a strong starting point for further developing my career within the hotel industry. I am committed to building upon my skills, knowledge, and experience to become a strong leader within a hotel department. 












Appendices
Appendix 1 – Distance between Premier Inn Aberdare and Travelodge Merthyr Tydfil (Google Maps, 2024).
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Appendix 2 – Recent reviews of Premier Inn Aberdare on TripAdvisor (2024) and Google Reviews (2024).
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Appendix 3 – Distance between Premier Inn Aberdare to The Marquis Inn Aberdare
(Google Maps, 2024)
[image: A screenshot of a map

Description automatically generated]

Appendix 4 – Distance between Premier Inn Aberdare to Dare Valley Country Park Accommodation (Google Maps, 2024)
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Appendix 5 – Reis et al. (2020, p. 4) “Fig. 2. Artificial intelligence engagement in services (adapted from Huang and Rust [27]).”[image: A diagram of thinking intelligence personalization
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Appendix 6 – Do you believe AI will revolutionise the hospitality industry? (Roelen-Blasberg, 2024).
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Appendix 7 – How would you rate your guests' acceptance of AI in your hotel operations? (Roelen-Blasberg, 2024).
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Appendix 8 – How will AI change your hotel's operations in 2024 compared to previous years? (Roelen-Blasberg, 2024).[image: Infographic anticipated AI impact on hotel ops by 2024]
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™ MARA

Do you believe Al will revolutionize
the hospitality industry?

Surveying perceptions on whether Al will usher in a transformative era
for the hospitality sector.

YES NO

Total hoteliers participated: 133
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How would you rate your guests' acceptance of
Alin your hotel operations?

Gauging the level of acceptance and receptiveness among guests toward Al in hotel operations.

@ Highly Accepted
" Somewhat Accepted
@ Neutral

@ Not Accepted

Total hoteliers participated: 25
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How will Al change your hotel's operations
in 2024 compared to previous years?

Anticipating how Al will reshape hotel operations in the upcoming year compared to previous practices.

@ Increased Efficiency

Y Decreased Workforce
Dependence

Improved Customer
Service

® No Significant Change

Total hoteliers participated: 71
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