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Is the Future of Hospitality and Guest Service AI Driven?
WestJet Airlines (Operating out of Cardiff Airport)

Introduction:  
The rapid advancement of AI is reshaping the Hospitality and Guest Service industry rapidly. “Artificial intelligence (AI) is technology that enables computers and machines to simulate human learning, comprehension, problem solving, decision making, creativity and autonomy” (Stryker. C, & Kavlakoglu. E, 2026, p.1) AI can be applied in multiple areas of Hospitality and Guest Service industry, including the recruitment procedures, staff training, opportunity within the organisation, operational use and performance within customer experience and services which can be offered. 
In this report, I will combine the possible use of AI within the Hospitality and Guest service with WestJet airlines operating out of Cardiff airport. WestJet Airlines is a low-cost budget Canadian airline which has over 20 different direct flight routes. The airline was found on June 27, 1994, and began its operations on February 29, 1996. On the 23rd of May, WestJet will launch at Cardiff Airport, making it the first direct flight between Wales and Canada in nearly two decades (Cardiff Airport, 2025). “WestJet airline is certified as 3-star airline for the quality of its airport and onboard product and staff service” (SKYTRAX, 2026, P.1) This shows that WestJet is ranked particularly high in the hospitality and guest service sector, however there is room for improvement. The use of implementing AI technology could be helpful to improve the services as AI technology can achieve a better-quality experience for their customers and support training with both cabin and ground employees.
Findings:
“AI in the hospitality industry involves using artificial intelligence to improve customer service and make it more efficient for businesses to do so” (Zendesk Blog, 2026, p.2) Artificial intelligence has become a greater factor within the hospitality and guest service industry. Using AI within a business in the hospitality sector like WestJet, is helping use a cost-effective programme which can help improve customer satisfaction, easy recruitment processes and enduring a straightforward training manual which can be given to cabin staff and ground staff.
Artificial intelligence can be used effectively in the recruitment process helping to streamline the hiring process, screening CV’s, reducing bias in hiring and matching with the perfect candidates (Placement International, nd,) By using artificial intelligence it can help speed up the recruitment process for both employees and employers. This saves a lot of time and workload for the employers having to go through hundreds of CV’s and having to pick them out one by one. Whilst ai takes under the scan of the CV’s, it is more focused on the skills and qualifications which are written on the cv, than any personal factors. This makes it easier to choose the perfect candidates for the job role, and not to include bias in the hiring process.   
[bookmark: _Int_YT0RmTnE]However, there are also some disadvantages by using artificial intelligence in recruitment such as a lack of human interaction, data privacy issues and potential inaccurate hiring decisions (The Recruitment Alternative, 2026) Using ai can make the recruitment process unprofessional, because it reduces the human interaction that people expect in a hiring process. For the candidates which are applying through the ai programme, may face technical difficulties resulting in confusion or misunderstanding whilst applying. When the interview is through ai, employers do not get the chance to see candidates personality and how they use face to face communication skills. These could be big factors that employers would like to see and take into consideration weather they are successful or not. Whilst handing a CVs to an employer, there is a lot of private information include on it, such as personal information, work history, and Cv details. If this information is not handled correctly, there is a risk of breaches or misuse, which can affect the candidate's privacy. AI can also make the wrong decision, as they might view of information incorrectly and not take it in the appropriate manner. This is why it is safer to have a human to be able to have a clear oversight on the candidates who are applying the application. Artificial Intelligence can also help with minor things involved with a recruitment process like answering candidate questions, scheduling interviews and optimizing job posts (Abbot. L, 2023. P.) This helps keeping candidates up to date throughout the hiring process, this then creates an engaging and efficient experience.
"WestJet today announced it has been named by Forbes as one Canada’s Best Employers” (Calgary, 2020, p.1) A company like WestJet could use artificial intelligence as a way of easily recruiting their staff because it is clear that WestJet it a well-known company which provides support and consistent care for their employees which tends to get a high volume of applicants. By having the high amount of volume of applicants, WestJet need a successful system to easily narrow down the perfect candidates quickly and cost-effectively. This is where using artificial intelligence would be a thriving process to help WestJet because ai mainly focuses on looking at the skills and qualifications and their work history. This allows the recruiters to allow more time to focus on the second stage interviews which tend to be faced to face. Having the second interview faced to face ensures WestJet that ai has worked correctly and has found the perfect candidate for the job application. Also, since WestJet is a customer facing company, staff need to play a vital role in ensuring customers have the best experience as possible. They needed to be highly trained in teamwork, communication skills, confidence and customer interaction. (WestJet, 2026. P.4) Having a faced to face interview would also help candidate to show these skills in person, and this would help bring more reassurance to the employer on whether they are making the right choice. 
Artificial intelligence could be effectively used for guest service training at WestJet. AI can create multiple different learning tools which can help cabin crew and ground staff handle real-life situations. This could be handling a range of different complaints, handling multiple different situations onboard an aircraft or in the airport, emergency, and flight services. “Ai monitors response time, words choices, tone variations, and problem-solving approaches to create comprehensive skill profiles for each learner” (Glean, 2025, p.4) This helps allow employees to grow their confidence in guest service before dealing with real-life customers. It also helps give employees the correct experience they need to move forward into the airline/guest service industry. “We are dedicated to growing our airline with a commitment to reliability, operational excellence, and making our guests and our people central to everything we do” (WestJet, 2025, p.2) WestJet, is a dedicated airline to offer exceptional customer service to all their passengers. Artificial intelligence can provide personalise feedback to all employees, this helps their staff to be able to know what went well and where there are areas for improvement. They can use artificial intelligence as a guidance how to move forward with their training process.
Artificial Intelligence could be effectively used by WestJet within customer relationship management to improve yield management. “Customer relationship management integrates marketing strategies with information technology to improve value for stakeholders by fostering meaningful relationships with key customers and segments” (Lemon, Verhoef, 2016, page 69) By using data and digital tools, businesses like WestJet are able to gather a better understanding of their customer needs and wants. It can also help by giving the customers a personalised and an enjoyable experience, this could hopefully lead to regular customers and loyalty towards WestJet. Ai can also help see customers travel patterns, choice of spending and their interests, (Nice, 2024) ai can then help WestJet offer the right information to those customers. For example, frequent flyers departing from Cardiff, could receive a potential upgrade on the flight or even into one of WestJet executive lounge, this would help encourage loyalty to WestJet from their customers. However, this method requires careful consideration of data privacy, and ethical concerns (Kaplan, 2019)
Conclusion and Operational Recommendations: 
Overall, the use of artificial intelligence should be supported with the launch of WestJet at Cardiff Airport. It offers to help both employees and employers throughout a recruitment process, it allows learning in training process and forming a good customer relationship with guests who fly with WestJet. For a company like WestJet flying from Cardiff Airport, AI can help understand pricing strategies and demand for certain flights, this could help increase revenue for WestJet and also improve guest's overall experience. It is recommended to have partial ai elements and also human faced to face in the interview process (Insta People. 2025) This gives candidates the chance to haave that human interaction to ask deeper questions and have a quick human response. WestJet would have to do regular checks on their artificial intelligence system to make sure it is accurate and fair. If it will be providing training to WestJet staff in Cardiff Airport it needs to be professional and precise information. By using Ai carefully and effectively, it can improve WestJet management scheme which would enhance yield management while still delivering excellent service towards all WestJet customers. 
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