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In the global hospitality and tourism business sector, diverse resorts, hotels and tourism facilities are increasingly using AI-backed chatbots, facial identifiers and predictive analysis processes to better their guest services and operations. This specific research paper supported me identifying the importance of AI technology integration within the everchanging H&T industry to increase the efficiency, performance and outcomes of the businesses functioning within it. The secondary data collection method is being used by the researcher for gathering necessary information about this study topic by using diverse authentic databases and websites. Different H&T firms must invest in useful employee training initiatives to enable their staff members to operate collaboratively by using advanced AI technology. Such training initiatives designed by concentrating on enhancing staff digital literacy and their adaptability towards newer AI-backed technology adoption can increase their overall performance levels optimally.
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[bookmark: _Toc189775049]Introduction
Artificial intelligence, or AI, is a contemporary technology that is increasingly transforming the global hospitality and tourism sector, increasing customer experiences, functional efficiencies and cost-saving procedures. Globally, AI advancements in the hospitality sector are estimated to rise at a CAGR of 10.5% starting from 2022 till 2030, encouraged by rising demand for customisation and automation (Limna 2023). In the global hospitality business sector, diverse resorts and hotels are increasingly using AI-backed chatbots, facial identifiers and predictive analysis processes to better their guest delivery service methods. In 2023, the global hospitality industry, which is valued at around $4.8 trillion, greatly relies on AI technologies to meet the everchanging client expectations (Statista 2024). The advanced AI technology permits global hotels to offer customised user experiences via smart room controls, seamless self-check-ins through mobile applications, and AI-backed concierges. 
For example, Marriott International utilises AI-backed chatbots to manage nearly 77% of their client queries, leading to reduced response timelines and increasing their satisfaction levels optimally (Ekechi et al. 2024). Furthermore, "Connie,” an AI concierge of Hilton Hotels, offers their guests customised staying suggestions to better their guest experiences and engagement levels with the organisation (Renascence 2024). Advanced AI technology also supports tourism and hospitality firms in optimising their operational processes by lessening their labour expenses and increasing their overall efficiency levels. Wyndham Hotels’ utilisation of AI-backed revenue management processes supports in predicting their client demands and in making necessary adjustments in their pricing strategies, dynamically enhancing organisational profitability (Slotte 2024). Therefore, AI technology has become a critical motivator of innovation in the hospitality and tourism sectors. Further providing seamless, well-customised and effective services to increase guest satisfaction and performance levels of such organisations in this sector. 
[bookmark: _Toc189775050]Aim: The prime aim of this research paper is to identify the issues generated by advanced AI technology in the hospitality and tourism sector. 
[bookmark: _Toc189775051]Research objective: To access the impacts and challenges generated by advanced AI technology in the hospitality and Tourism sector.
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Figure: AI-backed chatbot solution for hotels
(Source: Ekechi et al. 2024)
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[bookmark: _Toc189775053]AI technology in Hospitality and tourism sector 
Per Avula and Sithole (2024), in contemporary times, advanced AI technology is changing the functional and decision-making processes in the tourism and hospitality sector by improving visitor experiences, optimising operations and boosting revenue growth. Nearly 11% of firms operating in the accommodation and travel business have adopted AI technology to enhance their operational performances and client satisfaction levels (Nam et al. 2021). The AI technology sector is projected to become a nearly $90 million market with a projected CAGR of 60% by the end of 2033 (Statista 2024). As per Pillai and Sivathanu (2020), the prime integration of AI tools in the global hospitality sector is through the utilisation of chatbots and virtual assistants that enhance client services by constantly engaging with them. For example, Marriott International uses AI-backed chatbot systems to constantly develop fruitful client engagement, resulting in lesser response timelines to their queries and meeting their guest expectations with the organisation.
[bookmark: _Toc189775054]Usefulness of AI integration in H&T sector
Lin and Mattila (2021) opined that, in the hospitality sector, AI integration supports businesses in automating their guest check-in and check-out processes, especially after the global pandemic times. Within any hotel or at the airport, the presence of automated check-in kiosks and dedicated mobile applications often permits guests to bypass the traditional front-desk services and flight-boarding processes (Lin and Mattila 2021). Further permitting H&T organisations to lessen the guest waiting timelines in long queues and to effectively streamline their overall functional operations alongside their SC procedures. Moreover, such AI-backed automation increases guest satisfaction by permitting the organisational employee to concentrate on offering them more customised services and develop robust interpersonal relations with them. 
According to Buhalis and Moldavska (2022) in the restaurant sector, the utilisation of AI voice assistants supports hospitality businesses in effectively managing client queries and seat reservation procedures. For example, several start-up firms like Maitre-D AI and RestroHost have evolved AI hosts that are capable enough to resolve common client questions regarding menus, seat bookings, etc. Such AI tools are capable of transitioning any highly complicated guest questions to the human employees of the organisation (HBR 2021). The implementation of such advanced AI tools often supports hospitality firms in effectively handling high guest call volumes, especially during staffing shortages like during pandemic times. In the tourism sector, HotelPlnaner.com’s introduction of AI travel agents has succeeded in potentially permitting them to engage with guests in real-like, two-way interactions by leveraging a multi-lingual system (Kannan 2024). Initially, the firm’s AI agents successfully managed nearly 40,000 guest queries and helped with smoother room bookings by travellers. Further permitting the firm to generate revenue of $15,000, showcasing the effectiveness and efficacy of integrating advanced AI technology for handling guest conversations needed to offer them optimal hospitality services. 
[bookmark: _Toc189775055]Challenges faced by H&T businesses through AI integration. 
Khaled and Kumar (2021) reviewed that AI-backed predictive analytics technologies support hotels in effective demand forecasting and developing effective pricing strategies to meet client needs belonging to diverse economic and cultural backgrounds. Supporting this, Ampountolas and Legg (2021) stated predictive analysis method supports hospitality firms in evaluating their past customer data and current market trends to predict any hotel’s occupancy rating by making adjustments in room prices. Further permitting them to increase their guest trust and profit margins by ensuring optimal occupancy rates and competitive pricing for their accommodations. Reversely, Nam et al. (2021) argued that the higher expenses involved with AI technology usage often hinder the integration process for smaller hospitality and tourism firms in the global market. Higher investment expenses involved with developing fruitful AI infrastructure, software upgrades and employee training require substantial amounts of money.  Further making it impossible for SME firms to implement and gain benefits like increased operational efficiency and guest satisfaction levels through such technological advancements. 
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Figure: Predictive analytics reshaping the hospitality sector.
(Source: Legg 2021)
[bookmark: _Toc189775056]Methods
The specific research used qualitative methods to effectively evaluate the effectiveness of AI technology in the hospitality and tourism sectors. The secondary information concerning the research theme is effectively collected from diversified academic journal articles, sectoral reports and also credible company websites. Further permitting the researcher to adequately analyse the positive and negative effectiveness of AI technology adoption patterns and trends on the economic and functional outcomes of hospitality and tourism sectors.  A systematic review of all the scholarly articles being used for this research is done using credible databases like Google Scholar, MDPI and ScienceDirect. Along with that, other authentic website sources like Statist and HospitalityNet are also used for gathering information about this specific contemporary study theme. Besides this, diverse business reports released by global hotel chains like Hilton and Marriott are used for data collection to offer real-life data regarding the impacts of integrating AI technology in the tourism and hospitality sectors.
For data evaluation, the thematic analysis method is being implemented for the qualitative responses by recognising any periodic patterns involved with AI applications and their benefits and issues. Furthermore, qualitative data like efficiency metrics and revenue generation and growth are being evaluated and analysed by utilising the descriptive statistics method. Nonetheless, the PEST model is being used by the researcher to analyse the political, financial, social and technological impacts of AI adoption on businesses operating in the global hospitality and tourism sectors.
[bookmark: _Toc189775057]Theme impact analysis
In contemporary times, advanced artificial intelligence technology is constantly revitalising the diverse operational structures of tourism and hospitality firms globally. A PEST evaluation is often used for evaluating factors like political scenarios, economic conditions, social aspects and technological elements of any geographical location (Cox 2021). Further offering a comprehensive structure to properly understand the multi-dimensional impacts of AI technology integration within this sector. 
[bookmark: _Toc189775058]Pest analysis to evaluate the multi-dimensional effects of AI technology. 
Political factors 
In the UK, the imposition of diverse judicial policies and norms considerably influences the AI implementation process within its hospitality and tourism industry. In the UK, stringent data privacy norms like “General Data Protection Regulation (GDPR), effectively mandate the robust management and safeguarding of guest data for hospitality businesses. In the UK, the government has identified the cruciality of AI technology integration in the hospitality sector within nearly 2000 smaller and multinational organisations, generating nearly $10 billion in revenue (GOV.UK 2024). Such higher AI technology utilisation compels diverse H&T firms to adequately comply to avoid any legal consequences further jeopardising their AI integration policies. Following the UK innovation policy, the government’s constant promotion of technological innovation at cost-effective rates can boost the AI implementation process within its hospitality and tourism firms.  
Economic factors
In the UK H&T sector, the financial impacts of AI integration in this sector are immense. In the hospitality sector, the AI-backed automation of diverse operations leads to 16% higher cost savings and a reduction in labour expenditures (Ifeanyichukwu 2024). For instance, AI-backed chatbots often handle guest enquiries and their booking processes, reducing the need for appointing extensive front-desk employees by H&T firms. On the contrary, smaller H&T businesses in the UK faced budget constraints for investing in AI-backed tool integrations, further putting financial burdens on them. Besides such substantial expenses, more businesses are investing in AI integration to get long-term investment returns like enhanced workforce efficacy and guest satisfaction through effective demand forecasting in this sector. 
Social factors
In the UK, AI incorporation within the H&T sector impacts the social dynamics related to client satisfaction and employment in this market. A recent Deloitte survey report identified that 52% of hotel guests agreed that generative AI is used for client communication, enhancing guest engagement levels by 44% in the hospitality sector (Wang 2025). In this sector, the implementation of AI tools can increase the service efficacy of such businesses. However, such technical advancements are increasing employee issues regarding capable joblessness, primarily for job roles like hotel concierges and travel agents. Reversely, AI advancements can better guest satisfaction levels by offering them customised services like tailored travel suggestions and effortless hotel and airport check-in options (Lin and Mattila 2021). Further fulfilling the rising client demands for personalisation and convenience.  
Technological factors
In the UK, technological advancements are increasingly supporting hospitality firms in increasing their AI adoption and implementation ratings in this sector. The utilisation of advanced AI algorithms permits predictive analysis, allowing hospitality and tourism firms to do effective demand forecasting and optimise their pricing policies and revenue management processes (Panditharathna et al. 2024). In this sector, the adept integration of AI tools such as keyless room entry systems and voice-enabled room controls often increases client satisfaction levels optimally. In January 2022, the AI adoption ratings in the UK hospitality sector were merely 12% which is quite low in this sector (Evans and Heimann 2022). Further showcasing capable growth levels through higher investment in system updates and employee training enabling firms to retain their competitive edge in this UK sector. 
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Figure: PEST analysis
(Source: Cox 2021)
[bookmark: _Toc189775059]Sectoral responses: Strengths and weaknesses
In the UK, the H&T sector has been actively adopting advanced AI-backed tools to improve its guest service delivery and functional efficiency levels. For example, Hilton Hotels Worldwide has introduced their AI-backed automated concierge that is known for helping their guests with crucial organisational data and service suggestions (Renascence 2024). Further improving their overall experience levels through the development of useful interactive engagement. Marriott Hotels often uses AI technology to customise their guest staying experiences by evaluating past customer data and offering unique and personalised services to cater to their demands and requirements (Bharwani and Mathews 2021). Contrastingly, the higher expenses involved with proper AI integration often increase the economic strains on SME hospitality and tourism firms. Further making it impossible for them to use such advancements to increase their operational efficiency. Globally, hospitality and tourism are employee-centric sectors, with human staff handling the majority of business operations. However, increasing reliance on AI tools for guest service offerings is potentially leading to a loss of human touch from this sector, in turn reversibly reducing guest satisfaction levels. 
[bookmark: _Toc189775060]Conclusion 
In the global hospitality and tourism sector, the integration of advanced AI technology has been altering this sector by increasing its efficiency levels. In turn, lessening operational expenses and improving guest experiences through service customisation and process automation. However, prominent issues like higher implementation expenses, data privacy issues, and capable job displacement have been raising the concerns of the businesses operating in this sector globally. Thus, to ensure sustainable AI implementation processes, diverse hotels should balance their technological developments with customised guest services to resolve any regulatory and economic impacts.  
[bookmark: _Toc189775061]Recommendation
Artificial intelligence technology is known for offering diverse, potent opportunities towards firms operating in the tourism and hospitality sectors by increasing their service efficacy and guest experience levels. Presently, several sectoral issues, like data privacy issues, increased implementation expenses and capable employee joblessness, persist in the hospitality and tourism sectors due to AI integration. 
Prioritisation of data privacy and security concerns
In the global hospitality and tourism sector, adequate prioritisation of guest data privacy is needed to attain a higher competitive edge in this sector. Diverse hotels, through the application of robust data-safeguarding measures, can comply with legal norms like GDPR in Europe. Effective data protection measures like data encryption systems, periodic updating of safety protocols, and regular internal audit conductions. Further can support hospitality firms in recognising any data security threats or vulnerabilities beforehand (Ebuzor 2024). For example, proper integration of AI systems to anonymize client information can increase their security by offering their guests customised services. A recent survey report showcased the cruciality of conserving client privacy by using advanced systems like keyless entry systems and biometric authentication processes within any hospitality firm (Ebuzor 2024). Moreover, proper adherence to data privacy regulations like GDPR and PCI DSS can prevent data breaches needed for maintaining client relations and trust with hospitality establishments and their guests.    
Higher investment in scalability and budget-efficient AI solutions. 
The higher expenses involved with AI integration within the operational structure of hospitality and tourism firms become a major hindrance, usually for SME hotels. For effective resolution of this issue, diverse SME hospitality firms must evaluate the scalability of AI solutions that will perfectly align with the firm’s monetary limitations. Diverse cloud-based AI-backed services often offer such firms effective, cost-effective replacements. Further lessening the firm’s necessity for making considerable investments towards AI-integration hardware. For instance, Leonardo Hotel attained 93% higher automation efficiency, resolving nearly 281,000 guest enquiries by utilising Hi-Jiffy’s interactive AI advancements (Leonardo Hotels 2024). Further enabling the firm to adequately streamline its operational structures and increase guest satisfaction levels without making significant capital investments. 
Offering workforce training and integration programs 
Innovative AI technology must support the human workforce rather than replace them in the long run. Diverse hospitality and tourism firms must invest in useful employee training initiatives to enable their staff members to operate collaboratively by using advanced AI technology. Such training initiatives must concentrate on enhancing staff digital literacy and their adaptability towards newer AI-backed technology adoption. For example, Criterion Hospitality applies AI-backed client service mechanisms to lessen guest check-in timelines, permitting employees to concentrate more on developing customised guest interactions (Avula and Sithole 2024). Such an effective approach can improve employee efficacy by maintaining the humanised touch in guest services and increasing retention levels optimally in the hospitality sector.
Thus, hospitality and tourism businesses, by stressing guest data privacy, maintaining, investing in AI solutions scalability, and developing workforce training programs can effectively utilise the benefits of AI technology. Further addressing AI-generated issues to increase organisational performance by ensuring guest satisfaction and retaining higher competitive advantage in the ever-evolving hospitality and tourism sectors. 
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