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The role of artificial intelligence in hospitality and guest service.





Is the future of Hospitality and guest service AI driven?






Introduction.

This report will focus on the proposed launch of WestJet Airlines operating from Cardiff Airport, starting May 2026. Canada's leading low cost airline, establishing the first direct air connection between Wales and Canada in almost two decades. (“Cardiff Airport - New Direct Flights from Cardiff Airport to Toronto with WestJet”)It will examine how Artificial Intelligence could support hospitality and Guest service. The proposed launch of WestJet Airlines from Cardiff Airport gives an exciting opportunity to improving international travel links, attracting a higher number of visitors to Wales, and proving Cardiff Airports position in the aviation industry. However, with the airline industry being insanely competitive, organisations must offer efficient operations alongside great customer service to ensure success. Airlines must ensure to grant passengers convenience, speed, communication to be clear throughout, and a personalised experience. 

Artificial Intelligence (AI) has become increasingly common in recent years, especially in hospitality, tourism and aviation. (Kim et al.) Businesses are trying to improve efficiency, reduce costs and deliver better standards of service by using AI in different areas. (Kim et al.) It can be used in recruitment, training staff, operations, and customer relationship management. AI is also used widely in Yield management, where prices are changed according to customer demand, maximising revenue. Also, considering how much potential AI can have in recruitment , guest service, training, hospitality operations and customer relationship management (CRM). As well as, evaluating the advantages and disadvantages of using AI for management.  

Findings.

AI in recruitment.

When launching a new airline service, WestJet would have to recruit a larger number of new employees, including cabin crew, customer service staff, supervisors and ground handlers. Before any operations begin these roles would need to be filled, this could be made simpler by using AI. Things like reviewing CVs, shortlisting candidates, and arranging interviews would be carried out through AI to lessen workload of other employees and save costs on labour.(PricewaterhouseCoopers)

Following on from this, reducing the workload and saving managers time proves extremely useful at the start of operations when positions may not yet be filled. AI can process a large number of candidates quickly, saving 50,000 hours and $1 million whilst doing so, as well as identifying applicants who have the best experience for the job. (Goergen et al.)This would help create consistency in hiring, as every applicant would be reviewed against the same criteria. On the other hand, roles in hospitality and airlines often require personal qualities such as communication skills, empathy and teamwork. These are not traits some technology can easily assess. 

Still, there is risk that AI systems may show to be biassed if they are using bad data or old recruitment information. This is why AI should be used to support recruitment when needed instead of fully replacing human judgement. To ensure there is a fair balance between efficiency and fairness, managers should always make final decisions. (Lytton)

AI in Guest Service Training. 

Training is essential with aviation as employees deal with pressure, delays, complaints and passengers who may require special help. It is important that staff remain calm, professional and helpful in stressful situations. (“Customer Service: An Aviation Perspective”)When preparing employees for these situations, AI based training tools can be highly valuable. 

One example that can prove useful is bodyswaps, which allows users to take part in virtual scenarios. (“Bodyswaps® Enhance Your Workplace Training & Workplace Communication”) Creating scenarios such as handling upset passengers, communicating confidently and supporting customers that may need extra assistance could help WestJet staff. Using interactive learning can be more effective than simply listening to classroom presentations as staff are involved in these situations.(Yadav) Using personal experience, Bodyswaps can be engaging as it provides feedback, as well as allowing people to repeat the scenarios until confidence improves. Therefore helping employees develop communication skills in a comfortable environment where mistakes can be learned from.

However, AI training should not completely replace face to face training but help alongside it.It is important that staff have an experienced manager that they are able to receive guidance and support from, answer any questions they may have and reinforce company values. This is why combining human support and technology would prove to be the most effective training approach. (Hayden)

AI in Hospitality Operations.

One of the most important things within the aviation industry is carrying out efficient operations, as delays and poor organisation can lead to customer dissatisfaction. AI could help WestJet improve operations at Cardiff Airport through things like forecasting, automation and real time decision making. (Geske et al.)

For instance, AI systems could predict busy travel periods using booking data and previous passenger trends. Helping managers schedule the correct number of staff for check in, boarding and baggage areas. Consequently, queues could be reduced therefore improving overall passenger experience. 

AI could also be a massive help in things such as tracking baggage, automated live tracking updates and disruption management. If delays are likely due to weather or an operational issue, this would help passengers to be informed earlier. Clear communication through a passenger's journey is one of the most important parts of customer service when facing disruption.(Miles)

Creating a smooth experience for passengers throughout their journey is particularly important for a new airline. Efficient operations may encourage repeat bookings and positive reviews, this helping WestJet build a strong reputation in Cardiff Airport. 

Regardless of the positives, AI systems can come with disadvantages. Problems can arise from things like technical failures, inaccurate forecasts or cybersecurity issues. This is why human oversight remains essential and it is important that staff are trained to deal with situations and respond effectively.(AlMarri et al.)

AI in Customer Relationship Management (CRM). 

Customer Relationship Management focuses on building strong relationships with customers and encouraging customers to return. AI could support WestJet by helping the company understand human behaviour and effectively communicate.(Vikram Sai Prasad Karnam)

For example, AI chatbots could answer common questions such as baggage rules, check in times or flight changes at any time of the day simply through a passenger's phone. Improving convenience for passengers whilst reducing pressure on staff. AI could also be utilised by sending personalised offers based on previous bookings, like upgrade deals or promotional offers between flights, like from Cardiff to Canada.

If a delay or cancellation occurs, AI systems could automatically send updates, rebooking options and compensation information. As this would be done in a timely manner, it is more than likely to reduce frustration and improve customer satisfaction.(“How AI Is Increasing Customer Satisfaction and Efficiency | NiCE”)

However, many customers still prefer human contact, especially when facing stressful problems. Automated systems can be frustrating if the issue at hand is not fully understood. As well as data privacy concerns when customer information is used for targeted marketing. Due to this, AI should support rather than replace customer service. When needed, customers should always have the choice to speak to experienced staff. (Wang et al.)

Impact on Yield Management. 

Yield management is one of the most important commercial areas within aviation. Involving selling seats at the correct price at the correct time, therefore maximising revenue. By analysing demand, competitor pricing and booking patterns in real time, AI is especially effective in this area.(Fiig)

WestJet could use AI to increase prices in peak periods when the demand is high, for example summer holidays. In quieter periods, by offering lower prices and giving promotional offers, there is opportunity to attract more bookings and heighten seat occupancy. As well as this, AI can identify opportunities to generate additional revenue, like through baggage charges, seat selection, upgrades and onboard sales. For the airline's profitability, these extra income streams are increasingly important.(A WNS Perspective)

For WestJets Cardiff Operation, effective yield management would help ensure the route remains commercially successful by maximising revenue, maintaining strong seat occupancy and responding to changes in customer demand. (Surui Wang et al.)

Conclusions and Operational Recommendations.

Overall, the findings in this report shows that AI could offer major benefits to the launch of WestJet in Cardiff Airport. It could improve recruitment speed, strengthen staff training, create better efficient operations, enhance customer communication and increase revenue through effective yield management.(Fiig, “Impact of Artificial Intelligence on Airline Revenue Management | Amadeus”)

Simultaneously , Ai should not be viewed as a replacement for hospitality and hospitality staff. Airline experiences prove to be often stressful, particularly during delays, cancellations or complaints. In these situations, empathy, reassurance and professional judgement from employees remain extremely important and make passengers feel as though they have a better connection through face to face experience. 

Therefore, it can be concluded that the future of hospitality and guest service is more than likely to become increasingly AI driven, rather than AI led. Technology shows that it can improve efficiency and decision making, but people remain central to delivering genuine customer care, with emotions and connections that AI can not provide. 

WestJet should use AI recruitment tools to support administration and candidate screening whilst also allowing managers to make the final crucial decisions. Bodyswaps and similar training systems should be introduced to help staff build confidence and communication skills before launching. This creates a better experience for customers and staff when having to live out these scenarios in real life.  AI forecasting systems should also be used to manage staffing levels, queues and disruptions more effectively at Cardiff Airport.

In addition, AI should be used within CRM for routine enquiries, automated updates, and personalised marketing, but also ensuring if and when needed, customers can still speak with a member of staff when necessary.  Finally, AI pricing systems should be introduced to support yield management, allowing WestJet to adjust fares based on demand, booking trends and seasonal booking patterns, this maximising revenue and maintaining seat occupancy.

Concluding this, if implemented correctly, and supported effectively by well trained employees, AI could play a significant role in helping WestJet achieve both operational success and high standards of guest service. By combining advanced technology with sterling, meaningful human interaction, the airline is in a better position to improve efficiency, increase customer satisfaction and build a long term presence in Cardiff Airport. 
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