Programme: BA International Hotel Management
Module Title: Contemporary Themes in the Hotel and Hospitality Sector.
Module Code: BMIH6001
Assignment Number: 2
Assignment Title: Conference Presentation
Theme: Artificial Intelligence in hospitality and tourism
Lecturer Name: Ernest Balutie Wavei
Student ID: 2120527


Slide 1: Title page
[image: A close-up of a document

AI-generated content may be incorrect.]
Slide 2: Introduction
[image: A robot with headphones and text

AI-generated content may be incorrect.]
Nowadays, to accelerate the growth of the business in this evolving business landscape where customer engagement plays a pivotal role as it assists organisations in achieving the desired success. Recently, it has been found that to drive the growth of the Global GDP where hospitality and hotel sector contributed 10% which indicates the growing market scope of this sector (karryon.com, 2024).  To maintain its seamless growth, this sector needs to emphasise adopting strategies to increase guest experiences for enhance their engagement (Batabyal and Das, 2019). In addition, as customer expectations rise and the demand for personalised seamless services grows, AI has enabled the hospitality and hotel sector to move beyond traditional methods of guest service which makes it a vital contemporary theme in the industry. Therefore, the main purpose of this paper is to evaluate the significance of artificial intelligence in offering high guest experiences in the hotel and hospitality sector. 
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Role of AI in offering a personalised guest experience
In modern days AI plays a significant role that aiding organisations, especially within the hotel and hospitality sector to gain higher profit by ensuing higher guest engagement. According to Limna (2023), it is found that to offer personal recommendations based on guest perceptions and behaviour AI plays a crucial role that enhancing guests ' personalised experiences. Additionally, a study made by Ameen et al., (2021) surveyed 436 respondents and found that 78% of respondents emphasise the use of AI chatbots that assist customers to have personalised experiences.  In terms of addressing the role of AI, another scenario is found in the study made by Nam et al., (2020) where this study shows that customers are not ready to use AI in the hotels and hospitality sector which was thinking 12% of hoteliers. 
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Use of AI in the hospitality and hotel sector
In the hospitality and hotel sector, numerous uses of AI are found whereas a study made by Nam et al., (2020) highlighted that AI is used in booking systems in the hotel and hospitality sector that offer seamless guest experiences. Another use of AI is addressed by Talukder, Kumar and Tyagi (2024) where this study shows that 44% of the hotel and hospitality sector organisations used voice assistance that aids in controlling the lights and temperature of the room through guest voice commands to offer guests to have convenient and comfortable experiences. Despite these uses of AI, another study made by Costa and Costa (2022) showed another use of AI in the hospitality and hotel sector where organisations in the sector use AI to reduce the excessive use of resources and energy consumption by assisting in monitoring and offer real-time time data to guests for fostering sustainability.
Future AI trends in the hospitality and hotel sector
As AI is increasingly adopted in the hospitality sector, new trends are likely to emerge in the future.  A study made by Limna (2023), addressed that in the future AI can be used as a predictive personalisation where AI can analyse customer data based on their choices and life to assist in making decisions regarding taking services from the hospitality and hotel sector organisations. Additionally, another future trend for AI is identified by the study made by Sharma, Singh and Tyagi (2024) where the studies showed that in the future AI can be used in inventory management by organisations within the hotel and hospitality sector which can help to measure stock levels to minimise waste to foster sustainability as well as help to minimising cost which help ingestion to enhance the service quality to ensure higher guests experiences. 
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[bookmark: _Hlk188183635]The Qualitative method has been followed in this study as it assists this paper in getting in-depth insights from different sources (Berg and Lune, 2019). Additionally, this paper has followed Secondary data collection techniques where numerous secondary sources like an online journal, newspapers, industry journals and so on. To analyse these secondary sources where this paper has followed content analyses as analytical techniques (Swann, 2020). For timely completion of this study, a Gantt chart has been utilized and to ensure the accuracy of the secondary sources of data on the contemporary theme, Google Scholar has been used.
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PEST analysis 
Political
 To run the business well in the blasting business landscape where organisations within the hospitality and hotel sector need to consider the political factor. Unstable political relations with other countries can hinder hospitality workstations from operating test businesses because it makes the restriction by bringing changes in the policies that can have long-term negative impacts on the organisations (Ford and Sturman, 2020). For instance, the UK government has changed policies to handle the data in terms of using AI to offer expiration guest exoticness, Organizations need to invest money to manage the changing policies. Additionally, good political conditions offer favourable business settings where organisations within the hospitality and hotel sector can get the freedom to effectively use AI in their operation to offer great guest expenses (Nam et al., 2020). Though changing policies put workstations in challenging situations, it also offers benefits to increase awareness among the organisation while handling customer data through the use of AI to offer excellent guest services. 
Economic
Operating business in the hospitality and hotel sector where economic factors can be heavily influenced in both positive and negative ways. In addition, good economic conditions are responsible for high GDP conditions that offer a good state for the organisations where the organisation can ensure a profitable situation which encourages an organisation to invest more in adopting advanced technology like AI that offers excellent guest services like AI chatbots and personalised recommendations (Ameen et al., 2021). With the help of these organisations can enhance guest experiences and increase their engagement. In contrast, economic downturn situations, for instance in a COVID-19 pandemic when an increasing inflation rate decreases guest purchasing power as well as increases the cost of operating cause high AI impaction costs that negatively impact on organisational revenue. Despite these, using AI during economic downturn situations can lower operating costs by reducing manpower needs, and assisting organizations to stay stable during challenging economic periods.
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PEST Analysis
Social
To gain a stable position organisations must understand the changing trends of guest preference otherwise organisations can fail to manage success. Nowadays, the fast-paced nature of the consumer seeks faster and smoother ways to take services from hospitality and hotel organisations where using AI in check-in and check-out can save the time of guests and trigger have high satisfaction level (Cooper and Hall, 2019). However, failure to meet customer expectations like ensuring the protection of their professional data and failing to ensure the processing of data while offering personalised recommendations through AI can hinder the performance of workstations and decrease customer engagement (Tribe, 2009). 
Technological 
Technology brings both blessings and threats to the organisation within the hospital and hotel sector. Using advanced technology like AI in customer services organisations can offer 24/7 customer services that enhance guest satisfaction levels and increase their loyalty level which offers a long-term positive impact on organisations (Limna, 2023). On the contrary, high dependency on AI uses the desired potential among staff for using automation in various departments within the workstation in the hospitality and hotel sectors. 
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To sum up, this paper evaluated different recent studies where from the literature review it is found that AI is used in booking systems that assist in ensuring seamless guest engagement. This paper also follows the qualitative research method using secondary data collection techniques. From theme Impact Analysis it is observed that good incoming conditions allow workstations to invest more in implementing advanced technology like AI that helps to improve operational activities and increase guest satisfaction levels. 
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The hospitality and hotel sector may invest in making robust security systems to handle guest data with protection while using AI to assess guest data to offer exceptional guest services (Sharma, Singh and Tyagi, 2024). Additionally, this sector will need to be informed about emerging AI trends like AI-driven inventory management and predictive personalisation to enhance guest experiences (Batabyal and Das, 2019). Eventually, offering training to staff on using AI will enhance the productivity of staff and reduce the dependency on using technology in future (Nam et al., 2020).
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