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Abstract

This study investigated how the hospitality sector is adapting to new technology and AI, focusing on the thoughts and feelings of employees that work within the sector. All findings from this study will be used in order to provide recommendations to the hospitality sector as to how AI and technology could be integrated into their workplace while benefiting its employees and customers. A review of academic data was conducted, which highlighted technology and AI’s effect on customers and organisations, COVID-19's effect on the use of technology today, and contradictions. Academic data discussed both positive and negative aspects of each point.

[bookmark: _Int_9HNT03Yi]In order to collect primary research, five semi-structured interviews were conducted and were selected based on their experience within hospitality, such as their length of employment and age. The interviews were recorded, then transcribed and analysed by using thematic analysis. From the primary data, six key themes were identified: scheduling shifts for members of staff, customer service and customer experience, efficiency and productivity, technological dependence and system malfunction, communication outside of the workplace, and Human vs. Technology. Participants were open to the use of technology, as it has already been proven to be useful to both employees and customers. It was discussed that technology and AI make their workplace faster and more efficient and lighten the workload. Despite this, it was made extremely clear that in order for technology and AI to be useful in hospitality, updates must be made regularly to avoid any malfunctions and therefore disturbances.

Based on the findings, there are three recommendations: focusing on the benefit technology and AI could have on their employees, as they would be using it the most. The simplicity of the technology and AI is also recommended in order to avoid any confusion. Finally, regular maintenance checks and updates are recommended in order to avoid any malfunctions.
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Opening Section
AI technology is constantly growing in hospitality across the UK, with over 200 apps being created (OpenTable, 2023), according to Roberts (2024). Thousands of websites and social media accounts are being made by chains, as well as small and local businesses (Roberts, 2024). Technology also plays a vital role as a team member by contributing to an organisation 's growth and milestones (Chemmanur, 2024). This could make many wonder what their roles will be in the future; will it be possible to use AI within existing job roles, or will AI replace these roles? This research aims to determine whether technology and AI affect hospitality positively or negatively and by how much. This first chapter will introduce the study by discussing current published data on technology within hospitality, specifically within the UK. Following on from this is the research question, research aims, objectives and questions that need to be answered, the significance of this research and any limitations.
 
Background to the study
Technology has been transforming hospitality since the 1980s (Chechi, 2023), when computerised point-of-sale (POS) systems were brought in. This allowed organisations to access real-time data on inventory and sales (Chechi, 2023). In the 1990s, the Internet and online bookings were introduced, allowing customers to purchase and reserve items online (Russell, 2023). In addition to this, providing feedback through mobile devices was made available in the 2000s (Russell, 2023), allowing organisations to have an insight into customers' experiences and how they could improve. The 2010s saw cloud computing, software-as-a-service solutions, and online platforms introduced (Russell, 2023). These could be accessed anywhere, making it easier for customers to research them, as well as leave reviews and browse in advance.
In the past decade, the government has focused on sustainability and the effects businesses have on the environment (UK Government, 2021), including hospitality. In June 2019, the UK introduced its first net zero target, which is to reduce all gas emissions by 2050 (Gov.uk, 2021). Using technology within the hospitality sector can contribute to this by reducing the amount of paper used and using technology to create e-menus and e-receipts (Kitja, 2024). 
McDonald's has been the leader with the use of AI and technology within the hospitality sector. It is used for drive-thrus, online deliveries, table service and more. All of these helps improve order accuracy, speed up service, suggest popular items to customers by analysing their orders, and making it accessible to more people (Owen, 2022). They have also adopted its use for managers by helping manage inventory, improve workforce scheduling, and optimise operations (Team DigitalDefynd, 2024). All listed have also contributed towards the Net Zero goal.
 
Research Problem
Hospitality is strongly affected and shaped using technology and AI (MenuTiger, 2023). Numerous studies have investigated the growth and use of technology within hospitality, particularly in restaurants and hotels, both negatively and positively (MenuTiger, 2024). These studies have highlighted technology that is currently under use and potential advances for the near future. By doing so, it mentions how it affects not only businesses but also their customers.  
 
However, the focus of these studies has been on the use of technology rather than the impact on workers of their subjective experiences and opinions (MenuTiger,2024). It is important to factor in workers' experiences and consider the impact technological advances have on their jobs, not least because their opinions can help shape the use of technology within businesses, especially smaller businesses where owners can control the use of technology. To date, there has not been any research conducted into technology's use in smaller businesses. As a consequence of this, it was decided to focus on a well-known fast-food restaurant, McDonald's, to conduct semi-structured interviews.
 
 


Research Aims, Objectives and Questions
Research Aim
To determine whether technology and AI affect hospitality positively or negatively and by how much.
 
Research Objectives
· Critically review relevant literature to discover how much technology and AI are affecting hospitality.
· Conduct semi-structured interviews to discover how those involved in hospitality are working alongside new technology and AI.
· Conduct semi-structured interviews in order to analyse if those involved in hospitality are open to adopting new technology and AI.
· Create recommendations of how new technology and AI could be adopted within hospitality.
 
Research Questions
· How much technology and AI does hospitality use today?
· Are people within hospitality open to using more technology and AI in the future?
· Do people within hospitality see technology and AI as useful?
 
[bookmark: _Int_aBX9kTmd][bookmark: _Int_QUG2dv4v]A variety of AI is being used within hospitality to help function quicker and more efficiently (threerocks, 2024). It has been shown that technology is currently being used for customer-facing purposes and in the background, such as the use of data-driven insights. |This includes analyzing trends, peak dining hours, and popular menu items (MenuTiger, 2024) Some examples of current uses of tech for customers include AI, using apps on mobile phones to check in and out, and self-service kiosks at reception (threerocks, 2024). Hospitality staff also use technology to their advantage through different systems, such as data and customer relationship management (CRM), and point of sale (POS) (threerocks,2024). Research has also highlighted many beneficial elements technology brings to hospitality, including keeping up with any market trends (Lacalle, 2021). It can also help optimize sustainability (Grenside, 2024).

This research project will review existing literature about generative AI and its effects on hospitality and businesses to understand current knowledge in this area. Qualitative data will be gathered by conducting semi-structured interviews with those involved with hospitality to gain more insight. 

Currently, research undertaken within hospitality tends to focus on its benefits and statistics, but not on its potential future alongside workers and whether they are open to adopting it into the workplace. The rationale for this study is the need for evidence-based insight into how hospitality is adapting to generative technology and AI. There has been research conducted regarding businesses around the world and how AI affects them (MenuTiger, 2024). In 2024, Menu Tiger released an article revealing "15 Must-Have Restaurant Technology to Boost Your Business" (MenuTiger, 2024). This includes Marketing opportunities, cost savings, data-driven insights, scalability, and flexibility (MenuTiger, 2024). However, more in-depth research needs to be conducted to ensure its future within the hospitality.

It is important to identify what is missing from current research undertaken within the UK to gain a picture of the effects technological advances are having on hospitality workers. Keeping up to date with how generative AI is affecting hospitality from all angles. This would make it more possible to predict its advances and effects in the future and know what needs to be added as a benefit rather than a threat. 


By conducting this research and contributing to missing information from existing research on the subject, one could achieve the aim of determining if technology and AI affect hospitality positively or negatively, and by how much.  The objectives of this research paper are to critically review relevant literature to discover how much technology and AI affect hospitality. To achieve this, semi-structured interviews will be conducted to find out how those involved in hospitality are working alongside new technology and AI and how open they are to using it. Recommendations will also be proposed on how new technology and AI could be adopted within hospitality. To achieve these objectives, there are four research questions: how much technology and AI does hospitality use today, are people within technology open to using more technology and AI in the future, do people within hospitality see technology and AI as useful, and will generative AI be hospitality's friend or foe?
 
The Significance
A lot of research that includes technology and AI within organisations is negative (Brown, 2024), but this in-depth research could potentially identify positive aspects that could be considered alongside other research to decipher if one type of organisation could be 'ahead' of the other regarding the use of technology. Any research that has already been completed connected to this topic could age extremely quickly as technology is constantly developing and at a rapid pace, especially since the COVID-19 period (MIT, 2021) This research could also help shape the opinions of those working within the hospitality sector. For example, age and experience could be an influential features, and this would benefit organisations not only in hospitality but also in retail, as they would have a clearer insight into relationships with workers and technology. This would enable them to plan more effectively with regard to staff numbers and budgets.
 




Limitations
When conducting this research, many limitations could affect the outcome. As one will be interviewing members of staff from various positions within the same fast-food restaurant, this will only portray their opinions and personal views, and therefore generalised statements from particular data cannot be made. This then limits the information collected (Nayak, 2010). The size of the sample could also be limited, as smaller businesses have fewer staff members, which would limit the detail and different prospects. Before conducting the research, one must ensure there are enough participants before doing the interviews. Whilst this research will be undertaken within one store, it will not be possible to interview people from a broader area, as it would be beyond the scope of this investigation.
 
Structure
In the first chapter, the contents of the study will be introduced to the reader, and all aims and objectives will be noted for the reader to know what to expect throughout the paper. The second chapter will include reviewed existing written research literature. All types of research and researchers will also be reviewed to compare their findings to new research done for this paper. Chapter three will introduce the type of research that will be conducted. Staff members from the fast-food outlet will be interviewed for 30 minutes, and all asked the same questions. All interviews will be semi-structured to collect research that is as in-depth as possible. In the fourth chapter, all results from the interviews will be analysed and discussed. Any key themes and findings will be highlighted and discussed in depth. The fifth chapter will include a conclusion from written and qualitative research. Finally, recommendations will be made that could benefit organisations in the future, and all research conducted and research beforehand.
 



Research Methodology
The following chapter covers the research methodology used for this research in order for the research results to be reliable and valid and able to be analysed in depth (Streekumar, 2023).  

The chosen methodology is connected to the second objective: to conduct semi-structured interviews to discover how those involved in hospitality are working alongside new technology and AI. Semi-structured interviews will be conducted with people working within hospitality in order to collect primary data. Semi-structured interviews consist of open questions that give the opportunity for the interviewer to gain insight into participants’ thoughts and feelings about the topic (Barclay, 2018). Secondary data will include surveys and interviews already conducted on the topic.
 
Saunders' Research Onion model has been used (Phair and Warren, 2021) to determine the appropriate research strategy. It highlights the different decisions that will need to be made when creating a research methodology (Phair and Warren, 2021).  The outline of the chosen rationale is below, followed by a brief overview of the reflection on logistical and ethical considerations and the sampling prosses. 
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The Research Onion (15writers, 2019)
 
Research Design
The first layer covers research philosophy, which acts as a foundation for any study. It does this by describing the set of beliefs the research has been built on. There are three main research philosophies: positivism, interpretivism, and pragmatism. Interpretivism best suits this study, as it focuses on how social and cultural factors can affect individuals (Phair and Warren, 2021) and highlight people's ideas and thoughts (Phair and Warren, 2021).  This is exactly what is needed to delve deep into people's opinions regarding technology in hospitality.
 
The second layer is the research approach, which is the broader method that will be used for the research. The Inductive approach will be used by the researcher as it entails creating theories from research rather than searching for information that supports an existing theory (Phair and Warren, 2021).  This is ideal for this study, as no theory is created beforehand. The third layer is the Research Strategy, which details how research can be conducted, based on the aims of the study (Phair and Warren, 2021).  Grounded theory will be used for this study, as it allows the data collected to be the main focus, rather than possibly manipulating it (Phair and Warren, 2021). It is also mainly used when qualitative research is conducted, such as interviews. It will also assist the researcher in identifying any commonalities with any sets of data (Phair and Warren, 2021). 
 
The fourth layer consists of choices, which consist of different data types one would use. The Mono method will be used during this study, as it only uses one type of data (Phair and Warren, 2021), this being qualitative research. This is due to opinions and experiences being needed to conduct the research, rather than statistics.  The fifth layer is the time horizon, which is "how many points in time" a researcher collects their data (Phair and Warren, 2021).  Cross-sectional will be used for this study, as all interviews will be completed in one period of time, in February and March of 2025. The final layer is the Techniques and Procedures, which is where a researcher must decide what data will be collected and their collection method, how they will sample, what type of data analysis will be used, and set up any materials that will need to be used for their study (Phair and warren, 2021). For this study, a qualitative approach will be used, which will be done by using semi-structured interviews.  Purposive sampling will be used to collect as much data as possible. This is when the researcher will intentionally select people based on their characteristics (Alchemer, 2021). Thematic analysis will be used when analyzing the data collected, to identify any themes throughout all interviews. Thematic analysis is used to identify any themes or patterns collected from the data (Chwala and Wood, 2023).  Before conducting the interviews, the researcher will write ten questions that will be asked, however, these will not be the only questions asked as the interviews will be semi-structured.  Meaning that participants will have the opportunity to provide fuller responses that reflect their thoughts and feelings about the research topic.
 



Research Philosophy
Qualitative phenomenological research is an approach that seeks to describe and understand the universal essence of a phenomenon (Ho and Limpaecher, 2022). This approach investigates people's everyday experiences while setting aside the preconceived assumptions of the researcher (Ho and Limpaecher, 2022). Interpretivism is based on becoming a part of reality and observing it, and the assumption that it is socially constructed, subjective, and multiple (University of Nottingham, 2023). This is the correct philosophy to use for this research project because personal life experience is needed to ascertain assumptions regarding technology and AI in hospitality. 
 
The research onion was created by Saunders in 2007, which describes all the different decisions that would need to be made when developing a research methodology (Phair and Warren, 2021). This is done by working from the outside layer inwards with all six layers and will help with thinking holistically about methodology (Phair and Warren, 2021).
 
Research Type
There are two main types of scientific research methods, according to academics: inductive and deductive. Both methods require research to achieve final hypotheses. Deductive research starts with a theory or hypothesis and uses data collection and analysis to test it (Edgar and Manz, 2017). In contrast to this, inductive research starts with observation, identifying patterns in the data, and finally creating a hypothesis or theory (Al Musad, 2023). This will be suitable for this research as it allows for flexibility, can help create new theories, and can give more detail on the subject (University of Warwick, 2016). 
 
Alongside this, qualitative research will be conducted to collect the data that will be used to create a new theory. Qualitative research is a method of collecting non-numerical data and analyzing it to understand people's behaviors, experiences, and opinions (Austin and Sutton, 2014). A semi-structured interview will be conducted with six members of staff from within the fast-food restaurant and in different positions. This will provide a wide variety of experiences and data that can be used to create a new theory. 
 
Research Strategy 
Ethnographic research was developed by Bronislaw Malinowski in the early twentieth century (The Editors of Encyclopedia Britannica, 2019) and is the method that anthropologists use to study culture (The Editors of Encyclopedia Britannica, 2019). There are multiple ways to conduct ethnographic research; these include participant observation, passive observation, digital ethnography, and interviews (Emerald Publishing, 2022). By using ethnographic research, it will help gain a deep understanding of a group by becoming a member in their natural environment (Office for Health Improvement and Disparities, 2020), it will also provide flexibility and capture authentic experiences that can provide reliable data to be analysed in detail and therefore create a new theory (Office for Health Improvement and Disparities, 2020).  By doing so, any research that has not been conducted regarding technology and AI's use within hospitality will be available, and its future use and relationship could be predicted.
 
Time Horizon
A cross-sectional time horizon will be used when collecting the data. This is where all data will be collected from a group of participants at a single time. This is a "snapshot of a phenomenon at a specific moment" (Cherry, 2024). This would be the most effective time horizon, as the research question is not attempting to seek changes in participants' opinions over some time. All interviews will be conducted throughout February and March 2025.
 
Data Collection Method
Qualitative research will be done by conducting semi-structured interviews with individuals who work within hospitality. Semi-structured interviews consist of open-ended questions to explore a topic (DeJonckheere and Vaughn, 2019). Using semi-structured interviews allows for more flexibility and personal opinions and experiences, by the interviewer able to adapt their questions (Barclay, 2018) while still maintaining the focus of the research (Magaldi and Berler, 2020) and looking deeper into interesting responses (George, 2022). 
 
There will be a substantial amount of data collected from the semi-structured interviews, as they will be flexible and allow participants to share their personal opinions but also experiences behind those opinions. It will also give the opportunity to retrieve data from different sides and positions of the workplace within the fast-food restaurant (Boswell, 2024). This will give the researcher more varied data to analyse and possibly different recommendations.
 
Data Analysis Methods /Techniques
Thematic analysis will be used when analysing the data collected, as it identifies patterns and themes, is flexible, and can also provide in-depth information (Damyanov, 2023). There are five steps to make thematic analysis effective: the researcher needs to read all data that has been collected, select any keywords, use the keywords to code the data (Caulfield, 2022). Themes then need to be developed from the coded data, then all themes must be named and defined (Caulfield, 2022). This method was developed by Braun and Clarke in 2006 (Coxon, 2021). This would be an extremely effective method of research, as it is focused on a topic, but its flexibility also allows for more information to be collected, alongside deeper analysis. Identification of common themes is helpful in preparation for analysis.
 
Before analyzing data collected from interviews, it must be prepared. This will be done by turning all recordings of the interviews into transcripts, as it allows the researcher to examine every word thoroughly (UK Data Service, 2021). It also makes it easier to highlight any patterns and themes throughout the interviews with all participants (UK Data Service, 2021). This enables qualitative data to be analyzed in more detail and systematically (UK Data Service, 2021). It will also make Thematic analysis more effective. 
 
Sampling Strategy
Purposive sampling will be used for this research. According to Yin (1989), purposive sampling is a method of choosing data sources or participants for a study that is based on the relevance and richness of the topic (Charles, Ploeg and Mckibbon, 2015). This method chooses the participants, as they have specific characteristics that are crucial to the objectives of the study (Charles, Ploeg and Mckobbon, 2015). 
 
Purposive sampling will be used when conducting research using semi-structured interviews, as it allows in-depth data to be collected, as all participants will have information on the subject due to them being selected (Heath, 2023). It will also be more time-effective (Alchemer, 2021), and representative (Heath, 2023) as the research is focused on technology and AI within hospitality, making the research more focused and precise.
 
The Methodological Limitations
It is anticipated that the research will have limitations throughout. The research's representativeness could be negatively impacted as research is aimed heavily at a certain demographic. This is due to the researcher using purposive sampling.
 
After researching data that has been collected in connection to technology and AI in hospitality, it has become apparent that there is very little qualitative data in relation to this topic. The only data gathered from McDonald's is from their website, which does not include any employee's opinions or predictions for technologies used in the future (McDonald's, 2021).
 
Regarding primary research, the interviews will be focused on employees of only one McDonald's store. This is due to a limited period when interviewing and conducting this study and being unable to travel to further stores, especially other McDonald's stores across Wales and the rest of the UK. A small sample size of five participants will also be limited, as it will not provide a wide variety of experiences and opinions. It is important to note that all participants will need to have different backgrounds from McDonald's; this could include their length of employment, age, and status.
 
Caution is also advised against the researcher being biased, as they have a connection to the McDonald's store where the interviews will be held. Even though there will be steps taken to avoid this, the researcher acknowledges that risk is carried out when conducting subjective and qualitative research.
 
Ethical and Logistical Considerations
When conducting this research, there are many ethical and logistical aspects the researcher must consider (bhandari, 2024). Before conducting this research, consent has been given by the University of Wales Trinity Saint Davids, and an ethical form has been completed (UWTSD, 2025). Before every interview, each participant will be made fully aware of the purpose of the interview and where and how the information will be used. They will also be made fully aware that they can opt out at any time. This will be ensured by all participants completing a consent form that highlights all the above. This consent form with also highlight that all participants are anonymous, no personal information is collected, and any information gathered is completely confidential and protected by the University's Data Protection regulations, and is in line with national GDPR (NCSC,2019). As the research is conducted by interviews, there is no potential for any harm to any participant. The researcher must also ensure that all work is free of any misconduct and that all results are accurately represented and are free of plagiarism. 





Literature Review

Introduction  

Technology and AI have been continuously changing and taking part more in day-to-day activities, especially in hospitality (Jiwnani, 2024).  This has increased IT spending (Gamage, 2024), and AI adoption (Mullans, 2023).  This research aims to determine whether technology and AI affect hospitality positively or negatively and by how much. Three main topics will be investigated to determine this: How much technology and AI does hospitality use today? Are people within hospitality open to using more technology and AI in the future? Do people within hospitality see technology and AI as useful? 
 

Main Body 

When investigating research that has already been conducted about the use of technology and AI in hospitality, some themes stood out. These themes are: how it would affect customers, the effects on an organisation, the future use of technology and AI, how COVID-19 has affected its use, and contradictions in regard to its use. 
 

Customers 

In ‘The Impact of the Use of Information Technology in Improving the Quality of Services: A Field Study of Fast-Food Restaurants in Jordan’, Malkawi highlights how technology can be used to improve the speed and quality of services for customers (Malkawi, 2017). This, alongside better customer interactions, would encourage more customers to visit and create a credible reputation for an organization (Malkawi, 2017).  Having better customer interactions not only enables organizations to understand clearly how to improve and strengthen their competitive advantage (Malkawi, 2017), and their services (LinkedIn, 2025) but also can create a more personal connection. This could make customers want to visit more often. This is due to customer interaction being a cornerstone of “building a successful relationship between a business and its customers “(Freshdesk, no date). Positive interactions also contribute towards a positive brand image, which is easily shaped by customers posting reviews online (Ads Square Agency, 2024). 
 
However, it is also noted that there are customer service concerns regarding the use and growth of technology in hospitality. There may be systems that experience damage that may require technical support, meaning customers might not be able to access important information needed for their booking. In addition to this, not all customers may be comfortable using technology interfaces such as self-service (Nam, Kim, and Jung, 2023). 
Technology requires gradual adoption to encourage customer usage (Malkawi, 2017). This includes customers of all ages and backgrounds, as technology is constantly changing at a rapid pace. 
 
In ‘Technology Integration for Restaurants and Hospitality Industry in the Year 2025’, Jasonos and McCormik (2017) list technology advances that will redefine customer experiences in 2025. This includes mobile apps, which first came into use in 2014 (Apptimize, 2017).  Apps have been used to order and pay for meals, enabling customers to receive personalized menu suggestions (Jasonos and McCormik, 2017), and even customise orders with some restaurants, including Mcdonald's (McDonald's, 2023). Despite this, Jasonos and McCormik also state that many establishments will maintain a balance between technological innovation and human interaction to preserve the personal touch that is valued by many customers (Jasonos and McCormik, 2017). 
 

Jasonos and McCormik (2017) also discuss how customers' expectations may shape the future of restaurant technology service and delivery. It is mentioned that customers’ expectations regarding the use of technology may continue to increase as they become more “tech-savvy” (Jasonos and McCormik, 2017).  More and more customers are expecting personalized, efficient experiences that integrate seamlessly with their digital lives (Jasonos and McCormik, 2017). Customers also expect transparency about food sourcing, nutritional information, and preparation methods (Jasonos and McCormik, 2017). Some organizations are already transparent in regard to this, for example, McDonalds has all nutritional information on their app (McDonalds, 2023).  Customers also expect faster and more convenient service options (Jasonos and McCormi, 2017), such as using apps or websites on mobile phones, which has grown by over 20% in the last three years (Statista, 2020).  Despite customers requiring all of the above, there is still a notable tension between technological advancement and maintaining authentic dining experiences (Jasonos and McCormik, 2017).  There are still many customers who value traditional human interaction when it comes to dining and staying at hotels (Jasonos and McComrik, 2017).  This has led to a dual approach where restaurants must balance digital innovation with preserving the social and artistic aspects of dining that customers continue to appreciate (Jasonos and McComrik, 2017).  
 
 




Organisations 

 
There has been much research conducted on both the negative and positive effects that the use of technology and AI could have on organisations. Malkawi (2017) highlights these in his report. The first of these is the positive effect it has on Business Operations Benefits: it reduces costs and saves time and effort, improves response speed to customers (Malkawi, 2017) due to all responses and comments being live and up to date at all times, and the use of AI makes it easier and faster for organizations to analyse. It also can strengthen organizations' competitive advantage (Malkwai, 2017), and it allows for Service Quality Improvements (Malkawi, 2017). This is because technology enables fast and effective information processing (Malkawi, 2017).  It also facilitates better customer interaction through electronic networks (Malkawi, 2017), such as social media and feedback platforms set up by organisations (McDonald, 2023).   Technology also allows direct online reservations and ordering (Malkawi, 2017), which makes it easier for customers, but also more accessible for more people (Zenchef, 2024).  The growth of technology use also helps organizations strengthen their competitive advantage through multiple benefits (Malkawi, 2017). These include reduced operational costs, time and effort savings, improved response speed to customers, enhanced flexibility in performance, and new revenue opportunities (Malkawi, 2017). Technology has also allowed many organisations to create stronger relationships between management and clients (Makawi, 2017), benefiting both parties. All aspects listed above enable organisations to constantly improve due to continuous live feedback from customers and can even take action during that exact time rather than the next day. This allows organisations to perfect their services and assure customers that they aim to satisfy their needs.  This highlights the challenge of constant modernisation to keep pace with changes (Malkawi, 2017).  
 

Malkawi (2017) continues by listing all the negative aspects of technology on organisations within hospitality. Technology and AI could create challenges; it requires continuous updating of software and systems (Malkawi, 2017). It is estimated that technological updates are needed every two years in hotels (IBTM World, 2022), and every couple of months in some restaurants, the McDonald's app is updated several times a month (Flanders, 2024). This is done to add new features, refresh deals and promotions, fix bugs, and often coincide with new menu items (Flanders, 2024).    
 





Concerns about how the reliance on AI and robotics impact employment in the restaurant sector were noted by Malkawi (2017).  Research conducted by Malkawi indicates that “Everything that can be automated will be automated (Malkawi, 2017), this includes jobs from reservations to cooking and cleaning. While complete automation is still considered unlikely, AI will primarily handle repetitive tasks, such as scheduling, ordering, and inventory (Malkawi, 2017). Some may argue that this saves time for members of staff and money for organizations, while others may argue that it will completely replace members of staff. However, humans will still be needed for crucial roles involving food quality control, personalized service, and HR management (Malkawi, 2017).  It is also mentioned that fast-food restaurants are expected to see higher automation adoption compared to upscale establishments (Malkawi, 2017).  
 
 

COVID-19's effect on the use of technology Today 

It is clear to see that COVID-19 had a big effect on the use and growth of technology within hospitality due to restrictions being put in place all around the world (Brown, Ferguson, and Barber, 2022).  This is shown in the report of the Impact of COVID-19 on the Hospitality Industry and Responding to Future Pandemics through Technological Innovation (Alotaibi and Khan, 2022). The pandemic has driven the widespread implementation of contactless solutions, including mobile payments, facial recognition check-in systems, and app-enabled door keys (Alotaibi and Khan, 2022). This is due to many organisations across all sectors refusing the use of cash due to the likelihood of spreading the virus (Caswell, 2022).  Digital platforms and chatbots have become essential for customer communication, providing 24/7 service and real-time updates on health protocols (Altaibi and Khan, 2022). Despite this being mainly used during the pandemic, many organisations continue to use this feature as it is considered a prevention. Many organisations within hospitality have also adopted automation and AI, with service robots even being deployed for tasks such as food delivery, cleaning and room service (Alotaibi and Khan, 2022).  As mentioned previously, many organisations use online platforms for booking and food delivery, this grew by at least 50% during lockdown and has remained at this level (Augsburg, Farquharson, and McKendrick, 2024). Machine learning applications have expanded into operational analytics, customer experience management, and demand forecasting (Alotaibi and Khan, 2022).  All of these allow organisations to be up to date with all aspects of the business: customers, staff performance and stock/staff needed. Even training staff online has become standard (Alotaibi and Khatan, 2022). This technological transformation represents a fundamental shift from traditional methods to digital solutions, aimed at reducing human contact while maintaining service quality (Alotaibi and Khan, 20220.  
 



Contradictions 

In the same report, Alotaibi and Khan (2022) mention some contradictions that emerge between traditional hospitality practices and new technological solutions. The first is the ‘Human Touch versus Automation’; Traditional hospitality emphasises personal, face-to-face service, while new technologies like service robots and chatbots reduce human interaction (Alotaibi and Khan, 2022). Although technology and AI can outperform humans in some services, more research is needed to validate their effectiveness (Alotaibi and Khan, 2022). There are also some adoption challenges; while the industry is pushing towards mobile apps and IT solutions, the majority of hotels and restaurants still rely on traditional methods (Alotaibi and Khan, 2022). Most bookings, transactions, and administrative tasks are still managed manually despite available technology (Alotaibi and Khan, 2022). This mainly applies to smaller and local organisations. There is also an Implementation Gap; despite the proven benefits of machine learning in areas like price forecasting and operations, the hospitality sector is slightly behind in its application of high-tech implementations and innovation (Alotaibi and Khan, 2022).  There is resistance to changing established practices, even though ICT can be more effective during challenging times (Alotaibi and Khan, 2022), such as inflation.

 
Conclusion 

After conducting research that has already been conducted on the use of technology and AI within hospitality, it is clear to see that there are many more benefits than disadvantages (Malkawi, 2017), for both customers and Organisations. Discussions of past, current, and future use of technology and AI, and its development over the past five years are also included within these reports. It has been highlighted that COVID-19 facilitated its use swiftly due to restrictions being put into place, and its use has continued and increased since the pandemic. During the research, one has identified aspects where further research is needed. For instance, more research into the use of AI and tech, particularly in relation to personal experiences and opinions of employees within the hospitality sector, would be beneficial. Currently, there is limited research available into how employees feel about its future use. This includes the personal experiences and opinions of employees who work within the hospitality sector and how they may feel in regard to its future use. Therefore, this research investigation will conduct interviews with the employees, which will include questions connected to the current use of technology, what they think the future of technology will be in their workplace, and how much more technology could grow.





Findings

Introduction  
 
This research aims to determine whether technology and AI affect hospitality positively or negatively and by how much. To discover detailed information and better insight into the topic, four research questions need answering; 

· How much technology and AI does hospitality use today? 
· Are people within hospitality open to using more technology and AI in the future? Do people within hospitality see technology and AI as useful? 
· Will generative AI be hospitality’s friend or foe? 
 
Throughout this chapter, all research questions will be answered by using methodology research that consists of five twenty-minute semi-structured interviews. Each section will discuss the data collected from all interviews that cover that particular research question. Any themes that have been identified throughout the interviews and linked back to the research questions will be discussed clearly, and each theme will consist of quotes from the participants. 
 
 
How much technology and AI does hospitality use today? 
 
By interviewing five members of staff that work within hospitality, it is clear to see that AI and Automation in used in many different ways within the workplace. There are four key aspects within the workplace that uses AI, technology and automation. The first is AI being used for scheduling shifts for members of staff.  

            “You'd have the AI doing it and then the manager is meant to look over it and then approve it. So, if it went that way, it could be very good” (A)

When discussing the use of AI for scheduling staff for work, participant A mentions the use of AI being effective, but only if there were to be someone, possibly of a higher job role, to oversee everything that AI is used for. This clearly shows that members of staff within hospitality are open to the use of AI, but do not trust in it enough for it to be fully independent.

             “If it has someone looking over the entire thing to make sure everything's running, it could run very smoothly” (A)

Participant B discussed how AI and technology make their roles slightly easier and have less work to do. However, it is also mentioned that there is still a need for members of staff to be available to complete what the AI and technology are doing for them. It is explained that the “ABS” (Automatics Beverage System) automatically chooses the size of the cup, as it is connected to the system where orders are stored and dispenses the ice and drinks. However, to complete this system, a person is needed to place lids on the cups and place them in the correct location. It is also noted that it is only effective when the AI and technology are working, which isn’t all the time, making it unreliable.  


                 “I think it does lessen the load. Again, it depends on how busy it is and how many people are put in cell because if nobody'puts the lids on the cups, then maybe is pointless. I can't make any more drinks” (B)


Food preparation is also noted throughout the interviews by many participants. The strong reliance within hospitality on technology is highlighted when discussing this theme. Participant C explains that all orders are ‘stored’ once placed by a customer and are broken down into different sections across the kitchen. This includes different sections within the kitchen and drinks. The same participant proceeded to say that they were trained to consider the use and reliance within the role with the use and reliance of technology.

                “You definitely need technology in every role because in kitchen you need the screens to tell you what you need to make. It'll be very hard. I'm trained to think about what role I wouldn't need technology for” (C)


Not only is modern-day technology highlighted by participant D, but also the importance of printers is mentioned. These are primarily used when customers request customisations for their orders. Printers make it easier for members of staff to understand the customisation and also differentiate that item clearly from others.

           “Then they apear in the kitchen, which, um as a screen and then we have the printers which print out like the customizations on each order, which is a lot easier, so we know like which burger has like no onions or extra onions and stuff like that on it, yeah” (D)


The effect technology and AI have on customer service and customer experience is a theme that is discussed by many participants. It is explained that customers can use ‘kiosks’, computers, to place their orders. This completely removes the role of a member of staff. The accessibility due to the use of these is also highlighted in an interview. By comparing both participants, it is clear to see how many people see technology and AI as a possible threat to them and their jobs, while others may be more welcoming to it for reasons such as more accessibility. It is also said that the ‘kiosks’ allow members of staff to focus on other jobs that need completing.

             “It starts from when the customer comes in. We have new kiosks so that the customer can take the order, so they no longer have to even speak to us” (D)

[bookmark: _Int_JID7nq1X]            “There have kiosk to make accessible for everyone and customer don't need to rely on me or other lobby staff which is very easy” (E)




Are people within hospitality open to using more technology and AI in the future? 

 
The theme that is highlighted that answers this question is efficiency and productivity. This is mentioned many times by most participants throughout their interviews. Two participants discussed how technology has changed regarding their schedule, booking time off, and swapping shifts with other members of staff. It was explained by Participant A that before updating the system, members of staff had to find out which manager was leading a particular shift through word of mouth, then they would need to either speak with them in person or message them on a working app. Since the update it has become much more convenient, as all that is needed is to ‘drop a shift’ on the app for anyone to ’pick it up'.  


         “It would be simple to talk to the manager. If you can find out who running the shift on that day, you can message them and if they say, yeah, everything's okay, you can do it” (A)

         “If you'd want to swap shift with someone, say you can't make it for whatever reason, you can swap with someone else, and you can do their shift” (A)

Even though the simplicity and convenience of the new application are clearly stated by a participant, due to its use for swapping shifts and booking holidays and time off work, it is still easy to get confused when using it. However, they mention that all that is needed is to contact their manager to help sort things out. This has persuaded the participant into liking the new application and being open to the new technology.  

             “Now these days from if I have a problem with my schedule or if I have a problem with booking time off, I can just go on the app and let a manager know and then they can help me. As with before I'd have to go into my shift and then ask them face to face. It's just convenience. It's just more convenient” (C)

However, this positive remark doesn't apply to AI being used on the floor of hospitality. When discussing the ABS, as mentioned previously, mainly negative aspects of it are expressed. It is said that it does not always work, is unable to keep up with the demand, and is unreliable. 

            “No, it does not always work, sometimes orders don't come through. The ice machine when it's busy can't keep us” (D)


Do people within hospitality see technology and AI as useful? 
 
The theme of Technological dependence and System Malfunction is cited throughout all interviews. Participant A mentioned that over-reliance on technology is a concern, as malfunctions can disrupt workflow. The ABS is mentioned once again, as a participant explains that when the ABS machine fails to work and provide drinks, all stations throughout the store are affected as all drinks are dispensed from that machine. Sometimes third parties need to be contacted to restore the machine, costing the company time and money. This highlights the need for regular maintenance and also backup plans for when technology doesn’t work.  

            “It can be very efficient, but it breaks all the time, or it malfunctions, and that's not so great. Then that stops everything else being done” (A)
[bookmark: _Int_Lcatio0x]           “There is certain times where things do break and we'll have to get someone to intervene and fix, especially the ABS machine because that packs up all the time" (C)

Communication outside of the workplace is discussed as a participant explains why they may need to contact other members of staff, especially managers, for different reasons. Participant B explains that people were able to swap shifts and message if they were going to be late to a shift. Either a manager will see the message that would be put into a group chat, or another member of staff will see it, allowing them to inform the manager.

[bookmark: _Int_ofSYj69Q]       “We could have swap shift or it could be as something as simple as I'm running late” (B)

           “Either somebody that's on break would see it or the manager that's actually running the shift” (B)

Will generative AI be hospitality’s friend or foe? 
 
When looking at all responses, it is clear that the theme of Human vs. Technology is included in the data collected. While technology offers many advantages, the interviews emphasize the importance of human intervention and adaptability. Participant A explains that they don’t believe that their workplace has gained much since using more AI and technology, due to its constant use slowing down. This is not ideal in hospitality, as it is usually a fast-paced environment.  


              “Don't think they've gained. They might've gained a bit at the start when they were putting the technology in” (A)

In connection to this, there is also mention of certain jobs requiring customer interaction and problem-solving skills that technology cannot fully replace. Participant A says that people are still needed within the workplace, as technology makes the job easier for them if it were to work. They then continue to list many different job roles within their workplace and state that their workplace is high-paced, making it difficult for technology to keep up.  
              “So, they're still needed for people. It just makes their life a bit easier if it works” (A)

Participant C states that manual methods are sometimes preferred for their clarity. They explain that whenever technology does not go to plan, it is up to the managers to act on it and decide on what to do. They also explain that the ABS machine only makes one drink at a time, whereas a person can make multiple at the same time. 

[bookmark: _Int_upqpoAGE]                “The managers then to decide whether they want to take, say close the drive through or close any aspect of the store just because there's cold drinks” (C)

[bookmark: _Int_3kC0tzL0]                  “You could do multiple drinks at once and it was just so much more efficient, me doing it rather than what the ABS is doing” (C)

Participant D openly explains that every role within their workplace is helped by using technology and that they see that this will continue happening. They also explain that there is new technology that is being used in many other hospitality stores that they do not have access to yet but will in time.

          “Every part of our job is being helped by technology, an AI, yeah, I goes and and I only see that to continue in the future” (D)












Conclusion 
 
By analysing the information collected from people who work within hospitality, it is clear that all participants are in agreement regarding the use of technology, potential growth, and seeing it useful alongside members of staff. Many themes have been highlighted throughout all interviews also. This included AI and Automation in the workplace, efficiency and productivity, technological dependence and system malfunctions, and human versus technology. All participants discuss how AI and technology are extremely useful in their place of work as long as there is a member of staff to look over everything and ready to fix anything to avoid everything being on hold. The practicalities of technology are also discussed, as it makes communicating with other members of staff easier and more effective by using new and improved applications.



Discussion

Introduction

In order to retrieve as much information as possible in regard to the use of technology and AI within hospitality, there are two types of research that can be conducted. Reviewing written literature that has already been conducted by previous authors and completed qualitative research by conducting semi-structured interviews with five people who currently work within hospitality.


Customers

Malkawi stated in his report that technology can be used in order to improve the speed and quality of services for customers (Malkawi, 2017).  The interviews conducted support this, as participant C explains that using technology and AI makes their role easier while maintaining a high standard.

[bookmark: _Int_CG2sp3l9]                        “The advantages of technology just makes my role easier and makes my job easier to do and do well to a good standard” (C)

[bookmark: _Int_6J73D6t5]Malkawi also states that using technology and AI can help gain more customers and strengthen competitive advantage and services (Malkawi, 2017).  This is achievable as customers are able to leave reviews online, helping organisations understand how to improve to best suit them. This is used within the workplace of participant E, as they explain why they choose to collect feedback from customers.

                    “There have CSAT for encourage positive mentions about staff friendly for shown business improvement environment” (E)

On the other hand, customers using technology is highlighted as a concern, as not all customers are confident with using technology (Nam, Kim and Jung, 2023).  This is supported by participant E, as they discuss how ‘kiosks’ are used in their workplace, which is how customers are able to order their own meals. They also mention how technology is adapting quickly, which limits its use to many people.

[bookmark: _Int_KS3mvJYG][bookmark: _Int_JFId8s9L][bookmark: _Int_foOPhAjC]               “Not all customer know how to use kiosks. I feeling like it seem
unfair because menu have been used rely for decade but now technology are unexpectedly rapid change and, on the rise” (E)


Organisation

[bookmark: _Int_2YsK3sio][bookmark: _Int_2A0g1CjJ]Malkawi explains in his report that technology can be used in order to reduce costs and save time and effort, and the organisation is able to expand and “modernise and develop the performance” (Malkwi, 2017). No participants discuss the financial effect technology and AI has had on their workplace but discuss how it makes their roles easier as the technology and AI lessen their workload. Participants A and B explain that AI creates the work schedule, but a member of management overlooks it.

            “You'd have the AI doing it and then the manager is meant to look over it and then approve it” (A)
           “Think obviously AI would make that person's job easier instead of having to sit for hours and hours trying to figure it out” (B)





Technology changing since COVID-19

In Impact of Covid-19 on the Hospitality Industry and Responding to Future Pandemics through Technological Innovation, Alotaibi and Kahn list several ways that hospitality is using more technology, especially since COVID-19. Some of these include booking apps, food delivery apps, and contactless payment services (Alotaibi and Kahn, 2022).  The growth of use of AI and technology is highlighted within the interviews, as participant C explains that there was no app for customers or staff to use and that procedures in the kitchen changed due to new AI and technology being installed during a refurbishment of their place of work. This shows that the use of AI and technology has changed quickly in the past five years, since the beginning of COVID-19, and that a refurbishment was needed in order to update all aspects of the building.

“Changed so much. Before when I started, we didn't have anything on apps” (C)


[bookmark: _Int_Af2rUM4D]“It's quite a new thing with a new store. So, when I first started there was just literally just a button where you press and then it'll dispense” (C)


Human Touch

Alotaibi and Kahn explain in their report, Impact of Covid-19 on the Hospitality Industry and Responding to Future Pandemics through Technological Innovation (Alotaibi and Kahn, 2022), that traditional hospitality emphasises personal and face-to-face services.  They also state that traditional hospitality is mainly used in smaller organisations, such as family-owned or local businesses (Alotaibi and Kahn, 2022). Not much research was conducted into this theme, how AI and technology outperform people, when creating this report, meaning more research needs to be collected and analysed. This was then raised in the interviews conducted with people who currently work within hospitality and have seen the use of technology grow. Participant B explains that they feel that too much AI and technology is being used and feel that the personal aspect it slowly being taken away. Participant A emphasises how technology and AI can be used, but people are still needed to observe everything, emphasising that AI and technology may not be completely independent within hospitality.

               “I feel like if there's too much AI or people just doing it, it takes away the job of the human” (B)

                     “If it has someone looking over the entire thing to make sure everything's running, it could run very smoothly” (A)


Conclusion 
 
Introduction 

This chapter will summarise the key findings from this study in relation to the research aim, objectives, and research questions. It will also analyse the contribution that the qualitative research made to this area of research. The study's limitations will also be discussed, alongside any recommendations for future research. 
 


How much technology and AI does hospitality use today? 

Secondary research shows that the use of technology has grown and developed since COVID. Qualitative research supports this, as participants noted that technology is being used more to lessen their workload on and off the work floor. Management uses AI as well as staff on the floor due to its use for scheduling. Academic and qualitative research shows that customers and staff use more technology: apps and food deliveries. 

 
Are people within hospitality open to using more technology and AI in the future? 

Qualitative research shows that AI is effective for off-the-floor, such as creating schedules, but not as much on the floor, as technology needs constant maintenance to avoid malfunctions. Unfortunately, malfunctions still occur and cause all stations to be on hold. New apps used by staff are also noted as being useful but can still be confusing to use as it is new and constantly being updated. 

 


Do people within hospitality see technology and AI as useful? 

Qualitative research has shown that staff find technology extremely useful, but only if it works and does not disturb their workflow. There have been moments when all screens across their workplace have failed to work, meaning they are being disruptive rather than useful. However, secondary and qualitative research has noted the concerns staff have about over-reliance on technology. 
 

Will generative AI be hospitality’s friend or foe? 

Qualitative research was able to answer this question, as participants explained that they are open to the use of technology but still feel the need for a 50/50 split between technology and members of staff. They also state that they have not seen many benefits by installing new technology and AI use, and that there are still jobs that require customer interaction which is something technology and AI will not be able to provide.


Aim:
To determine if technology and AI have an effect on hospitality in a positive or negative way and by how much?

Qualitative research highlights its positive use for employees to have a lesser workload and complete more work. This is due to AI, such as the ABS machine, used to take some workload away from employees. Secondary data and qualitative research shows that AI and technology has made hospitality more accessible due to the APP, kiosks, and drive-thrus. However, it has been made clear through qualitative research that the technology needs regular maintenance to keep it maintained and avoid malfunctioning.



How does this study contribute to the field? 

This study has given more insight into the current use of technology and AI within
 hospitality, especially after COVID-19 in 2020, as it has had a dramatic effect on its use today. An insight into both positive and negative aspects of its use on the floor and also behind the scenes, such as scheduling and staff communication.
 
This study can be used by organisations, as they can use it to decide how much more AI and technology should and could be implemented into hospitality in years to come. This study can also be applied to hospitality, as technology has now been used long enough to be able to predict how useful it could become in the future. This information could be useful for small businesses when considering the implementation of AI and technology in their systems. This is because it has already been shown that AI is effective in regard to scheduling but is not as effective in regard to customer-facing roles.


 
Limitations 

There were limitations to this research that impacted the quality and amount of information collected. The qualitative research was interviews with people who work within hospitality, but it was only possible to collect different views and opinions on the topic. This means a generalised statement from the data collected cannot be made. There was also a limited number of participants, and it was not possible to interview people from different stores across South Wales due to insufficient time.

 
Recommendations for future research 

[bookmark: _Int_2XLZbexk]It would be beneficial to interview a larger sample size of people who work within hospitality and from different workplaces and different job roles to compare and have a better insight. In addition, conducting interviews with hospitality organisations across a broader geographical area would enable a better understanding of trends with more data available to have a clearer picture. A wider time frame is also recommended to achieve the above and allow more information to be collected and analysed.  


Recommendations for Organisations

[bookmark: _Int_PBBOSf1Q]After analysing all secondary and qualitative research, it would be recommended that organisations focus on the benefit technology and AI could have on their employees, as they would be using it most. Simplicity would also be recommended in order to avoid any confusion when used in a fast-paced workplace. Regular maintenance checks and updates would also be recommended in order to avoid any malfunctions and avoid any disruptions in the workplace.
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Appendix 1: Ethics Form




APPLICATION FOR ETHICAL APPROVAL

In order for research to result in benefit and minimise risk of harm, it must be conducted ethically. 

The University follows the OECD Frascati manual definition of research activity: “creative work undertaken on a systematic basis in order to increase the stock of knowledge, including knowledge of man, culture and society, and the use of this stock of knowledge to devise new applications”. As such this covers activities undertaken by members of staff, postgraduate research students, and both taught postgraduate and undergraduate students working on dissertations/projects.

The individual undertaking the research activity is known as the “principal researcher”.

This form must be completed and approved prior to undertaking any research activity. 

SECTION A: About You (Principal Researcher)
	1
	Full Name:
	Kayleigh Rose Thieme

	2
	Student Number:
	2206102


	3
	Email address:
	2206102@student.uwtsd.ac.uk

	4
	Programme of Study:
	Business Management 

	5
	Supervisor:
	Anthony Burns



SECTION B:  Internal and External Ethical Guidance Materials
	
	Please list the core ethical guidance documents that have been referred to during the completion of this form (including any discipline-specific codes of research ethics, location-specific dodes of research ethics, and also any specific ethical guidance relating to the proposed methodology).  Please tick to confirm that your research proposal adheres to these codes and guidelines. You may add rows to this table if needed.

	1
	UWTSD Research Ethics & Integrity Code of Practice
	x☐

	2
	UWTSD Research Data Management Policy
	x☐



SECTION C: Details of Research Activity
	1
	Indicative title:
	Is hospitality adapting to technology and AI, or are they against it?

	2
	Proposed start date:
	22.10.2024
	Proposed end date:
	13.04.2025

	
	Introduction to the Research (maximum 300 words in each section)
Ensure that you write for a Non-Specialist Audience when outlining your response to the three points below:
· Purpose of Research Activity
· Proposed Research Question
· Aims of Research Activity
· Objectives of Research Activity
Demonstrate, briefly, how Existing Research has informed the proposed activity and explain
· What the research activity will add to the body of knowledge 
· How it addresses an area of importance. 

	3
	Purpose of Research Activity
To discover is hospitatlity is adopting the use of technology and AI, or are against the idea.

(this box should expand as you type)

	4
	Research Question

Are different hospitality sectors affected the same or differently by technology and AI, and by how much?


(this box should expand as you type)

	5
	Aims of Research Activity

To discover if technology and AI are affecting hospitality in a positive or negative way, and by how much?

(this box should expand as you type)

	6
	Objectives of Research Activity

Review any literature to discover how much technology and AI are affecting hospitality.

Discover how businesses within technology are working alongside new technology and AI.

Analysis of businesses to see if they are prepared for technology to potentially take over many jobs and positions or be used all the time.

Develop framework for technology within it.

(this box should expand as you type)

	
	Proposed data collection methods (maximum 600 words)
Provide a brief summary of all the methods that may be used in the research activity to collect data, making it clear what specific techniques may be used. If methods other than those listed in this section are deemed appropriate later, additional ethical approval for those methods will be needed. You do not need to justify the methods here, but should instead describe how you intend to collect the data necessary for you to complete your project.

	7
	
I plan to conduct qualitative research, by using semi-structured interviews. I aim to interview ten different managers from different businesses within hospitality.
(this box should expand as you type)



SECTION D: Scope of Research Activity
	
	Will the research activity include:
	YES
	NO

	1
	Use of a questionnaire or similar research instrument?
	☐
	x☐

	2
	Use of interviews?
	x☐
	☐

	3
	Use of focus groups?
	☐
	x☐

	4
	Use of participant diaries? 
	☐
	x☐

	5
	Use of video or audio recording?
	x☐
	☐

	6
	Use of computer-generated log files?
	x☐
	☐

	7
	Participant observation with their knowledge?
	☐
	x☐

	8
	Participant observation without their knowledge?
	☐
	x☐

	9
	Access to personal or confidential information without the participants’ specific consent?
	☐
	x☐

	10
	Administration of any questions, test stimuli, presentation that may be experienced as physically, mentally or emotionally harmful / offensive?
	☐
	x☐

	11
	Performance of any acts which may cause embarrassment or affect self-esteem?
	☐
	x☐

	12
	Investigation of participants involved in illegal activities?
	☐
	x☐

	13
	Use of procedures that involve deception?
	☐
	x☐

	14
	Administration of any substance, agent or placebo?
	☐
	x☐

	15
	Working with live vertebrate animals?
	☐
	x☐

	16
	Procedures that may have a negative impact on the environment?
	☐
	x☐

	17
	Other primary data collection methods. Please indicate the type of data collection method(s) below.
	☐
	x☐

	
	Details of any other primary data collection method:



(this box should expand as you type)
	
	



If you have ticked NO to every question then the research activity is (ethically) low risk and you may skip section E and continue to section F.

If YES to any question, then no research activity should be undertaken until full ethical approval has been obtained. 

SECTION E: Intended Participants
	
	Who are the intended participants:
	
YES
	
NO

	1
	Students or staff at the University?
	☐
	x☐

	2
	Adults (over the age of 18 and competent to give consent)?
	x☐
	☐

	3
	Vulnerable adults?
	☐
	x☐

	4
	Children and Young People under the age of 18? (Consent from Parent, Carer or Guardian will be required)
	☐
	x☐

	5
	Prisoners?
	☐
	x☐

	6
	Young offenders?
	☐
	x☐

	7
	Those who could be considered to have a particularly dependent relationship with the investigator or a gatekeeper?
	☐
	x☐

	8
	People engaged in illegal activities?
	☐
	x☐

	9
	Others. Please indicate the participants below, and specifically any group who may be unable to give consent.

	☐
	x☐

	
	Details of any other participant groups:
Complete this only if your participants cannot give consent. This includes animals. If students choose individuals under the age of 18 and or vulnerable individuals, a DBS (Disclosure and Barring Service) check is essential.

(this box should expand as you type)
	
	



	
	Participant numbers and source
Provide an estimate of the expected number of participants. How will you identify participants and how will they be recruited? 

	10
	How many participants are expected?

	Approximate figures are fine, but make sure that you explain how you will identify and contact your participants.
 Ten.

(this box should expand as you type)

	11
	Who will the participants be?

	
Managers from businesses within hospitality.

(this box should expand as you type)

	12
	How will you identify the participants?
	
Initial contact from own workplace, intend to use snowball to engadge with contacts. Possibly use linked in also.

(this box should expand as you type)




	
	Information for participants:
	
YES
	NO
	
N/A

	13
	Will you describe the main research procedures to participants in advance, so that they are informed about what to expect?
	x☐
	☐
	☐

	14
	Will you tell participants that their participation is voluntary?
	x☐
	☐
	☐

	15
	Will you obtain written consent for participation?
	x☐
	☐
	☐

	16
	Will you explain to participants that refusal to participate in the research will not affect their treatment or education (if relevant)?
	x☐
	☐
	☐

	17
	If the research is observational, will you ask participants for their consent to being observed?
	☐
	☐
	x☐

	18
	Will you tell participants that they may withdraw from the research at any time and for any reason?
	x☐
	☐
	☐

	19
	With questionnaires, will you give participants the option of omitting questions they do not want to answer?
	☐
	☐
	x☐

	20
	Will you tell participants that their data will be treated with full confidentiality and that, if published, it will not be identifiable as theirs?
	x☐
	☐
	☐

	21
	Will you debrief participants at the end of their participation, in a way appropriate to the type of research undertaken?
	x☐
	☐
	☐

	22
	If NO to any of above questions, please give an explanation 

	
	You should be able to tick YES for all of these questions. If not, then explain why not in this box.

(this box should expand as you type)



	
	Information for participants:
	
YES
	NO
	
N/A

	24
	Will participants be paid?
	☐
	x☐
	☐

	25
	Is specialist electrical or other equipment to be used with participants?
	☐
	x☐
	☐

	26
	Are there any financial or other interests to the investigator or University arising from this study?
	☐
	x☐
	☐

	27
	Will the research activity involve deliberately misleading participants in any way, or the partial or full concealment of the specific study aims?
	☐
	x☐
	☐

	28
	If YES to any question, please provide full details 

	
	You should be able to tick NO for most of these questions. For any cases that you have ticked YES then provide details in this box. If you are using cameras/voice recorders to record interviews then please state that in this box.

(this box should expand as you type)



SECTION F: Anticipated Risks

	
	Outline any anticipated risks that may adversely affect any of the participants, the researchers and/or the University, and the steps that will be taken to address them.  

	1
	Risks to participants
For example: sector-specific health & safety, emotional distress, financial disclosure, physical harm, transfer of personal data, sensitive organisational information. If you have identified in section D that there are no participants then enter N/A and go skip to question 3.

	
	Risk to participants:

GDPR - interviews will be audio recorded.

(this box should expand as you type)
	How you will mitigate the risk to participants:

I will store the recordings on a password protected computer, and within a password and secure cloud. 
(this box should expand as you type)

	2
	If research activity may include sensitive, embarrassing or upsetting topics (e.g. sexual activity, drug use) or issues likely to disclose information requiring further action (e.g. criminal activity), give details of the procedures to deal with these issues, including any support/advice (e.g. helpline numbers) to be offered to participants. Note that where applicable, consent procedures should make it clear that if something potentially or actually illegal is discovered in the course of a project, it may need to be disclosed to the proper authorities

	
	

N/A
(this box should expand as you type)

	3
	Risks to the investigator
For example: personal health & safety, physical harm, emotional distress, risk of accusation of harm/impropriety, conflict of interest

	
	Risk to the investigator:

GDPR - Interviews will be audio recorded.
(this box should expand as you type)
	How you will mitigate the risk to the investigator:

I will store the recordings on a password protected computer, and within a password and secure cloud. 

(this box should expand as you type)

	4
	University/institutional risks
For example: adverse publicity, financial loss, data protection

	
	Risk to the University:

GDPR - INterviews will be audio recorded.
(this box should expand as you type)
	How you will mitigate the risk to the University:

I will store the recordings on a password protected computer, and within a password and secure cloud. 

(this box should expand as you type)

	5
	Environmental risks
For example: accidental spillage of pollutants, damage to local ecosystems

	
	Risk to the environment:

N/A

(this box should expand as you type)
	How you will mitigate the risk to environment:

N/A

(this box should expand as you type)



SECTION G: Feedback, Consent and Confidentiality

If you have identified in section D that there are no participants then enter skip this section and continue to section H.

	1
	Feedback
What de-briefing and feedback will be provided to participants, how will this be done and when? 

	
	You don’t need to email your participants with your final report. Good alternatives are (i) to set up an email address that they will be able to contact for further details or results and or (ii) set up a blogspot or social media page (not a personal social media page) that shares your main findings.

(this box should expand as you type)

	2
	Informed consent
Describe the arrangements to inform potential participants, before providing consent, of what is involved in participating. Describe the arrangements for participants to provide full consent before data collection begins. If gaining consent in this way is inappropriate, explain how consent will be obtained and recorded in accordance with prevailing data protection legislation.

	
	If you are using a paper questionnaire then you should have the participants sign an appropriate consent form. These forms will count as personal data and should be noted as such in section J.
If you are using an online questionnaire, then you should have a screen before the questions start that acts as a consent form, informing participants that by clicking on the NEXT button they are providing consent.

(this box should expand as you type)

	3
	Confidentiality / Anonymity
Set out how anonymity of participants and confidentiality will be ensured in any outputs. If anonymity is not being offered, explain why this is the case. 

	
	Do not collect names unless you really need them. Do not name participants or organisations in any research publications (including the thesis) without their explicit permission.

(this box should expand as you type)



SECTION H: Data Protection and Storage

	
	Does the research activity involve personal data (as defined by the General Data Protection Regulation 2016 “GDPR” and the Data Protection Act 2018 “DPA”)?
	YES
	NO

	1
	“Personal data” means any information relating to an identified or identifiable natural person (‘data subject’). An identifiable natural person is one who can be identified, directly or indirectly, in particular by reference to an identifier such as a name, an identification number, location data, an online identifier or to one or more factors specific to the physical, physiological, genetic, mental, economic, cultural or social identity of that natural person. Any video or audio recordings of participants is considered to be personal data.
	x☐
	☐

	
	If YES, provide a description of the data and explain why this data needs to be collected:

	2
	This includes audio/video data of participants, but can also include IP addresses and usernames. Names, addresses and emails also count, as do consent forms.

(this box should expand as you type)

	
	Does it involve special category data (as defined by the GDPR)?
	YES
	NO

	3
	“Special category data” means sensitive personal data consisting of information as to the data subjects’ –
(a) racial or ethnic origin,
(b) political opinions,
(c ) religious beliefs or other beliefs of a similar nature,
(d) membership of a trade union (within the meaning of the Trade Union and Labour Relations (Consolidation) Act 1992),
(e) physical or mental health or condition,
(f) sexual life,
(g) genetics,
(h) biometric data (as used for ID purposes),
	
☐
	
x☐

	
	If YES, provide a description of the special category data and explain why this data needs to be collected:

	4
	What counts as ‘sensitive’ will differ between cultures. Any information on behaviour that is not in accordance with cultural norms would count as sensitive personal data.



(this box should expand as you type)



	
	Will data from the research activity (collected data, drafts of the thesis, or materials for publication) be stored in any of the following ways?
	YES
	NO

	5
	Manual files (i.e. in paper form)?
	☐
	x☐

	6
	University computers?
	☐
	x☐

	7
	Private company computers?
	☐
	x☐

	8
	Home or other personal computers?
	☐
	x☐

	9
	Laptop computers/ CDs/ Portable disk-drives/ memory sticks?
	x☐
	☐

	10
	“Cloud” storage or websites?
	x☐
	☐

	11
	Other – specify:

	☐
	x☐

	12
	For all stored data, explain the measures in place to ensure the security of the data collected, data confidentiality, including details of backup procedures, password protection, encryption, anonymisation and pseudonymisation:

	
	If possible, save your data on computers that are secure and regularly backed up. Many cloud services only provide GDPR-compliant storage for business customers. An example of suitable text is given below.

All data will be kept in password protected cloud storage on the University Office 365 system which
will not be shared. Audio/visual data will be transcribed and would be shown to participants to
check accuracy of reporting. Any USB sticks used to store or transfer data will be password protected. All participants will be given a unique identifier to ensure confidentiality and this list will be kept securely in the password protected folder. 


(this box should expand as you type)



	
	Data Protection

	
	Will the research activity involve any of the following activities:
	YES
	NO

	13
	Electronic transfer of data in any form?
	☐
	x☐

	14
	Sharing of data with others at the University outside of the immediate research team?
	☐
	x☐

	15
	Sharing of data with other organisations?
	☐
	x☐

	16
	Export of data outside the UK or importing of data from outside the UK?
	☐
	x☐

	17
	Use of personal addresses, postcodes, faxes, emails or telephone numbers?
	☐
	x☐

	18
	Publication of data that might allow identification of individuals?
	☐
	x☐

	19
	If YES to any question, please provide full details, explaining how this will be conducted in accordance with the GDPR and Data Protection Act (2018) (and/or any international equivalent):

	
	This includes data such as drafts of your thesis as well as experimental or survey data. An example of suitable text is given below.

All data will be encrypted and kept in password protected cloud storage on the University Office 365 system which will not be shared. Any USB sticks used to store or transfer data will be password protected. All data transfers will be encrypted and password protected.  All participants will be given a unique identifier to ensure confidentiality and this list will be kept securely in the password protected folder. The data will be stored until the completion of the project and then deleted. In accordance with the DPA2018, participants will have the right to ask to see what data is held relating to them, and this data will be deleted immediately if the participant requests this, in which case the data will not be used in the project.

(this box should expand as you type)

	20
	List all who will have access to the data generated by the research activity:

	
	Normally the principal researcher, possibly also the supervisor and, if the project has an industrial partner, a representative of that partner. Possibly also external examiner or second marker?


Principal researcher and supervisor of the research.
(this box should expand as you type)

	21
	List who will have control of, and act as custodian(s) for, data generated by the research activity:

	
	Usually the principal researcher.

Principal researcher.
(this box should expand as you type)

	22
	Give details of data storage arrangements, including security measures in place to protect the data, where data will be stored, how long for, and in what form. 

	
	All data will be encrypted and kept in password protected cloud storage on the University Office 365 system which will not be shared. Any USB sticks used to store or transfer data will be password protected, and will be reformatted at the end of the project in order to destroy the data. The data will be stored until the completion of the project and then deleted. 

(this box should expand as you type)

	22
	Confirm that you have read the UWTSD guidance on data management (see https://www.uwtsd.ac.uk/library/research-data-management/)
	x☐

	23
	Confirm that you are aware that you need to keep all data until after your research has completed or the end of your funding
	x☐




SECTION I: Declaration
	
	
	The information which I have provided is correct and complete to the best of my knowledge. I have attempted to identify any risks and issues related to the research activity and acknowledge my obligations and the rights of the participants.

In submitting this application I hereby confirm that I undertake to ensure that the above named research activity will meet the University’s Research Ethics and Integrity Code of Practice which is published on the website: https://www.uwtsd.ac.uk/research/research-ethics/ 

	
	1
	Signature of applicant:
	Kayleigh Rose Thieme
	Date:
15.10.2024

	2
	Director of Studies/Supervisor:
	
	Date:

	3
	Signature:
	

	





FOR INTERNAL USE ONLY:
	
	Ethical approval given 

	1
	Signature of assessor:
	
	Date:


	2
	Name:
	

	3
	Role:
	




















Appendix 2: Interview concent form
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Carmarthen Business School

Interview Consent Form

Dissertation research project title: 
Research course: Bachelor of Arts: Business and Management
Research investigator: Kayleigh Rose Thieme
Research Participants’ name: 

Dear Participant,

Thank you for agreeing to be interviewed as part of the above research project. *Attached to this letter are the interview questions that I have developed, which will assess the “Your Research Title”, museums and archives through the answers you provide to the questions posed. There are no right, or wrong answers and your opinion will be valuable to knowledge building around income generation activity in the cultural sector. 

The interview should take approximately 30 minutes but there is no time constraint. Interviews will be conducted in a private meeting space and answers will remain confidential. Information recorded will contain nothing of a personal nature that would identify you, and you will not be expected to provide any personal information such as income bracket, home address, date of birth, etc. You are free to withdraw from the interview process at any time.

Academic research undertaken at UK universities require adherence to ethical procedures, which includes seeking explicit agreement from participants to being interviewed and how the information contained in their interview will be used. The following information outlines the conditions of your participation and the purpose of your involvement. I would be grateful if you would read through this, then sign the consent form to certify that you approve the following:

· the interview will be recorded, and a transcript will be produced
· All answers will be anonymised, and no identifiable information will be requested from the interviewee
· the transcript of the interview will be analysed by “” as research investigator
· access to the interview transcript will be limited to the research investigator and dissertation tutor
· any direct quotations from the interview, or summary content, that are made available through academic publication or other academic outlets will be anonymized and care will be taken to ensure that no identifiable information will be made public
· the interview will be recorded on a personal device, accessible only to the research investigator. The recording will be deleted as soon as the interview has been transcribed
· The transcript of the interview will be stored on the research investigator’s personal OneDrive for Business application within “---”. The transcript will be deleted on completion of the dissertation
· The storage of information will comply with UWTSD’s data protection regulations, in line with national GDPR guidance

By signing this form, I agree that:

1. I am voluntarily taking part in this project. I understand that I don’t have to take part, and I can stop the interview at any time
2. The transcribed interview or extracts from it may be used as described above
3. I have read the Information sheet
4. I do not expect to receive any benefit or payment for my participation
5. I am comfortable with the arrangements outlined, and I understand that I am able to contact the researcher with any questions I may have in the future





_________________________
Printed Name

_________________________                                                     _______________
Participant Signature                                                                      Date

_________________________                                                     _______________
Researcher Signature                                                                      Date



If you would like me to share details of my findings on completion of the research, please let me know. 

I thank you for your time and participation. If any questions do arise, feel free to contact me at your convenience.


Researcher Name: Kayleigh Rose Thieme
Tel: 
Email: 2206102@student.uwtsd.ac.uk




Appendix 3: Interview Questions


1. In what ways does technology or AI play a part in your workplace? 
 
2. In what ways does technology or AI make your job easier and more efficient or effective? 

3. Are there any aspects of your role that should be technologically based? Please specify 

4. Are there any aspects of your role that should not be technologically based? Please explain your reasoning. 
 
5. Looking back to when you first started working in your current employment, how much has the role changed from a technological and AI perspective? 

6. Is this a change that you welcome or one that you are unsure of? Please share your thoughts about this. 
 
7. Overall, can you identify the benefits and disadvantages of technology and AI in your role?
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