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In this context, both predictive analytics and generative artificial intelligence (AI) play vital roles in enabling hotels to enhance operational effectiveness, personalise services and anticipate needs of the guests. With the help of existing literature, real-world applications of these tools on hotels, and an assessment of potential regulatory and managerial implications, this presentation will illustrate the benefits and drawbacks of utilising AI technologies.
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In Yotel, smart and advanced technology boosts guest convenience via application-based services (Siebrits, Bastable and Clark, 2024). Furthermore, cutting-edge experiences of visitors, like interactive menus and virtual hotel tours are provided by AI applications, like virtual reality (VR) and augmented reality (AR). Although, Wan (2024) stated that issues, such as data privacy, ethical dilemmas and high implementation costs are still important factors to consider.
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Besides the benefits, there are drawbacks also, such as the incapacity of generative AI to manage complex client requests. This in turn, needs human participation along with the possibility of cybersecurity risks, like DDoS and SQL injection attacks. In contrast, predictive analytics has the potential to assist hotels in fulfilling the needs of their guests and providing proactive services, like personalised amenities or upgraded rooms by examining prior data. 
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: Predictive analytics can be complicated to adjust to changing tastes of consumers and technical developments (Wang et al. 2024). Furthermore, systems driven by AI better optimise staff allocation while enabling dynamic pricing schemes. Effective strategies for hotels in the UK include incorporating voice and facial recognition software, AI-powered virtual assistants, and guaranteeing that laws like the ‘UK GDPR’ and the ‘EU AI Act’ are followed strictly (Schwarz, 2024).
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Besides the economic and political factors of PESTLE analysis, other forces are also evident for the theme. While researching the social factors, it is seen that transforming needs of consumers for personalised experiences enhance adopting AI solutions. Sustainability and compliance are emphasised in legal and environmental considerations. Technological developments in AI chatbots and prediction technologies enhance engagement of visitors by automating procedures.  
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Predictive analytics improves operational effectiveness thereby assisting in demand forecasts, workforce optimisation and inventory management. “Velma”, known as an AI chatbot for Warwick Hotels, raised direct internet revenue by 11% (Nunwick, 2024). Using customised customer interactions and efficient operations, these technologies are potential to increase revenue while nurturing visitor satisfaction and loyalty accordingly. 
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In contrast, the limitations of integrating AI in hotels cover high expenses of execution, biases in AI models and concerns regarding data privacy. Complicated needs of clients may be challenging for hotels using generative AI to handle since it may not communicate or interact like a human being. Thus, long-term success requires hotels to strike a balance between human-cantered services and technology improvements while guaranteeing the ethical and appropriate usage of AI.
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For improving quality of offered services, well-known hotels, named Warwick and Hilton Hotels apply experience management systems and AI chatbots. For integration to be successful, strong data security protocols, adherence to AI laws and staff training are necessary to efficiently manage AI technologies while also maintaining high moral standards, as well as, operational integrity.
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Hotels need to adopt biometric security, chatbots and virtual assistants for boosting guest satisfaction and streamlining operations. For a smooth integration, staff training on AI tools is essential. Furthermore, generative AI may assist sustainability initiatives, foster long-term success and competitive advantage by optimising resources and managing waste.
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Insite of the advantages, challenges are also there, like higher execution expenses, ethical concerns and data privacy, which need to be managed further. For fully utilising AI while minimising related risks, future policies need to prioritise regulatory compliance, AI technology investment and ongoing staff training.
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Introduction

This conference presentation aims to explore the contemporary theme of the “Role of Generative Al and Predictive Analytics
in Enhancing Customer Experience in the UK Hotel Sector”.
Appropriateness of this theme is related to the competitive nature of today’s hospitality sector, where guest satisfaction,
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Predictive analytics assist in identifying failures in potential equipment, enhancing guest
experiences and minimising downtime.
As stated by Al-Hyari et al. (2023), deploying predictive analytics boosts effectiveness of

services via demand forecasting, resource allocation and predictive maintenance.
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