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Abstract
This theme or the option that the study has been focused on is Option A: Artificial Intelligence inhospitality and tourism sector”. This has revolutionised and reshaped the customer engagement, delivery of services as well as the efficiency in the operations. Likewise, this research has explored the incorporation of tools driven by AI like virtual and voice assistants, robotics, chatbots, and others within the operational activities of the hotel. Hence, it has outlined the role played by such tools for the improved optimisation of managing resources and improving the experiences of the customers. The study further utilised methods like the secondary qualitative approach that has been fundamental to gather a wide range of information and data from internet sources. Additionally, the study has further presented tools like PEST Analysis to showcase the way use of AI affects the hotel industry.
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Within the hospitality industry utilisation of Ai has been revolutionary for the efficiency to be streamlined as well as to satisfy the customers visiting business premises. For instance, one of the major initiatives within it includes digital transformation as it highly depends on Artificial Intelligence to perform effectively. This also includes tools like virtual assistants, robotics and chatbots which offers better management of hospitality businesses through personalisation driven by data (Limna, 2023). Moreover, Artificial Intelligence and its effective implementation in hospitality occurs because customers expect more from their services while establishments need efficient service delivery and want to provide individualized seamless experiences to compete with other hotels.
The hotel and hospitality sector is one of the major sectors flourished across the globe operates as a flexible sector which serves millions of traveling people. The hospitality industry delivers multiple services that consist of lodging facilities together with kitchens, recreational programs and the complete set of tourism services. The industry implements AI solutions because modern technology development and operational effectiveness requirements have become central to operations. AI-powered systems give businesses the capability to examine customer choices and complete repetitive duties which leads to enhanced decision platforms (Limna, 2023). Likewise, effective implementation of AI further allows the hospitality brands when it comes to the improved satisfaction and experience of the customers which are done through the customised recommendations.
[bookmark: _Toc189847565]

Literature Review
AI and related tools like chatbots, robotics and others in hotel industry
The hospitality industry benefits strongly from Artificial Intelligence (AI) technology through improved guest services delivery. According to Jogarao (2024), implementing Artificial Intelligence tools through its chatbots unified with robotic assistance and virtual concierges and personalised systems of recommendations are essential for the improved management of operations and interactions with the hotel guests. Further, it is also known that AI guest-related hospitality solutions analyse their service quality and operational efficiency while measuring their effect on customer satisfaction. Additionally, digital assistants operate twenty-four hours daily to serve guests through inquiries and reservations and specific recommendations which results in enhanced guest satisfaction. Hotel operators are implementing chatbots and voice assistants for the delivery of continuous access for guests regarding the services and amenities.

According to Buhalis and Moldavska (2022), implementing Artificial Intelligence tools like chatbots is fundamental for the market of hotel businesses in improving the satisfaction for visitors as it leads to the formulation of understanding and welcoming interfaces for the customers. The satisfaction among these visitors evolve with the efficiency of the services as virtual assistants offer significant support which further demands for no or limited involvement and interaction of people. In this respect, Wilkinson (2024), states that hotel business like Marriott International have developed RENAI which is an important AI-based technology that acts as AI assistant for the improvement of their Navigators programmes as well as outline the enhancing requirement for Artificial Intelligence in the interactions among the hotel customers. Similarly, the robotic systems powered by AI are further valuable when it comes to targeting an improved delivery of services and aligning it with maximised positive operational outcomes. The unification of the AI capabilities in robots enables them to carry out delivery of room service along with luggage handling tasks while providing guest information. Service robots in hotels demonstrate their value by developing meaningful interactions with guests which ultimately leads both to higher guest satisfaction and loyalty.
Additionally, ‌Morandini et al. (2023) demonstrated that AI tools and technologies like rootics is further valuable in tackling the deficits of the working individuals as it enables the human professional in devoting time towards tasks that demand the need of emotional intelligence skills and traits. The success of the robotic assistance is based on three major aspects and are robot appearance together with robot behavior and the specific scenario in which the robot operates. Businesses in the hospitality industry must evaluate various factors carefully to deliver recommended services which lead to satisfying guest interactions.
Personalised Recommendations through AI in hotel sector and its impacts on customer satisfaction
When the systems are motivated through AI, particularly for personalised recommendations are fundamental for the delivery of constructive service delivery for their guests. According to Haleem et al. (2022), such AI systems are further essential in the evaluation of the activities of guests and also their preferences for offering customized suggestions, matching with certain interests of theirs. The improved level of customization through these systems enables increased guest contentment and drives more customers to become regular patrons. Additionally, the systems of AI concierge support with custom support for the customers from the beginning to the end as it generates advice aligned with the references of each user. The improved experiences of guests through such systems results in positive reviews followed by increased chances of guest return.
The Integration of AI within the hotel industry has distinct impacts on the satisfaction of the guests. Integrating these tools is further beneficial when it comes to delivering quicker and accurate responses from the customers, hence, leading to enhanced satisfaction level while they stay in the hotel’s environment. The study from Qiu et al. (2020), presents that contactless services through Artificial Intelligence are valuable for the psychological safety of the customers, the quality of the service and the perceived value, mainly during the period of the pandemic. The study also demonstrates that AI service incorporation helps in better production of enhanced value perception and improved psychological safety, hence resulting in the quality of the service to be superior. AI is fundamental for the personalised experiences of the guests and satisfying them, hence maintenance of adequate balance of AI engagement and human interaction is crucial often, the guests have preferences of traditional methods of receiving services through employees or staff.
Operational efficiency and cost management
In addition to that, operational efficiency is also a major benefit that is offered by the integration of AI within the business operations, processes and other activities within the industry. As opined by Helo and Hao (2022), the ability of AI in the automation of standard operations empowers staff to devote their efforts toward initiatives which strengthen guest satisfaction. For example, the Artificial Intelligence chatbots are crucial in handling distinct inquiries in a simultaneous manner which minimises the time to wait in queue as well as the minimised use of human resources for the completion of necessary business activities. Further, the use of AI also helps in optimising the allocation of necessary resources by safeguarding the patterns of demand which ultimately helps hotel businesses in the management of workforce as well as the inventory in a much more effective and efficient manner.
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The main method that the study has employed to gain better insights of AI implementation in the hotel sector is the qualitative approach. In this respect, the study has relied upon the use of secondary data collection methods, particularly through the industry reports, articles, web sources, and journals as well (Hennink et al., 2020). The use of these approaches has been fundamental for the brands in the hospitality industry to gain wider insights of the way AI is integrated within hotel businesses through distinct sources, case study and so on The data sources within the secondary method of research has further relied upon the business reports, peer-reviewed literature as well as the understandings from the businesses like WTTC (World Travel and Tourism Council) and HFTP (Hospitality Financial and Technological Professionals). Further, the study has analysed the data through the emphasis of themes and patterns associated with AI within hotels and the hospitality sector. Further, the overall use of case study strategies has also helped the researcher in outlining innovations driven by AI like predictive analytics, robotic concierge services, and chatbots powered by Artificial Intelligence. Likewise, the integration of the frameworks like PEST analysis model and secondary approach in research has ensured the study in offering proper evaluation concerning the role played by AI within the sector like hotels and tourism.
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PEST analysis is an important theoretical framework or also the tool which offers a structured measure for the evaluation of the way Artificial Intelligence affects the hospitality sector either positively or negatively. The following discussions have discussed the impacts of AI on the hotel and hospitality industry in detail. 
Political Factors:
Hospitality AI deployment faces pressures from different political factors since it must comply with security regulations for data protection while meeting labour requirements. International governments established the General Data Protection Regulation (GDPR) in Europe as well as other strict regulations to guarantee ethical AI use of customer data (Yallop et al., 2023). The implementation of data protection laws requires small and mid-sized hospitality businesses to allocate major resources toward cybersecurity that might prove difficult to manage. When the businesses and their management within the sector ensure the adherence with these regulations, it requires them to be engaged in a comprehensive amount of investment, mainly for the measures of cybersecurity. However, sometimes, the adoption of Artificial Intelligence also results in impacting the policies of employment. It is because the demand for certain jobs are minimised through automation. Likewise, the implementation of the policies by the government also helps in the prevention of job displacement of larger scales. This needs the hospitality businesses to maintain a balance between the retention of human workers and automation through AI. Similarly, the geopolitical factors also have a comprehensive impact, particularly on the hotel businesses which run with the visit of guests from different parts of the globe. For instance, recent situations like Covid-19 pandemic and Ukraine-Russia War led to the restrictions in trade, mainly for the AI technologies which affects the hotels supply chain (Ratten, 2022). Hence, it results in cost implications and possible delays which is an outcome of the negative impacts of these political factors.
Economic Factors:
Similarly, AI implementation and usage is further impacted by economic factors in a significant manner. Primarily, AI is fundamental in contributing to optimising revenue as well as minimising the cost of labour which are common economic factors. Likewise, incorporating automation in the business initiatives further reduces the cost of labour, mainly with the tasks related to customer service through chatbots, virtual assistants and robotics as well. Additionally, inflation is also an economic factor that has significant impacts on the AI incorporation within the hospitality sector. The cost of maintenance, hardware, and software needed for embedding AI within the hotel businesses and its operational activities is very high. The current inflation rate of the UK is 2.5 percent as of 2024 and increase in this factor results in brands to face challenges in investing in such technology based on AI and the innovation is delayed, impacting the business negatively (Tradingeconomics.com, 2024). Other than that there are other factors that potentially impact AI incorporation in the hotels and tourism. The high investments in the AI-driven tech also results in complexities, mainly for the hotels that are independent or small-sized. Automation through AI is important for the reduction of costs of operations, however, the stage of implementing these technologies needs significant financial resources. In the context of AI in hotels, Premier Inn has employed AI-based chatbots to streamline bookings and the inquiries of the customers which is essential for positive relationship establishment and repeated business which improves profitability and sales which are crucial part of economic factors.
Social Factors:
Individuals in the society and wider communities are highly aware of AI implementation which attracts them towards the business. Adopting AI is further valuable for influencing service expectations, dynamics of the employees, and the behaviour of the customers. These customers in the modern era look for personalised experiences alongside seamless purchases. Hence, using AI facilitates smart services for hospitality brands, and recommendations driven by data. Utilising these AI like voice assistants and chatbots are fundamental when it comes to improving the level of loyalty and satisfaction of the clients when they engage in business activities with the hotel brands (Buhalis and Moldavska, 2022). Nevertheless, when the hotels depend on the AI usage, it eliminates the touch of humans within the hotels and its activities. Likewise, the job displacement of AI has also been a major concern for the businesses which can potentially result in resistance, hence creating conflicts, misunderstandings, and overall loss of productivity. Hence, it is vital for the businesses and the overall industry to ensure that Artificial Intelligence supports human’s service delivery instead of the entire replacement of the employees within these technologies. This is fundamental for the brands to manage and maintain the quality of services as well as ensure that the employees are progressed in their career through improved motivation, training and involving them in decision-making of using these AI resources.
Technology factors:
Technology is an important element and has a direct relationship with AI implementation in the hospitality, or tourism sector. The advanced AI technologies within the hotel sector like smart rooms, IoT integration, robotics, and chatbots are fundamental when it comes to improving and transforming the experiences of their guests. Similarly, when the technology is integrated in PMS (Property Management Systems), it results in businesses enhancing efficiency, minimising manual load of work and also streamline the operational activities of hospitality businesses (Paliwal et al., 2024). For example, British Airways is a UK tourism business that employs AI for facial recognition of its guests. This is mainly available in Heathrow Airport, thus, allowing them in enhancing the experience of the travellers as well as streamlining the process of check-ins (Craggs, 2017).
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Contemporary businesses can be engaged in the utilisation of a diverse range of strategies and measures associated with the proper use of AI in the hospitality and tourism sector. Among the different forms of strategies most common types that is valuable for the bran in implementing AI in a smooth an systematic manner are detailed as follows:
Investment in Personalisation driven through AI:
Hospitality brands within the overall sectors required to improve the strategies of Ai-based personalisation with the focus of offering tailored experiences for the guests. Further, using AI based tools can be further valuable in the analyses of past bookings, gest preferences, as well as understanding behaviour in the real-time. These factors enable the hotel brands to provide tailored and personalised services like dining recommendations, room settings as per their preferences, and promotions with personalised efforts (‌Babatunde et al., 2024). When the AI is implemented for understanding the profiles of their guests throughout distinct hospitality chains, a consistent, quality, and seamless experience and services is offered to the guests, hence improving loyalty and satisfaction.
Data Security and Ethical implementation of AI:
Extensive collection of consumer data is ensured by the implementation of data, hence, the hotel businesses within the sector need to be focused on adhering with necessary data protection legislations like “Data Protection Act 1998” of the UK. Likewise, hospitality businesses are also in need of making comprehensive investments in rigorous cybersecurity, transparent decision-making for AI integration, and even for the encryption of data is important for the establishment of improved level of trust among customers. Additionally, in the context of implementing AI within the hospitality businesses, the brand within the sector further needs to be focused on educating the customers as well as the staff regarding the constructive use of AI and not affecting the interests and concerns of the guests and even the staff (Eitel-Porter, 2021). This is fundamental for the prevention of biases and safeguarding privacy while making decisions related to Artificial Intelligence.
Similarly, training and developing employees:
Using Ai within the business activities is not an easy process due to the distinct level of hardware, software and other necessary elements for which offering training and development is fundamental for the employees to implement AI-driven systems within the business activities. The training must also include lessons related to working alongside the use of AI, instead of replacing these employees in the operations and decision-making. Further, organisations can also be focused on developing upskilling programmes which can be valuable for the workforce to leverage tools and techniques of Artificial Intelligence for the improvement of the experiences of the guests (Jaiswal et al., 2023). As a result, it ensures that a balance is maintained between the interaction of human workforce and AI-driven automation.
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The study above has been focused on “Option A” which is AI in hospitality and tourism. In the initial phase of the study, it presented the introduction phase which detailed the chosen theme of AI within the hospitality and tourism industry. Further, this study has outlined literature review, which has included different types of AI tools like chatbots, robotics, voice assistants, and so on. Further, the literature reviews also demonstrated the impacts of AI on customer satisfaction followed by importance in operational efficiency and cost management. Likewise, the detailed evaluation of the methods (secondary qualitative) followed by the theme impact analysis section which has used PEST analysis to describe the way integrating AI impacts the hospitality sector.
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