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Is the future of hospitality and guest service Ai driven?
Introduction 
In this report, I will be discussing the use of Artificial Intelligence in hospitality, guest service and team management at WestJet Airlines. WestJet Airlines was founded in 1996 as a low – cost carrier, initially the airline started operating from a small company that served regional destinations before developing into an international airline,(WestJet, 2018; Smith, 2019). As the airline developed, innovation and hospitality principles came into its operations and became strong priorities but WestJet maintained it’s main value of providing affordable air travel. Furthermore, recently WestJet has focused more on the digital side such as digital transformation, especially through the progression of Artificial Intelligence as it has enhanced operational efficiency and customer service. (Parkinson, M. (2024).
In definition, artificial intelligence is a simulation of human intelligence which is processed by machines, mainly through computer systems. Artificial intelligence can enable tasks such as problem – solving, decision making and learning. (Tank, A. (2026) Artificial intelligence in hospitality in industry: Definition and applications.) In recent years, Ai has been introduced into the hospitality and airline industries, it is commonly used to personalise guest service, help with prices and automate  customer service. For example, “WestJet has implemented Ai – powered chatbots such as “Juliet:, which assist passengers throughout their travel journey, improving recompense times and service quality”. (Ozdoruk, E. (2019) Ai application in airline customer service: WestJet case study.)

Findings 
Recruitment 
As Artificial intelligence has become more popular, it has been applied in recruitment processes within the hospitality and the aviation industries such as in the WestJet airline. Referring to research, WestJet has used Ai systems to help with candidate selection and to increase the development of workforce planning, this is to ensure that staff members are presentable and well – suited to do a customer facing role. Therefore, using Ai technologies has been beneficial for WestJet airline and it’s future as customer service is important in the aviation industry and having data – driven recruitment systems along with other technologies help with the process of recruitment. (WestJet (2026) Talent acquisition and enablement specialist job description).  
Adding on, WestJet also uses digital screening tools through the recruitment process to develop consistency when selecting candidates. These artificial intelligence systems assess applicants through online applications, automated filtering and evaluations. Furthermore, digital screening is known to help recruiters idenedify candidates the the required skills and confidence for the job role which is yet again essential in the aviation industry. It also supports a non biased decision as everyone is assessed the same and it reduces a work overload for employees which is a great benefit. The WestJet airline hires people often as it is a high volume recruitment place, the use of didgital screening seems to improve the speed of maintaining good decision making when it comes to hiring individuals. (Desklib (2024) WestJet recruitment and selection process analysis). 
In the sense of yield management, it plays an important role in the aviation industry. Maximising revenue from sales is critical at WestJet, therefore, the use of yield management is beneficial as it uses the use of data and pricing methods to sell and provide to the correct customer at the right price. (Cross, R.G., Higbie, J.A. And Cross, D.Q. (2009) ‘Revenue managements renaissance: A rebirth of the art and science of profitable revenue generation. Cornell Hospitality). This approach of yield management allows WestJet airline to have better profitability and efficiency as the data ensures nothing is underpriced and that the customer satisfaction is being delivered up to its standards. 

Guest Service Training 
Ai is increasingly being used to improve guest service training as it offers more personalised, adaptive and beneficial learning techniques. In the aviation and hospitality industry, customer satisfaction and experience is an important priority, having Ai training could have a significant role in developing employee performances and skills in the future. 
Research illustrates that artificial intelligence can help staff members make better decisions and it could improve their dedication. But, bringing Ai into guest service training has its limitations,  it can require a lot of money and it requires strong data management which could cause future problems for a company like WestJet airline. Moreover, another risk is relying on technology too much and forgetting reality as human judgement is important especially in the hospitality and aviation industry as employees are expected to have good communication and decision making skills. (Tussyadiah, I.P. (2020) ‘A review of research into automation in tourism: Launching the Annals of Tourism Research curated collection on artificial intelligence and robotics in tourism’).
Referring to Ivanov and Webster (Ivanov, S. And Webster, C. (2019) ‘Conceptual framework of the use of robots, artificial intelligence and service automation in travel, tourism and hospitality’, Robotics, AI and Service Automation in Travel, Tourism and Hospitality), the use of Ai can support stronger decision making and efficiency, therefore, for WestJet airline, it could better staff in preparing to manage hard or intense situations, such as customer complaints, technology problems or delays. Overall, using Ai guest service training can be a positive affect for WestJet as it could improve customer experience and capability which could lead to more customers returning and good feedback for the company.

Hospitality Operations 298
By looking into hospitality operations at WestJet airline, artificial intelligence can be beneficially used as there are multiple of tools being developed to support operations. Ai can be used to automate operational tasks such as baggage tracking, boarding management and routine operations. These systems could reduce time and decrease human errors, it would create a better and smoother experience for passengers. Also, automation allows staff members to have better focus on customer interaction which improves the overall quality and satisfaction of service being provided. Referring to research, it suggests that Ai in hospitality operations can track processes and support productivity in hospitality and aviation environments. (Law, R., Buhalis, D. And Cobanoglu,C. (2014) ‘Progress on information and communication technologies in hospitality and tourism’, International Journal of Contemporary Hospitality Management).
Another artificial intelligence tool that is used frequently by WestJet  in hospitality operations is chatbots. Chatbots are known to be able to handle guest enquirers immediately, this includes bookings, check – in information and frequently asked questions. The benefits for employees using chatbots is the reduce of stress and especially for staff working on front desks as the role requires a lot of communication and clear information for customers. Referring to Buhalis and Leung research, it portrays that the use Ai for communication improve interactions and guidance as it provides 24/7 support. But, chatbots can only do so much as they lack human emotion, therefore, it could cause complications if employees use the Ai tool too much. (Buhalis, D. And Leung, R. (2018) ‘Smart hospitality – Interconnectivity and interoperability towards an ecosystems’, International Journal of Hospitality Management).
Referring to WestJet’s website, safety operations within hospitality operations is Ai driven. One Ai application being used is predicative maintenance, predicative maintenance is Ai systems analysis in aircraft data to decent technical faults before it develops into a serious issue. This Ai tool allows maintenance teams to take a preventative action which could reduce delays, safety incidents and cancellations. This not only supports operations but improves passengers experiences and it could reduce any stress for anxious flyers. (Kuo, Y.-F., Chen, and P.-C and Tseng, C.-Y (2017) ‘Investigating the effect of airline service quality on customer satisfaction: Evidence from Taiwan’, Journal of Air transport management).

Customer Relationship Management 
Artificial intelligence used in customer relationship management (CRM) systems can predict guest behaviour patterns and create personalised marketing methods (https://www.salesforce.com/uk/crm/what-is-crm/ ). The WestJet airline use Ai – powered systems through partnerships with companies like Sabre Corporation, this is to make personalisation better within customer relationship management. The systems analyse travel history, preferences and customer data, this helps WestJet provide offers and recommendations for customers. Providing offers and recommendations allows the company to create more personalised experiences for customers which can increase the companies star ratings and satisfaction.
However, as Ai powered systems are being used at WestJet, it must be carefully managed in customer relationship management. Security and data privacy are always concerns in the aviation and hospitality industries, therefore, gaining customers trust is crucial for the company as their personal information needs to be kept safe at all times. Despite those concerns, Artificial intelligence continues to positively effect the future of how airlines operate customer relationship management 

Conclusion 
To conclude, I support the use of artificial intelligence in the launch of WestJet at Cardiff Airport as there are multiple of advantages in operational efficiency, customer relationship management and yield management. The advantages are, that Ai can improve decision – making and skills through data which helps predictions on demand, personal services for customers and develops better pricing strategies. This is specifically important for the launch of WestJet at Cardiff Airport because understanding customer behaviour, needs and marketing trends are essential for gaining maximising revenue and feedback for the company so it can grow. 
However, I personally believe that Ai should not be dependent on everything especially to complete tasks. It should be used alongside traditional hospitality which is, making sure human interaction is still  the key priority in the hospitality and aviation industries as communication is required the most. Furthermore, referring to WestJet using chatbots as an ai tool to improve staff skills or to analyse data, having well – trained staff should still remain essential in providing excellent customer service as this is how a company can build trust and gain returning customers. Therefore, I recommend the management team to have a good balance between human service and technology. 
From an operational perspective, I have a variety of recommendations for the management team. Firstly, having staff members in guest service training is important as it can ensure employees that they can go about using artificial intelligence systems and analysing data with confidence. Secondly, referring on a practical experience and academic research that I have experienced that I recommend for the management team is ,System X. System X is a data driven recruitment platform which has positively affected recruiters as it makes things more organised and accessible. Another example of an Ai tool I have used that which has great benefit for the company is Body Swaps. Body Swaps is known to be an a immersive simulation or perspective, it portrays how companies can expand hiring efficiency and quality. Both of these Ai tools can help employers analyse large data better as working in an airline is stressful enough.
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