


Ai declaration 
I confirm that I have not used any AI tools in the research and creation of this assignment. I confirm that I have not presented any AI generated materials as my own work. I confirm I have copies of my drafts, notes, and other resources are used, which I may be asked to provide in evidence.


Assignment 1 
Is the future of Hospitality and Guest Service AI Driven?
The introduction of WestJet flights from Cardiff Airport is a key proposed development in South Wales’s travel and tourism sector, designed to improve global connectivity and attract international visitors (Cardiff Airport, 2025). This development highlights the growing importance of Artificial Intelligence (AI) in enhancing hospitality and guest service within modern aviation operations (Deloitte, 2024).
Introduction 
The expansion of international airline route plays a significant role in regional economic development and tourism growth. The planned introduction of WestJet services at Cardiff airport represents a major development for the Welsh aviation sector. Recently, industry announcements confirmed the launch of a direct Cardiff to Toronto route, creating the first transatlantic connection from Wales in almost two decades (Cardiff airport, 2025). This development is expected to increase passenger numbers, attract international tourists, and enhance airport competitiveness. 
However, Cardiff Airport has faced ongoing challenges, including lower passenger volumes compared to nearby competitors such as Bristol Airport, highlighting the importance of improving service quality and operational efficiency (The Guardian, 2026). In this context, hospitality and guest service are critical factors influencing customer satisfaction and airline success.
Artificial Intelligence (AI) is increasingly transforming the hospitality and aviation industries by automating processes, enhancing decision-making, and personalising customer experiences (McKinsey, 2024). This report evaluates the potential use of AI within WestJet’s Cardiff operations, focusing on recruitment, guest service training, hospitality operations, and customer relationship management (CRM). It also assesses the impact of AI on yield management and provides recommendations for effective implementation.


WestJet’s’ Cardiff to Toronto Route
The introduction of white shirts Cardiff to Toronto route represents A strategically significant development, particularly as it launches ahead of the 2026 FIFA World Cup, co-hosted by Canada, which is expected to drive increasing transatlantic travel demand. The route is anticipated to boost tourism, support over 300 million an animal trade between Wales and Canada and improve connectivity for approximately 6500 employees work in for Canadian owned businesses in Wales (Welsh Government, 2025. In addition, enhanced air connectivity has been widely linked to regional economic growth increased investment, and improve business accessibility, food the strengthening the strategic importance of this route (IATA,2023). Furthermore, this service marks the first air direct scheduled link between Wales and Canada in nearly two decades, addressing growing demand for international travel and reinforcing both economic and cultural ties between the two regions (Cardiff Airport, 2025). The introduction of long-haul connectivity is also expected to improve Cardiff’s airport competitiveness with the UK aviation market supporting its long-term recovery and growth strategy (The Guardian, 2026)
Findings 
AI in recruitment
The introduction of a new international route requires the recruitment of highly skilled staff capable of delivering exceptional guest service. AI technologies such as automated TV screen in and predictive analytics Enable organisation to process applications efficiently and identify suitable candidates with the use of AI (CIPD, 2023)
For WestJet’s Cardiff operations, a I could support the recruitment of employees with strong communication and problem-solving skills, particularly important in managing diverse international passengers. However, serious incidents demonstrate the importance of selecting the right staff. For example, a widely reported customer service dispute involving western attire lighted how poor staff behaviour can negatively impact brand reputation (New York post, 2025). 
Despite its advantages, AI recruitment presents risks, including potential bias and inability to access emotional intelligence fully (Bogan and Rieke, 2018). Therefore, research suggest that an adapted approach combining AI tools with human judgement is essential to ensure both efficiency and quality. 
Ai in guest service training 
AI based training system such as body swaps and systems acts offer innovative approaches to developing customer service skills. These technologies allow employees to engage in stimulated scenarios, improvement their ability to handle complaints, communicate effectively, unmanaged challenging situations. 
The introduction of long-haul flights for Cardiff Airport with WestJet is expected to increase passenger diversity and service expectations (Meet in Wales, 2025). AI training campus staff for these demands by providing consistent and valuable learning experiences. According to the institute of hospitality (2025), AI driven training enhances employee confidence and service delivery. 
However, AI train and cannot fully Replace real human interactions and emotional responses. Ivanov and Webster (2020) argue that over reliance on technology may reduce the authenticity of the hospitality experience. As a result, AI training should complement traditional methods rather than replace them. 
Bodyswaps and Systems X
Artificial intelligence is increasingly used within hospitality and aviation to enhance staff training and operational efficiency. For the expansion of WestJet at Cardiff Airport, AI based tools such as Bodyswaps and Systems X provide valuable opportunities to improve guest service and employee performance.
Bodyswaps Is an immersive training platform that allows staff to practise realistic customer service scenarios, such as handling complaints O managing delays within a virtual environment (Bodyswaps, 2025). This is particularly relevant for WestJet’s Cardiff operations, where employees must deliver high quality service to a diverse international passenger base. The platform provides personalised feedback helping staff develop communication skills, confidence, and empathy, which is essential in hospitality roles. 
Similarly, Systems X can support operational training by simulating real time decision making. For example, staff can learn how to manage passenger flow during peak periods or respond to disruptions, improving efficiency and reducing waiting times. This is important for Cardiff Airport as it aims to handle increased demand resulting from the introduction of long-haul flights to Toronto. 
The development of WestJet at Cardiff Airport is expected to enhance international connectivity and boost tourism in South Wales (Cardiff airport, 2025). AI training tools can support this growth by insurance staff are well prepared to deliver consistent on high quality guest service, contributing to customer satisfaction and positive brand reputation. 
However, AI based training has limitations, as it cannot fully replace or replicate real human emotions and interactions. Hospitality relies on personal engagement, meaning AI should support rather than replace traditional training methods. Additionally, implementation costs may present challenges.
Overall, Bodyswaps and Systems X Offer clear benefits in improving staff readiness and operational performance. When combined with human interactions, these technologies can support the successful launch an ongoing development of WestJet operations of Cardiff Airport. 
AI in hospitality operations
AI plays a key role in improving operational efficiency within airports and airlines. Technologies such as self-service kiosks, chat bots, and predictive analytics can reduce waiting times and enhanced overall passenger experience (Deloitte, 2024). 
Given Cardiff Airport known challenges with passenger volumes and operational efficiency (the Gaudian, 2026), AI could support improving performance by optimising staff, managing passenger flow, on providing effective information during disruptions. For example, Chat bots can handle customer queries instantly, while AI systems can predict peak travel periods. 
However, excessive automation may reduce human interaction, which is a core element of hospitality. Technical failures may also disrupt services leading to customer dissatisfaction. Therefore, maintaining a balance between AI and human service seems correct. 


AI in customer relationship management (CRM)
AI enables airlines to deliver personalised customer experiences through data analytics. CRM systems contract customer preferences, booking behaviour, and travel history to provide targeted marketing and tailored services (KPMG, 2024).
For WestJet, this could improve customer loyalty and retention, particularly in a competitive market. The expansion of international routes creates opportunities to build long term relationships with passengers and enhance brand loyalty (WestJet Media, 2025).
However, data privacy concerns remain a significant issue. The European Commission (2023) emphasises the need for transparency and ethical data use. Additionally, reports of cyber security incidents highlight the importance of protecting customer information (WestJet, 2025). 
AI and Yield Management
Yield management is a critical strategy in the airline industry, focusing on maximising revenue through dynamic pricing. AI can analyse the man patterns, competitor pricing and customer behaviour to optimise ticket prices almost instantly (IATA, 2023).
For WestJet’s Cardiff route, AI could improve profitability by ensuring optimal seat occupancy and pricing strategies. However, dynamic pricing may lead to customer dissatisfaction if perceived as unfair or inconsistent. 

Conclusion 
the key findings demonstrate that AI has significant potential to enhance hospitality and gas service within W jets operations at Cardiff Airport. AI can improve efficiency in recruitment. Provide innovative training solutions, optimise operations, undelivered personal customer experiences. Additionally, AI supports effective yield management through data-driven decision making. 
However, AI cannot fully replace human interaction which remains essential in delivering high quality hospitality. A adapted approach combining AI technologies with Human Services is therefore the most effective strategy after carrying out detailed research. 
Recommendations 
1. Adopt and utilised an adapted service model
This can be done by combining AI efficiency with human interaction to maintain service quality. 
2. Use AI in recruitment settings with human oversight
This ensures fairness and alignment with operational values.
3. Integrate AI training with traditional methods
This can be successful by utilising a tool called body swaps alongside real world training.
4. Enhance CRM transparency and data security
By building customer trust through ethical data practises.
5. Invest in AI as a tool/method
this is to ensure reliability and minimising operational disruptions.
6. Keeping/ maintaining the focus on guest experience
This can be utilised by avoiding over automation in key service areas. 
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